
What is ITIL? 

 

While many organizations have been using practices based on the ITIL framework for years, others are 
new to it and often don’t fully understand what it is, how it works, or why it matters. In this short white 
paper, we will help demystify what it is, and hopefully encourage you to want to learn more to better 
leverage ITIL and use it to help you better serve your customers. 

Conceptions of Value 

At its core ITIL is about taking technical skills, business skills, and hard work and aligning it to do the right 
things.  

Are we doing the right things to help our customers achieve the right results? How will we enable our 
organization to be successful? ITIL is grounded in the concept of value. In every situation there are 
different stakeholders, each of whom has his/her own perception of what is valuable. Service providers 
help co-create value with their customers; together we work to achieve outcomes, or more simply, 
desired results. The basis of IT service management is the question of how well we do this.  

The first key differentiation is between products and services. Products describe some combination of 
our capabilities; for example a cloud-hosted SaaS solution for a financial management application. 
Services are about customers; how exactly does the Finance team USE the products to facilitate 
outcomes they need, like tracking and managing payments for past-due services. So services are defined 
in customer-centered terms: a service is a means of co-creating value with stakeholders so that they 
achieve the outcomes they want, while we in turn take on the costs and risks of doing so. 

A Service Value System 

ITIL uses the notion of a Service Value System (SVS) to describe how an organization can convert 
demand for certain things to co-created value and outcomes. The ITIL SVS includes a  

• set of guiding principles,  
• alignment with organizational governance (strategies and policies),  
• a service value chain of different activities we execute (planning, delivery and support, etc.) 
• a set of 34 practice areas for carrying out various kinds of work, and  
• a continual improvement model for ensuring that all aspects of the SVS are continually realigned 

and improved over time.  

ITIL also introduces the concept of Four Dimensions; that in order to establish any of the practice areas 
or services we need to take into consideration  

• Organizations and People 
• Information and Technology 
• Suppliers and Partners, and  
• Value Streams and Processes  

Taken together, we can assess and build the right sets of organizational capabilities to meet our needs. 

  



Adopt and Adapt (flesh it out) 

Like any useful framework, ITIL must be adapted by any organization, as each organization brings 
distinctive needs, capabilities, and goals. Once an organization commits to adopting the framework, 
they then make choices on how, how much, and when key aspects are adopted as they progress in their 
journey. The framework provides detailed guidance for defining Value Streams, establishing and 
mapping Customer Journeys, improving the velocity with which the organization can implement and 
adapt new and changing services, and maturing organizational disciplines for direction, planning, and 
improvement of service value. 

Training on the ITIL Framework 

Training in ITIL begins with Foundations. Foundations provides all stakeholders an understanding of the 
different components of the SVS, how to use the guiding principles, introduces governance and the 
service value chain activities, then provides an introduction to 15 key ITIL practices, including Continual 
Improvement, Change Enablement, Incident Management, Service Desk, Problem Management, and 
many others. 

The advanced paths diverge, allowing business leaders and IT staff to focus on the discrete skills needed 
for different jobs.  

The ITIL Specialist, Strategist, and Leader credentials allow for deep dive skills development in 

Using Value Streams to Create, Deliver and Support Services 

Using Customer Journey Mapping to Drive Stakeholder Value 

Using Proven models to drive High Velocity IT 

Using rigorous, flexible practices to Direct, Plan, and Improve IT Services 

Supporting Digital Transformation and Business Alignment through Digital and IT Strategy 

In addition, Deep Creek provides highly tailored workshops for organizations looking for support in the 
successful adoption and adaptation of these practices. 

Want to learn more about ITIL? Follow our blog Making IT Work for white papers, videos, and 
discussions about using ITIL practices. Join our free Mentoring Community to link to other folks who are 
wrestling with the same types of challenges that you are. We also actively encourage people to join 
communities like the IT Service Management Forum (ITSMF) and Axelos (the ITIL Accreditor) to gain 
access to the ITIL practice guides and to build your network. 

 

https://deepcreekcenter.com/itil-landing-page 


