








11 Related guidance

ITIL is part of a portfolio of best-practice publications aimed at 
helping organizations and individuals manage projects, 
programmes and services consistently and effectively.

These publications include the following:

 ■ Management of Portfolios (MoP®) Principles, practices and 
guidance on implementing portfolio management.
Office of Government Commerce (2011). Management of 
Portfolios. The Stationery Office, London.

 ■ Management of Risk (M_o_R®) A framework for 
taking informed decisions about risks that affect 
performance objectives.
Office of Government Commerce (2010). Management of 
Risk. The Stationery Office, London.

 ■ Management of Value (Mov®) Guidance on maximizing 
value through effective use of priorities, stakeholder needs 
and resources.
Office of Government Commerce (2010). Management of 
Value. The Stationery Office, London.

 ■ Managing Successful Programmes (MSP®) A framework to 
achieve change outcomes and benefits.
Cabinet Office (2011). Managing Successful Programmes. 
The Stationery Office, London.

 ■ Managing Successful Projects with PRINCE2® A structured 
method for effective project management via clearly 
defined products.
Office of Government Commerce (2009). Managing Successful 
Projects with PRINCE2. The Stationery Office, London.
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 ■ Portfolio, Programme and Project Offices (P3o®) Principles, 
processes and techniques to establish, develop and maintain 
support structures.
Office of Government Commerce (2008). Portfolio, Programme 
and Project Offices. The Stationery Office, London.

Figure 11.1 shows ITIL’s relationship with these best practices, 
which can be tailored to meet the needs of the organization.

Figure 11.1 ITIL’s relationship with other best-practice guides

The primary standard for IT service management is ISO/IEC 
20000, which is an internationally recognized standard for 
service providers who manage and deliver IT services to internal 
or external customers. This standard is based on a service 
management system that is used to direct and control the service 
management activities of the service provider. One of the most 
common routes for an organization to achieve the requirements 
of ISO/IEC 20000 is by adopting ITIL best practices.
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66  Related guidance 

Other related frameworks, best practices, standards, models and 
quality systems are listed below:

 ■ Quality management systems Total Quality Management 
and ISO 9000:2005 are widely used, as is the Plan-Do-Check-
Act cycle, often referred to as the Deming Cycle

 ■ Risk management Management of Risk (M_o_R), ISO 31000, 
Risk IT and ISO/IEC 27001 all provide guidance related to risk 
management

 ■ governance of IT ISO 9004 provides guidance for board- and 
executive-level governance, and ISO/IEC 38500 provides 
guidance for corporate governance

 ■ Control oBjectives for Information and related Technology 
COBIT is a governance and control framework for IT 
management created by ISACA and the IT Governance 
Institute (ITGI)

 ■ Environmental management and green/sustainable IT ISO 
14001 is a series of standards related to an environment 
management system

 ■ ISo standards and publications for IT There are many ISO 
standards and publications, including ISO 9241 for the utility 
of a service; ISO/IEC 27001 for information security 
management; ISO/IEC 15504 or SPICE for process assessment; 
and ISO/IEC 19770 for software asset management

 ■ ITIL and the open Systems Interconnection framework  
The OSI framework is a reference model defining common 
network standards and definitions

 ■ organizational change Kotter’s eight steps for 
organizational change are referenced in ITIL Service 
Transition and ITIL Continual Service Improvement

 ■ Skills Framework for the Information Age This is a common 
framework for IT skills, including job standardization, skills 
audits and skills planning exercises
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 ■ Carnegie Mellon CMMI and eSCM framework The Capability 
Maturity Model Integration (CMMI) is a process improvement 
approach; the eSourcing Capability Model for Service 
Providers (eSCM-SP) is a framework to improve the 
relationship between IT service providers and customers

 ■ Balanced scorecard This is an approach to strategic 
management which uses four perspectives (learning and 
growth, business process, customer and financial) as a basis 
for assessing and reporting performance

 ■ Six Sigma This comprises a data-driven process improvement 
approach, which identifies defects that lead to improvement 
and reduction in process variation.

 Related guidance  67
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12 Summary

Since the original publication of the ITIL framework, many 
changes have taken place affecting the relationship between 
those delivering services and the various businesses they support, 
whether these are internal IT organizations or external service 
providers. As both business and technology continue to evolve at 
a rapid pace, it is increasingly important to have good practices 
in place to enable the definition, design, implementation, 
operation and improvement of services, ensuring management 
controls and governance while maintaining the flexibility needed 
to meet new and changed requirements.

The ITIL publications represent the learning and experience of 
many organizations delivering services to customers, and the 
underpinning theme of continual service improvement will 
enable best practice not only to evolve but also to drive quality 
and efficiency throughout the service management industry.

ITIL is relevant to service providers of all sizes, whether in the 
public or private sector, providing a vendor-neutral, non-
prescriptive framework that can be adopted and adapted to 
meet the needs of the organization and its customers. In an 
industry where sourcing strategies can be varied and complex, 
ITIL provides a common language and set of processes that 
enable end-to-end services to be delivered in a consistent and 
integrated manner.

