Visual Guide to Computer Systems

ITIL A Visual Guide

Service Management Fundamentals for Systems Engineers
Reiner Braun

Sample Book — Chapters 1 to 2

Introduction

This book is designed for readers who are taking their first steps with ITIL, including systems engineers who want to build
the right foundation from the start.

Rather than asking you to memorize more than you need, the book focuses on the essential concepts that will support
your future study and day-to-day work. More advanced topics are included only when they are likely to become useful to
many readers, and even then they are introduced only far enough to explain their purpose, context, and overall role.

Processes, relationships, and structures that can be difficult to picture from text alone are supported by diagrams. By
moving between explanations, visuals, and examples, you can build a clearer and more practical understanding of the
subject.

Product names, service names, logos, icons, and other identifying marks mentioned in this book are trademarks or
registered trademarks of their respective owners. This book is not an official publication, certified training resource, or
endorsed learning material of any company or organization.

This guide follows ITIL (Version 5) and retains concise explanations of ITIL 4 terminology where it remains common in
existing organizations. Chapters 1-10 build the conceptual foundation, and Chapters 11-20 apply it to operational
practices and integrated engineering work.

The examples use a fictional online order service supported by application, platform, database, network, security, service
desk, and supplier teams. The details are illustrative; each organization should adapt roles, controls, terminology, records,
and workflows to its own scale, risks, obligations, and operating environment.



How to Use This Book

Read the chapters in order on your first pass. The sequence builds the required background step by step: value and
service relationships come before operating practices, and the final chapters show how the parts work together in modern
engineering environments.

At the beginning of each chapter, review What You’ll Be Able to Do. These outcomes identify the knowledge and
practical judgment the chapter is intended to develop, so they provide a clear purpose for the reading that follows.

Use the diagrams to understand relationships, processes, boundaries, and structures that are difficult to hold in mind
from prose alone. The text provides the explanation; each diagram provides a compact visual model that should make
the explanation easier to recall and apply.

When a code, command, workflow exercise, or hands-on example appears, try it yourself whenever your environment
and permissions allow. Active practice reveals assumptions and gaps that passive reading can hide. Examples tied to a
particular environment are illustrations rather than universal rules.

Use each Chapter Summary and Review Questions section to confirm that you can explain the fundamentals in your
own words. Return to the relevant section when an answer depends mainly on memorized terminology rather than an
understanding of the relationship or decision involved.

Advanced-topic overviews do not need to be memorized at this stage. Treat them as signposts that help you recognize
when a later project, role, risk, or technology requires deeper specialist guidance.
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Chapter 1 — ITIL in One View

What You’ll Be Able to Do

After completing this chapter, you will be able to:

» Explain what ITIL is, what it is not, and why it matters to systems engineers.
* Distinguish local component health from the end-to-end service outcome.
* Recognize when service-management controls should be adapted to risk and context.

The big picture

ITIL helps an organization manage technology as an end-to-end system for creating value, rather than as a
collection of separate technical components. It provides adaptable guidance for connecting business goals, user
needs, engineering work, operational support, suppliers, controls, measurement, and improvement.
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Figure 1-1: Component health versus end-to-end service outcome

A systems engineer often sees a service through a technical lens: hosts, containers, networks, databases, identities,
queues, storage, jobs, or cloud resources. Those components matter, but users rarely care about them individually. A
customer trying to place an online order cares whether the order can be completed correctly, securely, and within a
reasonable time. The customer receives value from the service outcome, not from the isolated health of a server.

Consider a database dashboard showing normal CPU usage, enough free storage, and no failed health checks. Those
signals suggest that the database component is healthy. Yet customers may still be unable to place orders because an
application release sends invalid requests, a certificate has expired, a payment provider is rejecting transactions, or a
gueue is delayed. Component health is evidence about part of the system; it is not proof that the service is
working for the user.

ITIL gives teams a language and a set of models for reasoning across that wider system.



What ITIL is

ITIL is best-practice guidance for digital product and service management. Best-practice guidance collects patterns
that have worked across many organizations, while still requiring each organization to adapt them to its own situation.

