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SearchCIO.com ITIL V3 LIVE! CIO MEDIACAST 
06.26.2007 

½ 10AM EST: ITIL v3: The Facts

½ Speaker: David Pultorak, CEO Pultorak & Associates Ltd

½ 11AM EST: ITIL v3 Core Practice Book 1: Service Strategies

½ Speaker: David Pultorak, CEO Pultorak & Associates Ltd.

½ Noon EST: ITIL v3 Core Practice Book 2: Service Design

½ Speaker: Moira Stepchuk, senior consultant, Pultorak & Associates 

½ 2PM EST: ITIL v3 Core Practice Book 3: Service Transition

½ Speaker: Rich Schiesser, principal consultant, Pultorak & 
Associates 

½ 3PM EST: ITIL v3 Core Practice Book 4: Service Operation

½ Speaker: Don Cox, CTO, Pultorak & Associates 

½ 4PM EST: ITIL v3 Core Practice Book 5: Continual Service 
Improvement

½ Speaker: Kathryn Pizzo, senior consultant, Pultorak & Associates 
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ITIL® v3 Core Practice Book 5: 
Continual Service Improvement

How to ensure IT services stay aligned 

with ever changing business needs
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What we will cover

½Overview of new Continual Service Improvement Core 

Practice Book

½Key Points of Continual Service Improvement

½Bridging from ITIL V2 to V3 relative to Continual Service 

Improvement
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What is Continual Service Improvement (CSI)?  
½ Integrating IT Services to ever changing business needs 

in real time

½ Identifying ways to improve process effectiveness, 

efficiency, and cost effectiveness

½Measuring and interpreting improvement results
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Continual Service Improvement Principles

½Ownership and roles

½Service level management

½Service level measurement

½Knowledge management

½Benchmarks and governance

½Frameworks and standards
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ITIL V3 Processes and Functions in the Lifecycle

Continual Service Improvement

Service 

Strategy

Service 

Design

Service 

Transition

Service 

Operation

Change Management

Service Asset and 

Configuration Mgmt.

Release and Deployment 

Mgmt.

Incident Management

Problem Management

Service Desk Function

Availability Management

Capacity Management

Financial Management

IT Service Continuity 

Management

Service Portfolio Mgmt..

Service Catalog Mgmt..

Information Security 

Management

Supplier Management

Transition Planning & 

Support

Service Validation & 

Testing

Evaluation

Knowledge Management

Request Fulfillment

Event Management

Access Management

7 Step Improvement Process

Service Reporting Service Measurement

Demand Management

Service Level  Mgmt.

Technical Management

Function

Application Management

Function

IT Operations

Management Function

New in ITIL V3From ITIL V2 FunctionsLegend:

Strategy Generation
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The 7 Step Improvement Process 

Identify

ÅVision,& Strategy

ÅTactical Goals

ÅOperational Goals

1. Define what you 

should measure

2. Define what you can

measure

3. Gather the data Who? 

How? When? 

Integrity of Data?

4. Process the data 

Frequency? 

Format? System? 

Accuracy?

5. Analyze the data 

Relations? Trends? 

According to plan? 

Targets met? 

Corrective Actions?

7. Implement corrective 

actions

6. Present and use the 

information 

assessment 

summary action 

plans, etc.

Goals
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Reporting and Measurement

½Overview of new Continual Service Improvement Core 

Practice Book

½Key Points of Continual Service Improvement

½Bridging from ITIL V2 to V3 relative to Continual Service 

Improvement
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The Deming Cycle: Plan, Do, Check and Act (PDCA)  

½ Helps achieve steady, ongoing service improvement

½ Fundamental to Continual Service Improvement

Manage Services

PLAN

Plan service 

management

DO

Implement 

service 

management

CHECK

Monitor, Measure

and Review

ACT

Continuous

Improvement

Management Responsibility

Business 

Results

Customer 

Satisfaction

New or changed

service

Other process,

business, 

supplier, customer

Team & People

Satisfaction

Business 

requirements

Customer

requirements

Request for new 

or changed services

Other Teams, 

e.g. Security

Other process,

business, 

supplier, customer

Source: ISO/IEC 20000
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