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Speaker Bio & Company Information [tSMF o o
Ricard Pons

Certificado como ITIL Expert (v3) e ITIL Service Manager (V2),
ISO/IEC 20000 y CGEIT (ISACA).

Director ejecutivo de itSMF Espafna
ex-Director de Desarrollo Profesional del instituto priSM para EMEA

Consultor Ejecutivo y miembro del Consejo de ExpertosTécnicos de IBM (TEC).
Posee mas de 25 afios de experiencia en gestiéon de Tl en diferentes sectores
liderando iniciativas de ambito nacional e internacional, destacando proyectos
de disefio e implantacion de soluciones de Gestion basadas en ITIL, ISO 20000,
Cobit, etc y otros proyectos complejos como los JJOO de Sydney 2000y
Barcelona 92.

Profesor de Gestidon de Sistemas y Servicios TIC de la Universitat Pompeu Fabra
Ingeniero Industrial por la Universidad Politécnica de Barcelona.
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<+ Documentacion de Referencia
0 Jornadas itSMF
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1989 1997 2000 2007 2011

ITIL®
(11 - LY 4 11 L1
TIL® v2 Edicion 20

ItSMF

ItSMF

The IT Service Management Forum
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De ITIL® vl a ITIL® sin versiones 1ISMF

ESPANA

s ITIL® es ahora, simplemente, ITIL®

0 Se haretirado ITIL® v2

0 Solo hay una version “valida”

0 2011 es una edicidon, no una version
% No se hace mencion a versiones

o En libros

o En esquemas

o En certificaciones
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Estructura de la biblioteca IitSMF

: SPANA

Introduccién

Service management as a practice
Principios (de la fase)

Procesos (de la fase) o | f A see
-- especifico de cada libro -- ‘
Organizacion (de la fase) N\ |/
Consideraciones de la tecnologia = ¢ Qf
Implantacion (de la fase) ] .
Retos, CSFs y Riesgos Contenido d

Apéndices cada libro
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o
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Traduccién de la biblioteca 1ISMF

ESPANA

s Disponible en www.itsmf.es, actualmente sélo en inglés

% El proceso de traduccion lleva en marcha desde finales
2011

% Habia una estimacion para la traduccion en Diciembre
2012, aungue se esta en proceso de esponsorizacion

% Se generaran 5 nuevos libros, totalmente actualizados

% Ya se dispone del glosario de términos traducido al
castellano

LW A I L EEARa QRANS, VT4 13 3 2500 28 31
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Glosano y abreviaturas de |TIL

4
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ITSM SOFTWARE
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Esquema de certificacion profesional 11SMF pyslioperifit

ESPANA Valem:la 0hapler

© OGC's Official Accreditor - The APM Group Limited 200-

[ ITIL v3 Foundation for Service Management ]
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The ITIL Update Project

Simplify
and
standardise

Service
strategy,
concepts and
language are
clearer

Re-use and
Cross
reference

Consistent
processes with
more examples

Consistent
structure

new concepts

Signpost use of ITIL
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Resolve

invalidating the |©fTors

inconsistencies

WS

Valencia Chapler

Ease of use

clearer
more

consistent

Roles, skills,
functions, gggg?ﬂngﬁt
organisation + em
examples
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ESPANA Valencia Chapler

ITIL Update Project Board

Project Manager, TSO Advisors to the Project

Team Manager, TSO Board

Project Mentors

Project Authors
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11SMF

ESPANA Valencia Chapler

e

ITIL Update Project Board:

Project Executive — Frances Scarff, OGC

Project Assurance, Quality — Phil Hearsum, OGC

Project Assurance, Examinations — Jessica Barry, APM Group
Senior User — itSMF Int’l Publications Director

« Senior Suppliers — Janine Eves, TSO
— Richard Pharro, APM Group
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i
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The ITIL" Update 2011

Shirley Lacy
ConnectSphere

Assignment Authors Mentor

Service Strategy David Cannon David Wheeldon

Service Design Lou Hunnebeck Colin Rudd

Service Transition Stuart Rance Colin Rudd

Service Operation Randy Steinberg Colin Rudd

Continual Service Imp. Vernon Lloyd David Wheeldon

Official Introduction Anthony Orr Shirley Lacy
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ITIL Update 2011 — Themes in 2007 HHSMF HSACA