ITIL is useful because technology work involves recurring management questions:

* What outcome is the service intended to enable?

* Who receives value, and who bears cost or risk?

* Who owns decisions when several teams and suppliers are involved?

* How should demand move from an initial need to a usable result?

» What information is needed to operate and change the service safely?

» Which controls are necessary, and which merely create delay?

» How will the organization know whether the service or workflow is improving?
ITIL does not answer these questions with one mandatory organization chart or one universal process. Instead, it
provides concepts, principles, practices, and models that help an organization design appropriate answers.

The current framework treats digital products and digital services as closely connected views of the same technology-
enabled solution. A digital product is a configured set of organizational resources designed to offer value; a digital service
enables people or organizations to realize value through that product and its supporting capabilities. It is designed for
complex environments in which cloud services, automation, data, suppliers, and Al-enabled capabilities may all affect
value, experience, risk, sustainability, and accountability. These modern concerns change the context, but they do not
remove the need for clear outcomes, responsible decisions, and end-to-end management. The distinction between
products and services becomes clearer in Chapter 2.

What ITIL is not

Several misunderstandings make ITIL seem either more rigid or less useful than it really is.

ITIL is not Why this matters

A prescriptive standard that every organization must implement identically A small internal platform team and a regulated global provider need different
levels of control, documentation, and specialization.

A software product An IT service management tool can support records and workflows, but it
cannot define value, create accountability, or repair poor collaboration by
itself.

A fixed organization chart ITIL describes responsibilities and capabilities. One person or team may

perform several roles, and role names vary.

A certification syllabus or exam-preparation method Certification can validate knowledge, but practical service management
requires judgment, collaboration, evidence, and adaptation beyond
memorized terminology.

A catalogue of mandatory approvals Controls should be proportional to risk. Requiring the same approval path for
every action can increase delay without reducing meaningful risk.

A service-desk-only method Service management involves the full lifecycle, including discovery, design,
acquisition, build, transition, operation, delivery, support, governance, and
improvement.

A replacement for engineering methods ITIL can work with Agile, DevOps, site reliability engineering, cloud

engineering, security frameworks, and project or product management.

A guarantee of good outcomes A documented workflow can still be badly designed, poorly measured, or
disconnected from user needs.

An organization may say that it “uses ITIL” because its ticketing tool contains incident, request, problem, and change
modules. That statement describes tool configuration, not management capability. The real test is whether the
organization consistently makes better decisions and achieves better outcomes.

Why systems engineers need service-management knowledge

A systems engineer may spend most of the day on technical work, yet that work is surrounded by service-management
decisions. Examples include:

* responding to an alert that may affect users;




« deciding whether a configuration modification requires additional authorization;

* preparing operational evidence for a release;

* joining a cross-team investigation;

« assessing the impact of a supplier outage;

* updating a runbook after learning something new;

« explaining technical risk to a service owner;

* selecting measures that reflect service health rather than one component;

* balancing urgent restoration with safe action;

« identifying a recurring source of failure and proposing an improvement.
Without a shared management model, teams often optimize their own work while harming the wider service. A network
team may meet its device-availability target while a routing policy causes intermittent application failures. A platform team
may accelerate deployments while support teams receive no usable release information. A security team may impose a
control that reduces one risk but creates long service interruptions because no emergency path exists.

Service management does not reduce the importance of technical expertise. It helps technical expertise produce
areliable result across organizational boundaries.

From demand to value
A compact ITIL mental model is:

Opportunity or demand — coordinated organizational work — products and services — stakeholder value —
feedback and improvement

Chapter 1: ITIL in One View
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Figure 1-2: Opportunity or demand to stakeholder value, with feedback

An opportunity is a possibility to create value or improve the current situation. Demand is a need or desire for products
or services. Demand may come from customers, users, regulators, operational evidence, business strategy, or changes
in technology.



