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GLOSSARY†

Glossary definitions here and within the chapters are from ITIL publications. © Crown
copyright material is reproduced with the permission of AXELOS.

Access management The process responsible for allowing users to make use of IT
services, data or other assets.
Accounting The process responsible for identifying actual costs of delivering IT
services, comparing these with budgeted costs, and managing variance from the budget.
Alert A warning that a threshold has been reached, something has changed or a
failure has occurred.
AXELOS AXELOS is a joint venture between Cabinet Office and Capita plc. It owns the
ITIL brand (copyright and trademark).
Budget A list of all the money an organisation or business unit plans to receive, and
plans to pay out, over specified period of time.
Budgeting The activity of predicting and controlling the spending of money. Budgeting
consists of a periodic negotiation cycle to set future budgets (usually annual) and the
day-to-day monitoring and adjusting of current budgets.
Business case A justification for a significant item of expenditure. It includes
information about costs, benefits, options, risks and possible problems.
Business relationship management The process or function responsible for
maintaining a relationship with the business. Business relationship management
usually includes:
üü managing personal relationships with business managers;
üü providing input to service portfolio management;
üü ensuring that the IT service provider is satisfying the business needs of the
customers.
This process has strong links with service level management.
Business service management The ongoing practice of governing, monitoring and
reporting on IT and the business service it impacts.
Capabilities The abilities of an organisation, person, process, application, configuration
item or IT service to carry out an activity. Capabilities are intangible assets of an organisation.
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Capital expenditure The cost of purchasing something that will become a financial
asset, for example computer equipment and buildings. The value of the asset is
depreciated over multiple accounting periods.
Configuration item (CI) Any component that needs to be managed in order to deliver
an IT service. Information about each CI is recorded in a configuration record within
the configuration management system (CMS) and is maintained throughout its lifecycle
by configuration management. CIs are under the control of change management.
CIs typically include IT services, hardware, software, buildings, people and formal
documentation such as process documentation and service level agreements (SLAs).
Configuration management database (CMDB) A CMDB stores configuration records
containing attributes of CIs and their relationships. A configuration management system
(CMS) may include one or more CMDBs.
Configuration management system (CMS) A CMS is a set of tools and databases used
to manage an IT service provider’s configuration data. The CMS also includes information
about incidents, problems, known errors, changes and releases, and may contain data
about employers, suppliers, locations, business units, customers and users. The CMS
includes tools for collecting, storing, managing, updating and presenting data about all
CIs and their relationships. The CMS is maintained by configuration management and is
used by all IT service management processes.
Configuration model A model of the services, assets and the infrastructure that
includes relationships between CIs, enabling other processes to access valuable
information (e.g. assessing the impact of incidents, problems and proposed changes;
planning and designing new or changed services and their release and deployment;
optimising asset utilisation and costs).
Contract A legally binding agreement between two or more parties.
Cost The amount of money spent on a specific activity, IT service or business unit.
Costs consist of real cost (money), notional cost (such as people’s time) and depreciation.
Cost–benefit analysis An activity that analyses and compares the costs and the
benefits involved in one or more alternative courses of action.
Cost effectiveness A measure of the balance between the effectiveness and the cost of
a service, process or activity. A cost-effective process is one that achieves its objectives
at minimum cost.
Critical success factor Something that must happen if a process, project, plan or
IT service is to succeed. Key performance indicators (KPIs) are used to measure the
achievement of each critical success factor. For example, a critical success factor
of ‘protect IT services when making changes’ could be measured by KPIs such as
‘percentage reduction of unsuccessful changes’, ‘percentage reduction in changes
causing incidents’ etc.
Definitive media library (DML) One or more locations in which the definitive and
approved versions of all software CIs are securely stored. The DML may also contain
xv
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associated CIs such as licences and documentation. The DML is a single logical storage
area even if there are multiple locations. All software in the DML is under the control
of change and release management and is recorded in the configuration management
system. Only software from the DML is acceptable for use in a release.