: SPANA Valencia Chapler

w4

.
The IML" Updates 2611

Shirey Lacy
ConneciSphere

Continual Service
Improvement

Service
Design

Service\

Strategy

© Crown copyright 2007 Reproduced
under licence from OGC
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ESPANA Valencia Chapler

The ITIL* Update 2011

ConnectSphere

o ©
=

ITIL 2011

ITIL e
e ] =~
2007 RS
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ESPANA Valencia Chapler

yyyyyyyyyyy
ConnectSphere

Ease of use

e Clearer
« More consistent
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i

Specific appendices

- each book Common appendices
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Un paseo por la documentacion de ITIL 2011

s Participacion y elaboracion
propia de estudios

AL

<+ Documentacion de Referencia
0 Jornadas itSMF
0 Mentores (itSMF UK)

A X
SegundsJormaita Comite Asturtang

Carnito a b waieins o 1) The ITIL" Update 2011

Shirley Lacy
ConnectSphere
Las principaies claves de ITIL 2011

vakae
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Miembros del equipo lt@MF

S PANA Valenma cnapler
Miembros del equipo de Estrategia del servicio: -'"‘". , .
e Grupo de Trabajo
Julian Sanchez Crespo Salcedo julian.scs@gmail.com ltSM F ITIL 2011
Albert Lluis Vifias albert.lluis@enzymeadvisinggroup.com S P AR Comité de Estdndares
Miguel Angel Fernandez Garcia mafernandezg@indra.es Mlembros del equipo de Operacmn del servicio:
Bonifacio Villalobos bvillalobos@es.sopragroup.com
. . L Victoriano Gémez Garrido vgomez@ilustraconsultoria.es
Francisco Javier Sanz Ramos javier.sanz@grupocesce.es
. . . . . . Ricard Pons Pallares ricard.pons@es.ibm.com
José Antonio Rubio Blanco ose.rubio@urjc.es
Eugenio Cerro Carrera ecerro@dedalogrupografico.es Alfonso Perez Rodriguez aperez@stpconsulting.es
Luis Moran luis.moranabad@telefonica.es Vicente Garcia Ortiz vicente@nintendo.es
Carlos Duran carlos.duran@grupocortefiel.com
Miembros del equipo de Diseio del servicio: Juan Leon Galan L juan_leon@ieci.es

Alvaro Caballero acaballero@shc-soluciones.com
Carlos Ramirez Palacin cramirez@es.sopragroup.com . . . .
Adrian Guerrero Bermudez Adrian.Bermudez@isotrol.com Miembros del equipo de Mejora Continua del
Albert Martinez Aparisi martinez_alb@qgva.es servicio:

Juan Vigo Lépez juan.vigo.lopez@everis.com

Mario Delgado Picazo mariodelgadopicazo@gmail.com
Javier Barrientos Posada jbarrientosp@yahoo.es
Miembros del equipo de Transicion del servicio: Daniel Pict Garcia anico@osiatis. os
Marta Montero Camacho Marta_Monterocamacho@elcorteingles.es Carlos Lopez de la Coba clopezco@insags.com
Ignacio Lépez Maderuelo lomade00@gmail.com Antonio Martinez amartinez@coopera.pro
Félix Vara de Rey fvderey@ilustraconsultoria.es Francisco Pujol fpujol@coopera.pro
Roberto Lériga Bernardez roberto.loriga@tecnocom.es = 1
Diana Rivas Iglesias diana.rivas@telvent.com Coordinadores: 3
N

Antonio Enrique Lépez

Antonioe lopez@elcorteingles.es
Belén Garcia n

Belen garcia@elcorteingles.es

Vanesa Merchan Huecas vmerchan@ambar.es
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Resumen de Cambios en ITIL 2011 [{ISMF e
:f: N Grupo de Trabajo