The organization responds through an interconnected system that includes:

» guiding principles, which support sound decisions;

* governance, which sets direction and accountability;

« lifecycle and value-chain activities, which organize end-to-end work;

* management practices, which provide reusable organizational capabilities;

» continual improvement, which turns feedback and evidence into better results.
These elements form the ITIL Value System, explained in Chapter 4. The key point for now is that none of them works
well in isolation. A technically strong incident response can still fail if communication is poor. A sensible policy can still falil
if no one has authority to act. An automated workflow can still fail if it automates unnecessary steps.

The running example: an online order service

The fictional order service allows customers to browse products, place orders, pay, and receive confirmation. It depends
on several capabilities:

* a web and mobile interface;

« application services;

* an identity service;

« databases and caches;

* network and cloud infrastructure;

» payment and delivery suppliers;

» monitoring and logging;

* support and communication channels;

* security and compliance controls;

* people who design, build, operate, support, and improve the service.
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Figure 1-3: Online order service dependency ecosystem



No single team controls every dependency. The application team may own checkout code, but it relies on the database
team, a platform team, a payment supplier, and shared identity services. The service is therefore a socio-technical
system: a system whose results depend on interacting people, organizations, information, technology, and ways of
working.

Suppose customers report that payment succeeds but the order confirmation page times out. Several local views may
look satisfactory:

* the payment provider reports accepted transactions;

« the database team sees no resource exhaustion;

« the platform team sees healthy containers;

* the network team sees no packet loss;

« the service desk has logged only a small number of calls.
The end-to-end outcome is still failing. Customers do not know whether an order was recorded, some submit it again,
duplicate orders appear, and support demand increases. ITIL encourages the organization to coordinate around the
service outcome instead of debating which component is “green.”

Adaptation instead of bureaucracy

Good ITIL adoption is proportional. A low-risk, reversible configuration change that has been performed safely many
times may use a pre-authorized model. A high-risk database migration during a peak sales period may require broader
evidence and explicit authorization. Treating both situations identically would ignore context.

Chapter 1: ITIL in One View
1-7 Proportional Adaptation by Risk and Reversibility

Lower risk « well understood « reversible t» Higher risk » uncertain « hard to reverse
0 s \Q‘/’\\
/ ‘7' # y
V] Q -/
Routine configuration Moderate risk Peak-period database migration
®
@ Pre-authorized path :..‘ Peer review .‘o Explicit authority
: : : e ; Broader evidence +
O Lightweight evidence v=| Targetedtesting @ recovery plan

5_[3 Control effort should be proportional to context.

004

Figure 1-4: Proportional adaptation by risk, uncertainty, and reversibility

A useful test is to ask whether a management activity improves at least one of the following without causing
unreasonable harm elsewhere:

* clarity of value and priorities;
* speed and quality of flow;



* reliability and recoverability;

« control of cost and risk;

+ stakeholder experience;

* learning and improvement;

« sustainability of the product, service, and operating model.
A meeting, form, approval, report, or tool field that serves no clear purpose should not be preserved merely because it is
labelled “ITIL.” The framework should help work make sense; work should not be distorted to resemble a
framework diagram.

Four misconceptions to discard immediately

“ITIL is only for the service desk.” The service desk is one important interface, but ITIL covers end-to-end product and
service management. Engineers, product teams, security specialists, suppliers, managers, and users all contribute.

“ITIL requires the same workflow everywhere.” ITIL expects adaptation. Workflows should reflect value, risk, demand,
scale, skills, technology, and regulatory obligations.

“ITIL means adding approvals and meetings.” An approval is useful only when a decision must be made by someone
with appropriate authority and information. Unnecessary approvals increase queues, handoffs, and delay.

“An ITSM tool makes an organization ITIL-compliant.” ITIL is guidance, not a compliance certificate issued by a tool.
Tools support work; they do not replace ownership, judgment, collaboration, or improvement.

The foundation to carry forward

The most important idea in this chapter is simple: technology should be managed according to the value and
outcomes it enables across the whole service. A systems engineer contributes not only by keeping components
healthy, but also by understanding dependencies, communicating risk, improving flow, preserving evidence, and helping
the organization learn.

The next step is to define what products, services, outcomes, and value actually mean.