Demand management Demand management covers activities that understand and
influence customer demand for services and the provision of capacity to meet these
demands. At a strategic level demand management can involve analysis of patterns
of business activity and user profile. At a tactical level it can involve use of differential
charging to encourage customers to use IT services at less busy times.
Deployment The activity responsible for the movement of new or changed hardware,
software, documentation, process etc. to the live environment.
Differential charging A technique that is used to support demand management by
charging different amounts for the same IT service at different times.
Escalation The term used to describe the act of assigning or referring an incident
record to another function. ‘Functional escalation’ refers to the assignment of a record
to a specialist technical team (or individual) because the current assignee group cannot
make any further progress in fixing the incident. ‘Hierarchic escalation’ refers to the
assignment of a record to a higher level of management, perhaps because of the
severity of the incident or the need to issue a formal communication such as advice of
a service level breach.
Event An event can be defined as any detectable or discernible occurrence that has
significance for the management of the IT infrastructure or the delivery of IT service and
the evaluation of the impact a deviation may cause to the services. Events are typically
notifications created by an IT service, configuration Item or monitoring tool.
Event management The process responsible for managing events throughout their
lifecycle. Event management is one of the main activities of IT operations.
External service provider An IT service provider that is part of a different organisation
to its customer. An IT service provider may have both internal customers and external
customers.
Financial management Financial management consists of the function and processes
responsible for managing an IT service provider’s budgeting, accounting, costing and
charging requirements.
Function A self-contained unit of organisation, that is the people, the tools they use
and any other facilities they require to carry out one or more processes or activities (e.g.
the service desk or IT operations).
Governance Ensures that policies and strategy are actually implemented, and that
required processes are correctly followed. Governance includes defining roles and
responsibilities, measuring and reporting, and taking actions to resolve any issues
identified.
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Incident An unplanned interruption to an IT service or reduction in the quality of an
IT service. Failure of a configuration item that has not yet impacted service is also an
incident.
Incident management The process responsible for managing the lifecycle of all
incidents.
Indirect cost That part of the cost of producing an IT service that cannot be allocated in
full to a specific customer. For example, the cost of providing shared servers or software
licences. An indirect cost is also known as an overhead.
ITIL A set of good practice guidance for IT service management. ITIL is owned by
AXELOS and consists of a series of publications giving guidance on the provision of
quality IT services, and on the processes and facilities needed to support them.
IT service A service provided to one or more customers by an IT service provider. An
IT service is based on the use of information technology and supports the customer’s
business processes. An IT service is made up from a combination of people, processes
and information technology and should be defined in a service level agreement.
IT service management The implementation and management of quality IT services
that meet the needs of the business. IT service management is performed by IT service
providers through an appropriate mix of people, processes and information technology.
IT service provider A service provider that provides IT services to internal customers
or external customers.
itSMF The IT service management forum which operates as the independent ITIL user
group worldwide.
Key performance indicator A metric that is used to help manage a process, IT service or
an activity. Many metrics may be measured but only the most important metrics are defined
as key performance indicators (KPIs) and are used to manage and report actively on the
process, IT service or activity. KPIs should be selected to ensure that efficiency, effectiveness
and cost-effectiveness are all managed.
Known error A problem that has a documented root cause and might also have
a workaround. Known errors are created and managed throughout their lifecycle
by problem management. Known errors may also be identified by development or
suppliers.
Lifecycle The lifecycle is made up of the various stages in the life of an IT service,
configuration item, incident, problem, change etc. The lifecycle defines the categories
for status and the status transitions that are permitted. For example:
üü The lifecycle of an application includes requirements, design, build, deploy,
operate and optimise.
üü The expanded incident lifecycle includes detect, respond, diagnose, repair,
recover and restore.
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üü The lifecycle of a server may include ordered, received, in test, live, disposed
of etc.