. ITIL 2011
,lt\‘$M\F: Comité de Estdndares

Libro basico ITIL  |paginas ITIL 2007|paginas ITIL 2011
46

Todos los libros 1.343 1.962
Estrategia del servicio 264 498 88
Diseno del servicio 261 362 39
Transicion del servicio 334 458 37
Operacion del servicio 263 384 46

Mejora continua del 221 260 17
servicio
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ESPANA TN Valencia Chapler

Grupo de Trabajo

itSMF ITiL 2011

Estrategia del Servicio

SPANA Comité de Estdndares

13/08/2012 21 de Junio de 2012




Disefio del Servicio

13/08/2012

21 de Junio de 2012
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Valencia Chapler

Grupo de Trabajo
ITIL 2011
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Transicion del Servicio 1ISMF A ot

@ Grupo de Tnbajo
ITIL 2011
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PANA Comité de Estdndares
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Operacion del Servicio 1ISMF B I et

Grupo de Trabajo
ITIL 2011

Comité de Estdndares
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Mejora Continua del Servicio ltSMP

Valencia Chapler

]

-~ Grupo de Trabajo

f t \\l F ITIL 2011

Comité de Estandares

e Resumen de los cambios

e Proceso de mejora de 7 pasos.
e Ha mejorado la relacion entre el proceso de Mejora de 7 pasos y el ciclo Deming.
e Se harefinado el proceso de Gestion del Conocimiento.

e Se cambia el nombre de “Modelo de Mejora Continua” a “Enfoque de Mejora
Continua” (CSI Apporach).

e Introduce el concepto de “Registro de Mejora” (CSl register) y se mejoran las
descripciones de las interfaces con las otras fases del ciclo de vida. El Registro de
Mejora graba las oportunidades de mejora, categorizacion para oportunidades
de mejora, y sus beneficios.

21 de Junio de 2012 N. 25
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OPERACION DEL SERVICIO LISMF e

4. Procesos de la Operacion del Servicio — Gestion de Eventos = gl —
|
Anterior - Actual

— -
——
——
—-——
—-— -

B . f .
— v s e | Se registran los
e T &+~ i eventos antes de
- -~ Py 4 B correlacionarlos
- A R

[
[
B Nuevo que esta
[ actividad sea
) L una pregunta
— m |
. |
. )
. P . e ~ (RSP
T e + __________ --- -}E’Nue’vo;muw Estaba explicada pero
PR Bl | e w no nombrada en el
s (e = = = = === = D i driagrama
17 { 3 L il B : =X
PG A ’ e - .|| —
t ' o L] I::___;> l
vt . Ve gt Mgt - | ’:J,(;‘
— . — — ™ : | - _Jl.l..,...
Rsiow St [ Nugyp:
__' . ‘ -
=% | B | Retacion con
- B | peticiones de
. [ i se'nlir\inc
- . m | % .
T w L o o Figura 4.2 Proceso de
| * L4
= | ~ gestion de eventos
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OPERACION DEL SERVICIO
4. Procesos de la Operacion del Servicio

— Gestion de Accesos

Anterior:
Diagrama de flujo
del proceso
inexistente

Actual:
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Un paseo por la documentacion de ITIL 2011 rnée
- itSVIF

lenciana g —f- J

Valencia Chapler

J/

s Participacion y elaboracion
propia de estudios

ITIL 2011: A Guide to the ITIL Update

Constructores

AL

TISMF

ion del Servicio

s | e
e ey fu Al

Analists y difusion ITIL 2011
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The Team who made it, Thank You! .ltSMF

Study team

y SMEs

> Andreas Graef >M_ichae| | Nielsen

> Chris Tobey »Nina J Naylor »Chris Finden Browne

> Claudio Valant »Peter Wiggers >Ilvor Macfarlane

> Christopher H Jones »Philippe Compain »Heinz-Joachim Schmitz

> Jabe Hickey »Phillip V Watson »Michael Shallcross

> FErancisco J Benito Ramos  ~ Randy Johnson

> Jason G Yakencheck >R!cardo Pons Pallares StUdy Leader

> Jeffrey Carrington »RIk F Lammers >Monica Claeson

> Julius Weston »Robert Docherty

> Jim R Moore »Soren Gade

> Katrin Stockmaier »Sandeep Narang

> Kristen Yasord ijl'_cl)nr; Ff_g'(t:éeclcl)

