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Question 
Everything



ITIL ςCollective Knowledge



ITIL Modules

Service Delivery

(Strategy)

ω Availability

ωCapacity

ωSecurity

ωFMITS

ωSLM

ωITSCM

Service Support

(Operations)

ωIncident 

ωProblem

ωChange

ωRelease

ωCMDB

Red Book Blue Book



ITIL V3

Service Strategy

Service Design

Service Transition

Service Operation

Continual Service Improvement

Core Modules

ITIL V3 gets more focus on BSM



How ITIL V3 relates to V2
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Let me show you
How Easy ITIL is



Incidents and Workarounds



Incidents and Workarounds

Search for resolutions 
from the Incident



Incidents and Workarounds

Search and Copy Resolutions 
based on keywords in 

incident



Problem Management

Problem Record



Problem Management



Problem Management

How many incidents can be 
closed if this problem is closed


