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Company Overview
We develop capabilities, improve performance & deliver projects

Á Education, Training & Certification

Á Consultancy & Performance Improvement

Á Project Delivery & Support
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The PM-Partners group offer the following ITIL Services:

Á Service Management Assessments

Á Training & Certification 

Á ITIL Implementation Support & Coaching

Á Project Management of ITIL Implementations

Á General Service Management Consultancy

Previous Clients:

Á HSBC

Á Storage Technologies

Á SUN

Á St George Bank

Á Dimension Data

Á State Rail

Á Netstar

Á Touchbase

Á + Many others over 14 years

PM-Partners ITIL Services
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ÁITIL Background

ÁBenefits

ÁWhat is an ñITIL implementationò?

ÁChallenges

Agenda
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ÁITIL is a set of 5 Publications (ITIL stands for the I.T. 

Infrastructure Library). ITIL is focussed on the 

ongoing management of the infrastructure

ÁLast year the library was updated ïthe current 

version is ITIL version 3

ÁIt is meant to be tweaked ïñIt Dependsò

ÁCertification is available on three levels ï

Foundation, Intermediate and Expert. This 

certification applies only to the individual

ITIL ïThe Background
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ÁThe ITIL® Core - five publications

ï Service Strategy

ï Service Design

ï Service Transition

ï Service Operation

ï Continual Service

Improvement

ITIL® Service Lifecycle
provides a set of industry best practices that can 

be leveraged and adapted to improve performance

ITIL Certification

ÁITIL Version 3 exams and award qualifications are available for 

individuals at Foundation, Intermediate and Expert level (with a new 

Masters level under development).

ÁOrganizations and management systems cannot be certified as "ITIL-

compliant". An organization that has implemented ITIL guidance in IT 

Service Management (ITSM), may however, be able to achieve 

compliance with and seek certification under ISO/IEC 20000. Note that 

there are some significant differences between ISO/IEC20000 and ITIL 

Version 3
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Good practice is unique in every organisation.

Organisations:

Á Operate in a dynamic environment and need to be always ready to adapt

Á Need to trade off between maintaining stability and moving quickly

Á Must operate to a set of practices that meet the true needs of the business

Á Sources for ideas and measures include:

Background

Consequently service management 

change needs to adapt good practice and 

be tailored to meet the needs of the 

organisation.



© PM-Partners group. All rights reserved

How benefits are gained

ÅIncident Management

ÅProblem Management

ÅRequest Fulfillment

ÅChange Management

ÅRelease and Deployment 

Management

ÅService Asset and 

Configuration Management ÅService Level Management

ÅAvailability Management

ÅCapacity Management

ÅService Portfolio 

Management

ÅFinancial Management

ÅDemand Management

Á Benefits are seen by the customer at the Operational level

Á Quicker response times

Á Better service

Á More confident staff

Á Benefits are seen by the provider at the Design and Strategy 

Level

Á Control, control and control