ITIL is successful because it describes practices that enable 
organizations to deliver benefits, return on investment and 
sustained success. ITIL is adopted by organizations to enable 
them to:
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 ■ Deliver value for customers through services
 ■ Integrate the strategy for services with the business strategy 

and customer needs
 ■ Measure, monitor and optimize IT services and service 

provider performance
 ■ Manage the IT investment and budget
 ■ Manage risk
 ■ Manage knowledge
 ■ Manage capabilities and resources to deliver services 

effectively and efficiently
 ■ Enable adoption of a standard approach to service 

management across the enterprise
 ■ Change the organizational culture to support the 

achievement of sustained success
 ■ Improve the interaction and relationship with customers
 ■ Coordinate the delivery of goods and services across the 

value network
 ■ Optimize and reduce costs.

Changing business priorities, economic challenges, commercial 
pressures and new technologies will continue to shape the market. 
The guidance provided in the ITIL publications provides a proven 
framework of best practice to enhance an organization’s capability 
to deliver maximum value to the business.
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Further guidance

There are a number of ways that individuals and organizations 
can build on their understanding of ITIL to drive better adoption 
of best practice and to maximize the benefits to the business and 
its customers.

 ■ Introduction to the ITIL Service Lifecycle provides a more 
detailed overview of the five core ITIL publications and 
includes an introduction to service management as a whole.
Cabinet Office (2011). Introduction to the ITIL Service 
Lifecycle. The Stationery Office, London.

 ■ The five core publications are available as hard-copy books, as 
PDFs or e-books, or as an online subscription, each providing 
detailed guidance for an area of the ITIL service lifecycle.
Cabinet Office (2011). ITIL Continual Service Improvement. 
The Stationery Office, London.
Cabinet Office (2011). ITIL Service Design. The Stationery 
Office, London.
Cabinet Office (2011). ITIL Service Operation. The Stationery 
Office, London.
Cabinet Office (2011). ITIL Service Strategy. The Stationery 
Office, London.
Cabinet Office (2011). ITIL Service Transition. The Stationery 
Office, London.

 ■ Membership of the itSMF provides access to a network of 
industry experts, information sources and a range of member 
events, including regional groups, seminars and special 
interest groups. These provide valuable opportunities to 
share knowledge and experience with other service 
management practitioners.
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 ■ The itSMF UK bookshop provides a catalogue of publications 
covering a wide range of service management-related topics, 
including co-branded and recommended publications.

 ■ The ITIL qualification scheme delivers approved training 
courses that enable individuals to identify appropriate 
learning solutions to meet their needs and to support their 
professional development.

 ■ A number of study guides are available to support students 
studying ITIL, in support of the accredited training courses. 
Here are two published by TSO. 
Cabinet Office (2012). ITIL Foundation Handbook.  
The Stationery Office, London.
Cabinet Office (2012). Passing your ITIL Foundation Exam.  
The Stationery Office, London.

The above information sources will enable organizations to 
benefit from the knowledge and experience of their service 
management peers and to learn from, and contribute to, the 
service management industry as a whole.
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Contact points

ITSMF uK
150 Wharfedale Road
Winnersh Triangle
Wokingham
Berkshire RG41 5RB
United Kingdom
Tel: +44 (0) 118 918 6500
Fax: +44 (0) 118 969 9749

Email: publications@itsmf.co.uk
www.itsmf.com

ThE STATIonERy oFFICE (TSo)
PO Box 29
Norwich NR3 1GN
United Kingdom
Tel: +44 (0) 870 600 5522
Fax: +44 (0) 870 600 5533

Email: customer.services@tso.co.uk
www.tso.co.uk

ABouT ITSMF
The IT service management forum, known as the itSMF, is the 
only truly independent and internationally recognized forum for 
IT service management professionals worldwide.
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This not-for-profit organization is a prominent player in the 
ongoing development and promotion of IT service management best 
practice, standards and qualifications, and has been since 1991.

Globally, the itSMF now boasts over 6000 member companies, 
blue-chip and public-sector alike, covering in excess of 70,000 
individuals spread over more than 50 international chapters.

Each chapter is a separate legal entity and is largely autonomous. 
The UK chapter has over 9,000 members; it offers a flourishing 
annual conference, online bookstore, regular regional meetings, 
special interest groups and numerous other benefits for members. 
Its website is at www.itsmf.co.uk.

There is a separate international entity, itSMF International, that 
provides an overall steering and support function to existing and 
emerging chapters. It has its own website at www.itsmf.org.

ABouT TSo
TSO is one of the largest publishers by volume in the UK, 
publishing more than 9,000 titles a year in print and digital 
formats for a wide range of clients. It has a long history in 
publishing best-practice guidance related to project, programme 
and IT service management. Working with partners such as 
itSMF, the Project Management Institute, Service Management 
101 and APMG-International, TSO publishes guidance for a 
global range of management disciplines.

For more information on TSO’s publications and to browse its 
resources, please visit www.internationalbestpractice.com
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Begin your ITIL® journey...

ITIL Foundation Handbook 
ISBN: 9780113313495 £10.95 

Passing your ITIL Foundation Exam
ISBN: 9780113313556 £22.00 

ITIL is the most recognized framework 
for IT service management in the 
world. Begin your ITIL journey and 
visit our online shop at 
best-management-practice.com/ITIL

£9.99£9.99

 ITIL® is a registered Trade Mark of AXELOS Ltd
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