Chapter Summary

ITIL provides adaptable guidance for managing digital products and services as complete systems that create value.
Systems engineers use it to connect technical work with outcomes, dependencies, ownership, risk, evidence, and
continual improvement without treating the framework as mandatory bureaucracy.

Review Questions

1. Why can every infrastructure dashboard be green while the service still fails for users?

2. What makes ITIL guidance adaptable rather than prescriptive?

3. Which service-management decisions commonly surround day-to-day systems-engineering work?
4. How should risk and reversibility affect the amount of control applied to a change?



Chapter 2 — Products, Services, and Value

What You’ll Be Able to Do

After completing this chapter, you will be able to:

« Distinguish resources, digital products, services, service offerings, outputs, and outcomes.
 Explain value co-creation, utility, warranty, cost, risk, experience, and sustainability.
» Write a practical value hypothesis that connects engineering work to measurable outcomes.

Value is the test of useful work

A digital product or service is successful only when stakeholders realize worthwhile outcomes at an acceptable
balance of cost, risk, experience, and sustainability. Delivering a feature, completing a project, closing a ticket, or
reaching a technical target may contribute to success, but none of these proves value by itself.

Chapter 2: Products, Services, and Value
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Figure 2-1: From technical output to outcome and value

This distinction prevents a common engineering mistake: measuring what was produced instead of what changed for the
people who depend on it.

A team may complete an autoscaling feature, which automatically adjusts computing capacity in response to defined
conditions, exactly as designed. That completion is an output. The intended outcomes may be stable response times
during peak demand, fewer abandoned orders, and fewer emergency interventions. If the feature scales too slowly,
creates an excessive cloud bill, or makes failures harder to diagnose, the output exists but the expected value has not
been fully realized.

A connected set of terms

The following concepts describe different parts of the value picture.



Concept

Practical meaning

Online order example

Resource

A person, information item, technology, supplier
capability, financial asset, or other input used by an
organization

Engineers, application code, cloud infrastructure,
transaction data, and the payment-provider
contract

Digital product

A configured combination of organizational
resources designed to offer value

The order platform, including software,
infrastructure, data, operating knowledge, and
supporting arrangements

Service

A means of helping consumers achieve desired
results without requiring them to manage every
specific cost and risk themselves

The ability for a customer to place, pay for, and
track an order

Service offering

A defined description of one or more services
made available to a particular consumer group
under stated conditions

Standard online ordering with specified payment
methods, support channels, and delivery options

Output A tangible or intangible deliverable produced by an | A deployed autoscaling configuration or a
activity generated order-confirmation message
Outcome A result for a stakeholder that is enabled by one or | Customers complete purchases quickly during

more outputs

peak demand, and operations avoids emergency
scaling work
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Figure 2-2: Resource, digital product, service, output, outcome, and value relationships

These concepts are related but not interchangeable. A product makes capabilities available. A service enables those

capabilities to be used in a value-producing relationship. A service offering makes the arrangement understandable and
consumable. Outputs are produced during work. Outcomes are the results stakeholders care about.

Products and services are two views of one solution

A product perspective asks questions such as:



» What capabilities are being created and maintained?
» Which resources, components, skills, data, and supplier relationships make them possible?
* How should the product evolve over its lifecycle?

A service perspective asks different but connected questions:

* Who is trying to achieve what outcome?

* How will consumers access or use the capability?

» What level of support, reliability, security, and continuity is needed?

» Which costs and risks will the provider manage, and which remain with the consumer?

The same order platform can therefore be seen as a digital product managed by product and engineering teams and as a
set of services experienced by customers, warehouse staff, support teams, finance, and other stakeholders.

Neither view is complete alone. A product with no usable service relationship may contain impressive capabilities that
people cannot adopt. A service promise with no sustainable product capability will eventually fail.

Value is co-created

Value co-creation means that value emerges through interaction among providers, consumers, and other stakeholders
rather than being manufactured by the provider and handed over as a finished object.
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Figure 2-3: Value co-creation among provider, consumer, and supporting stakeholders

A provider can make a secure, reliable order service available. The customer still has to use it, provide correct
information, choose a suitable payment method, and decide whether the result is worthwhile. The payment supplier,
delivery partner, support team, and product team also affect the result.