» Mark D Schwartz

» Tatum A Heegaard
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ltSMF
The ITSM CoP 'Gap Analysis' Project

SPANA ValenclaChapler

« Documented old and new versions e
in Excel files R aap—
— Purpose (goals and objectives)

— Scope

— Input and (process) suppliers

— Output and (process) customers
— Activities

Oles m---
' Continual
. : ate Transition Operation
— Principles IEproveiment

Service Catalog sition Pla nt Management “ e Measurement
Management Su Dporl

[ Incident Mgmt || e Reporting ]
Sarvice Level Managemen Change Managemant

Request Fulfillment The 7-Step Improvement
Process

ITIL V3 (2011) processes and functions overview

« Performed a gap analysis per
process and documented
conclusions as Power point files

Service Asset and
Configuration Management

Capacity Management
Problem Management

Availability Management

al, .\ 1 Access Management
Strategy Management for Releass:and Daployment : .:
IT Services
- - - - IT Service Continuity Saivice Tel 4
- Published the material in iRAM s || | sz
uolisne € material In | Business Relatonship et Vaidation

Management

Information Security

Management Change Evaluation

Supplier Management Knowledge Management

Functions 1 Design Coordination

v
New or changed processe:
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Process Definitions from the respective glossaries"*"* ™ *

Valencia Chapler

ITIL 2011: A Guide to the ITIL Update

%2007
0 Request Fulfillment is the Process responsible for managing the Lifecycle o

Requests. A service request is a request from a User for information, or advice, or for a
Standard Change or for Access to an IT Service. For example to reset a password, or
to provide standard IT Services for a new User. Service Requests are usually handled
by a Service Desk, and do not require an RFC to be submitted.
2011

0 Request fulfillment is the process responsible for managing the lifecycle of all service
requests. A service request is a formal request from a user for something to be
provided —for example, a request for information or advice; to reset a password; or
to install a workstation for a new user. Service requests are managed by the
request fulfilment process, usually in conjunction with the service desk. Service
requests may be linked to a request for change as part of fulfilling the request.

s Difference
o Key differences are in this text

31 2011-12-07 ITIL 2011: A Guide to the ITIL Update 21 de Junio de 2012 N. 31



Request Fulfillment
Activities, roles and outputs

2007 — Activities

0 Menu Selection (1)
Financial Approval (2)
Other Approval (3)
Fulfillment (4)

0 Closure (5)
% 2007 — Roles

(No specifically defined roles)

0 Service Desk and Incident Mgmt Staff (initial
handling)

o Service Operation Team(s) (eventual fulfillment)
o External suppliers
o Facilities Management, Procurement and other

business areas aid in the fulfillment of the service
requests
% 2007 — Outputs
0 Input to Release, Asset and Configuration
Management - as some requests will be for the

deployment of new or upgraded components that
can be automatically deployed

0 Release Management: The release can be pre-
defined, built and tested but only deployed upon
request by those who want the release

o O O

0 Change and Configuration management: CMS will

have to be updated to reflect changes through
requests

32

:SPANA
R ITIL 2011: A Guide to the ITIL Update
% 2011 — Activities - > .
0 Receive Request (1) ol =
0 Request logging and validation (!

0]
o
o
o
o
o

0)
0)
0)

o

O O 0O 0O o o o o

Comité de la .
Comunidad Valenciana

itSMF

. HISACA

Valencia Chapler

Sl o nenmandn s 7 wavsos

Request categorization (3)

Request prioritization (4)

Request authorization (5)

Request review (6)

Request model execution (7)

Request closure (8)

«» 2011 — Roles

Request fulfillment process owner

Request fulfillment process manager

Request fulfillment analyst

% 2011 — Outputs

Updated request records

Closed service requests
Authorized/rejected service reqguests
Request fulfilment status reports
Fulfilled service requests

Incidents (rerouted)

RFCs/standard changes

Asset/Cl updates

Cancelled service reguests
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Overall observations on 2011:2007 differences or gaps FSP AN A Valenci Chaptr

ITIL 2011: A Guide to the ITIL Update

PRIMARY
**What was a very conceptual discussion now provides significantly clearer and more explicif

of likely process content
** Process now clearly operates over complete strategic, tactical and operational range
** Roles and Activities added
** Linkage to other processes strengthened

SECONDARY
%2007 — No Request model defined

+ 2011 — Service Requests are associated with a request model that defines any prerequisites,
authorizations needed and standard work steps and activities to fulfil it. As part of that request model,
standard changes and other types of requests for change (RFCs) may be needed to complete fulfilment
actions.

