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Infrastructure management - ITIL

Configuration and Change 
management
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Agenda

• Introduction – Johan, CaTS

• What is ITIL

• What is Configuration Management

• What is Service Management 

• Tools to implement ITIL Service Management 

• What is Change Management

• Q & A
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Introduction – Johan, CaTS
• History – Founded in 1996 by Johan Grobler

• Our people are our strength

• C.a.T.S. – Head Office in RSA (Pretoria) / offices in Tanzania 
(Dar es Salaam) – ICMA Ltd

• Project-focused organization / Clients across Africa

• Multi-platform / multi-vendor abilities
and Certifications
(IBM, HP, C3, Tecnotree)

• Vast experience and 
understanding of Africa projects

• Competitive advantage:
Development / customization services
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Introduction – CaTS - Partners
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What is ITIL

ITIL is Best Practice IT Service Management which is 
used by many hundreds of organizations around the 
world.
A whole ITIL philosophy has grown up around the 
guidance contained within the ITIL books and the 
supporting certification and qualification scheme.
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What is ITIL

• ITIL stands for Information Technology 
Infrastructure Library

• V2 in early 1990’s

• Evolved from UK Government efforts in 1980’s.

• V3 in 2007.
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What is ITIL
ITIL is A set of Best Practice guidance for IT 
Service Management . 

See http://www.itil.co.uk/ for 
more information. 

ITIL is owned by the OGC 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. 

Johan Grobler
C.a.T.S. 
www.ivr.co.za

Contact Centres World Africa 2010 
Technology Seminar Theatre 
Wednesday August 25th 2010

Copyright © C.a.T.S. Pty Ltd

What is Service Management 

• Service Management is a 
set of specialized 
organizational capabilities 
for providing value to 
customers in the form of 
services. 
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What is Service Management 

• The Service Management Lifecycle is an approach to 
IT Service Management that emphasizes the 
importance of coordination and Control across the 
various Functions, Processes, and Systems 
necessary to manage the full Lifecycle of IT Services.

• The Service Management Lifecycle approach 
considers the Strategy, Design, Transition, Operation 
and Continuous Improvement of IT Services. 
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What is Configuration Management

(Service Transition) The Process
responsible for maintaining 
information about Configuration 
Items required to deliver an IT 
Service, including their Relationships. 
This information is managed 
throughout the Lifecycle of the CI.

Configuration Management is part of an 
overall Service Asset and 
Configuration Management Process 
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What is Configuration Management

• Configuration Control

• Service Transition

• The Activity responsible for ensuring 
that adding, modifying or removing a 
CI is properly managed, for example 
by submitting a Request for Change 
or Service Request. 
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What is Configuration Management

• 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 
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 SLAs 
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What is Change Management

Change Management is the 
Process responsible for controlling 
the Lifecycle of all Changes. 

The primary objective of Change 
Management is to enable beneficial 
Changes to be made, with minimum 
disruption to IT Services. 
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What is Change Management

•Change Model is a repeatable way of dealing 
with a particular Category of Change. A Change 
Model defines specific pre-defined steps that 
will be followed for a Change of this Category. 

•Change Models may be very simple, with no 
requirement for approval (e.g. Password Reset) 
or may be very complex with many steps that 
require approval (e.g. major software Release). 

•See Standard Change, Change Advisory 
Board. 
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What is Change Management
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What is Change Management



ITIL - Configuration and Change 
Management

25 August 2010

www.ivr.co.za 10

Johan Grobler
C.a.T.S. 
www.ivr.co.za

Contact Centres World Africa 2010 
Technology Seminar Theatre 
Wednesday August 25th 2010

Copyright © C.a.T.S. Pty Ltd

What is Change Management

Johan Grobler
C.a.T.S. 
www.ivr.co.za

Contact Centres World Africa 2010 
Technology Seminar Theatre 
Wednesday August 25th 2010

Copyright © C.a.T.S. Pty Ltd

What is Change Management
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What is Change Management
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What is Change Management
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What is Change Management - Pitfalls

•Review

•Plan

•Test

•Fall back /
back out plan
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Tools to implement 
ITIL Service Management 

• TFSM

• IBM Tivoli

• TFAM

Presentation on the tools by Kgaogelo Sebola KGAOGELO@za.ibm.com
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Resources

• www.itil.co.uk

• www.theartofservice.org

• www.ogc.gov.uk/guidance_itil.asp

• www.itilprime.com/Public/uiFAQ.aspx#1

• www-
304.ibm.com/jct03001c/services/learning/ites.ws
s/us/en?pageType=course_description&courseC
ode=TO026
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Resources - Certification
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Q & A

• Johan Grobler
• johan@ivr.co.za
• +27 82 653 4783
• www.ivr.co.za

Download the presentation and resources www.ivr.co.za