An everyday analogy is a gym membership. The gym provides equipment, space, maintenance, safety measures, and
instruction. The member contributes time, effort, choices, and feedback. The gym cannot directly deliver fithess as a
packaged output. Fitness is an outcome co-created through the service relationship.



The same applies to technology. A collaboration platform may be technically available, but value depends on users
adopting it appropriately, teams agreeing on working conventions, administrators protecting information, and support
teams resolving difficulties.

This is why service management includes relationships, communication, expectations, and user behavior—not only
technical delivery.

Utility: is the service useful?

Utility describes whether a product or service is fit for its intended purpose: whether it provides the functions and
performance characteristics needed to support an outcome.

For the order service, utility includes capabilities such as:

« finding a product;

» showing accurate price and availability;

« accepting delivery information;

* processing an approved payment method;

« recording the order correctly;

« providing confirmation and status information.
A perfectly reliable service that cannot perform the required task has little utility. For example, a checkout page that never
crashes but does not accept the payment method used by most customers is dependable in a narrow technical sense but
not useful enough.

Warranty: can the service be depended on?

Warranty describes whether a product or service is fit for use under agreed conditions. It concerns qualities such as
availability, capacity, continuity, and security.

For the order service, warranty may include:

* being available during stated hours;

« responding fast enough during expected peaks;

* protecting customer and payment data;

* recovering within acceptable time after disruption;

* supporting a reasonable number of concurrent users.
An everyday analogy is a train service. Utility means that the train goes to the destination you need. Warranty means that
it runs at useful times, has enough capacity, is reasonably punctual, and operates safely. Both are needed. A train that
never breaks down but goes to the wrong city is not valuable to you. A train that goes to the correct city but is frequently
cancelled is also not valuable enough.



Utility and warranty should be considered together. A new feature may increase utility while reducing reliability or
security. An infrastructure upgrade may improve warranty but create no meaningful outcome if it addresses a component
that was not constraining the service.
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Figure 2-4: Utility and warranty as complementary conditions for useful service

Costs removed and costs imposed

A service changes which costs the consumer must bear. The provider may remove or reduce some costs while imposing
others.

For example, a managed database service may remove the consumer’s need to purchase hardware, maintain database
software, and staff around-the-clock infrastructure operations. It may impose subscription charges, data-transfer costs,
migration effort, staff training, and dependence on the provider’s operating model.

Costs are not limited to direct financial expenditure. They can include:

+ time and effort;

* opportunity cost;

* cognitive load;

« training and adaptation;

* operational toil;

« delay;

» environmental impact;

* the cost of retaining evidence or meeting controls.
A systems engineer should therefore avoid saying that a service “saves cost” without stating which costs, for whom, over
what period, and with what trade-offs.



Risks reduced and risks imposed

Risk is uncertainty that can affect objectives. A service may reduce some risks while introducing or increasing others.

A cloud platform may reduce the risk of hardware failure and improve access to resilient infrastructure. It may also
introduce supplier concentration risk, meaning excessive dependence on one provider or a small set of providers, as
well as cost volatility, misconfiguration risk, or dependence on external identity and network services.

The provider usually manages specific risks on behalf of the consumer, but the consumer does not become risk-free.
Responsibilities must be understood. For example, a cloud provider may secure the physical data center while the
consumer remains responsible for access permissions and application configuration.

A useful value discussion makes both sides visible:

Value factor

Questions to ask

Outcomes

What becomes possible or improves for the stakeholder?

Costs removed

Which effort, expenditure, or capability no longer has to be carried by the
consumer?

Costs imposed

What new expenditure, effort, dependency, or constraint is introduced?

Risks reduced

Which uncertainties or exposures are better controlled?

Risks imposed

Which new failure modes, dependencies, or responsibilities appear?

Experience

How understandable, usable, trustworthy, and convenient is the interaction?

Sustainability

Can the result be maintained responsibly over time?