33 2011-12-07 ITIL 2011: A Guide to the ITIL Update 21 de Junio de 2012 N. 33



ITIL Edition 2011 & ISO/IEC 20000-1:2011

comparison

ISO/IEC 20000-1:2011 (sections 5-9) & ITIL® Edition 2011

Process Map

ISO/IEC 20000 Processes ITILs Processes

5. Cesign & Transition of new or changed services

6. Service Delivery Procasses

*Service level management

*Service reporting

Jinformation Securnty Managemeant
«Budgeting & accounting for services
*Capacity management

«Service continuity & availability management

7. Reiationship Processes
*Businass relationship management
*Supplier management

8. Resolution Processes
sincident and service request management

Problem management

9. Control Processes

*Configuraticn management

*Change management

*Release and deployment management

AL

VA b

sl

«Service Level Management

*(hethod & Technique in CSI
sInformation Security Management
*Financial Management for IT Services
*Capacity Management

T Service Continuity Management
«Availability Management

*Business Relationship Management
*Supplier Management

sIncident Management
*Request Fulfillment
*Problem Management

sService Asset and Configuration Management
*Change Management
sRelease and Deployment Management

Comité de la _ ( -
Comunidad Valenciana wm
L

llt SMF ‘ Sk or nermandn AxGs 7 wleas

:SPANA Valencia Chapler

ITIL 2011: A Guide to the ITIL Update

The following ITIL Edition 2011 processes are
not named in ISO/IEC 20000-1 (although many
are partially covered):

Strategy Management for IT Services
Service Portfolio Management
*Charging (as part of the Financia Management
for IT Services)

*Demand Management

*Design Coordination

*Service Catalogue Management
*Transition Planning and Support
*Service Asset Management

*Service Validation and Testing
*Change Evaluation

*Event Management

*Access Management

*The Seven-Step Improvement Process
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VIR 0 Enmandn Aaaes 7 aveas
ESPANA Valencia Chapler

ITIL 2011: A Guide to the ITIL Update

“*Resolve any errors or inconsistencies in the text and diagrams, both in content and
presentation.

“*Improve the publications by addressing issues which are largely to do with clarity,
consistency, correctness and completeness.

*»Address suggestions for change made by the training community to make ITIL easier to
teach.

“*Review the Service Strategy publication to ensure that the concepts are explained in the
clearest, most concise and accessible way possible. There is no notion of simplifying the
concepts; rather, improving the exposition of the ideas.

mL Eest Management i:é mL (:é Practice
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ITIL 2011 Processes and Functions

Strategy

Transition

Comité de la . ;
Comunidad Valenciana

itSMF

: SPANA

Operation

Strategy Management for
IT Services

Service Catalogue
Management

Transition Planning &
Support

Event Management

Demand Management

Service Level Management

Change Management

Incident Management

. HISACA

Sl o nEamaadn xS 7 waveos

Valencia Chanler

ITIL 2011: A Guide to the ITIL Update

Conthocu
Improvement

Financial Management for
IT Services

Capacity Management

Service Asset and
Configuration Management

Request Fulfillment
(standard changes)

The 7-Step Improvement
Process

Service Portfolio
Management

Availability Management

Release and Deployment
Management

Problem Management

Business Relationship
Management

IT Service Continuity
Management

Service Validation and
Testing

Access Management

New or changed processes

Processes

________________________

________________________

Information Security
Management
(ISO 27K, 1SO 20K)

Change Evaluation

Supplier Management

Knowledge Management

Design Coordination

Technical
Management

IT Operations
Management

_______________________

Application
Management
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iMuchas gracias!
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