üü Lifecycle is also used in the context of the service management lifecycle around
which ITIL is constructed and comprising service strategy, service design,
service transition, service operation and continual service improvement.
Metric A measure of something often reported on to help manage a process, IT service
or activity.
Objective The defined purpose or aim of a process, an activity or an organisation as
a whole. Objectives are usually expressed as measurable targets. The term objective is
also informally used to mean a requirement.
Operational cost Cost resulting from running IT services. These are often repeating
payments. For example, staff costs, hardware maintenance and electricity (also known
as current expenditure or revenue expenditure).
Operational level agreement (OLA) An agreement between two IT functions within an
IT service provider. An OLA supports the IT service provider’s delivery of IT services to
the customers. The OLA defines the goods or services to be provided by one function
to the other and the responsibilities of both parties. For example, there could be an
operational level agreement:
üü between the change management function and the application management
function in respect of the maximum time taken to approve an applicationrelated request for change;
üü between the service desk and a support group to provide incident resolution in
agreed times.
Pattern of business activity (PBA) A workload profile of one or more business activities.
Patterns of business activity are used to help the IT service provider understand and
plan for different levels of business activity. See also user profile.
Practice A way of working or a way in which work must be done. Practices can include
activities, processes, functions, standards and guidelines.
Pricing The activity for establishing how much customers will be charged. Pricing can
also be used in the context of understanding the cost of a service.
Problem The cause of one or more incidents.
Problem management The process responsible for managing the lifecycle of all
problems.
Process A structured set of activities designed to accomplish a specific objective.
A process takes one or more defined inputs and turns them into defined outputs. A
process may include any of the roles, responsibilities, tools and management controls
required to reliably deliver the outputs. A process may define policies, standards,
guidelines, activities and work instructions if they are needed.
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Relationship A connection or interaction between two people or things. In business
relationship management it is the interaction between the IT service provider and the
business. Also used in the context of two or more configuration items.
Release A collection of hardware, software, documents, processes or other
components required to implement one or more approved changes to IT services. The
contents of each release are managed, tested and deployed as a single entity.
Request fulfilment The process responsible for managing the lifecycle of service
requests.
Resources A generic term that includes IT infrastructure, people, money or anything
else that might help to deliver an IT service. Resources are considered to be assets of
an organisation. See also service asset.
Return on investment (ROI) A measurement of the expected benefit of an investment.
In the simplest sense it is the net profit of an investment divided by the net worth of the
assets invested in that investment. See also value on investment.
Risk Risk is defined as uncertainty of outcome, whether positive opportunity or
negative threat. A risk is a possible event that could cause harm or loss, or affect
the ability to achieve objectives. A risk is measured by the probability of a threat, the
vulnerability of the asset to that threat, and the impact it would have if it occurred.
Role A set of responsibilities, activities and authorities granted to a person or team. A
role is defined in a process. One person or team may have multiple roles (e.g. the roles
of configuration manager and change manager may be carried out by a single person).
Scope The boundary or extent to which a process, procedure, certification, contract
etc. applies. For example, the scope of the change management process may include all
live IT services and related configuration items, the scope of an ISO/IEC 20000 certificate
may include all IT services delivered out of a named data centre.
Service A means of delivering value to customers by facilitating outcomes that
customers want to achieve without the ownership of specific costs and risks.
Service asset Any resource or capability of a service provider. ITIL defines resources
as infrastructure, applications, financial capital, information and people (in terms of
numbers) and capabilities as management, organisation, processes, knowledge and
people (in terms of their abilities).
Service catalogue A database or a structured document with information about all live
IT services, including those available for deployment. The service catalogue is part of
the service portfolio and contains information about two types of IT service: customerfacing services that are visible to the business; and supporting services required by the
service provider to deliver customer-facing services. The service catalogue includes
information about deliverables, contact points, ordering and request processes.
Service change The addition, modification or removal of anything that could affect IT
services. The scope should include all IT services, CIs, processes, documentation etc.
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