Chapter 2: Products, Services, and Value
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Figure 2-5: Costs and risks removed, reduced, imposed, or retained by a service




Experience shapes perceived value

Experience is the stakeholder’s overall perception formed through interactions with the product, service, provider, and
surrounding organization.

Two services with similar technical functionality can create very different experiences. A password-reset service may
complete in two minutes, but users may distrust it if instructions are unclear, status messages are missing, or the
interface unexpectedly requests sensitive information. A major outage may be remembered less negatively when
communication is prompt, honest, and useful than when a shorter outage is accompanied by silence.

Experience is not merely visual design. It includes:

« ease of finding and accessing the service;

« clarity of language and choices;

* consistency across channels;

« transparency of status and expectations;

« quality of support interactions;

« confidence in security and privacy;

« fairness and accessibility;

» how well the service fits the user’s real workflow.
For systems engineers, experience may seem distant from infrastructure work, but technical decisions shape it. Timeout
behavior, retry logic, maintenance timing, identity design, log quality, recovery behavior, and error messages all affect
what users experience.

Sustainability means value that can endure

Sustainability means considering whether products, services, and ways of working can remain effective and responsible
over time. It includes environmental, social, technical, and economic concerns.

Examples include:

» whether operating costs remain affordable as demand grows;

» whether the team can support the service without chronic overtime;

» whether technical debt—the future cost and difficulty created by expedient design or maintenance choices—makes safe

change increasingly difficult;

» whether resource use is proportionate to the value created;

» whether supplier or skill dependencies create a fragile operating model;

» whether the service remains accessible and trustworthy for its users.
Sustainability is not a separate concern to be considered after value. An outcome that depends on exhausted staff,
uncontrolled cost, or an unmaintainable platform is unlikely to remain valuable.

Following the autoscaling example from output to value
Assume the order service slows down during a seasonal sales event. The application team proposes autoscaling.

The work can be understood step by step:

=

. Demand: transaction volume is expected to rise sharply during short peak periods.

. Output: an autoscaling policy and supporting infrastructure configuration are designed, tested, and deployed.
. Immediate technical effect: additional instances start when defined signals cross thresholds.

. Service outcome: response times remain within an acceptable range and customers can complete orders.

. Business outcome: fewer sales are lost during peaks.

. Operational outcome: engineers perform fewer emergency capacity interventions.

. Possible imposed cost: cloud consumption increases.

. Possible imposed risk: rapid scaling may overload the database or hide a memory leak.

. Experience consideration: customers see stable checkout behavior rather than errors or long waits.

© 0 N O Ol WDN



10. Sustainability consideration: thresholds, limits, and cost controls make the solution supportable over time.
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Figure 2-6: Autoscaling from engineering output to stakeholder value

This chain shows why “autoscaling deployed” is not a sufficient success statement. The team needs evidence that the
expected outcomes occurred and that new costs and risks remain acceptable.



Different stakeholders can receive different value

The same change may create different effects for different stakeholders:
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Figure 2-7: Different stakeholders receiving different forms of value

» Customers value fast, dependable checkout.

 Operations staff value fewer emergency interventions and clearer capacity signals.

* Finance values controlled unit cost and predictable spending.

* Security values designs that do not bypass protective controls when scaling.

* Product management values the ability to run promotions without unacceptable failure risk.

* The cloud supplier may value increased consumption.
These interests are not automatically aligned. A useful decision makes trade-offs explicit rather than presenting one
stakeholder’s measure as the whole definition of value.



Technical success is not the same as value realization

Technical success normally means that an implementation met specified engineering criteria. Project success may mean
that agreed scope was delivered on schedule and within budget. Value realization asks whether the expected
stakeholder outcomes actually occurred.
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Figure 2-8: Technical success versus value realization

All three matter, but they answer different questions:

» Did we build or change it correctly?

» Did we complete the agreed delivery effort?

+ Did the resulting product or service improve outcomes enough to justify its costs and risks?
A migration can be technically flawless and still reduce value if it makes support slower, increases cost without a
corresponding benefit, or fails to meet a user need. Conversely, a small operational improvement may create high value
even though it is not a large project.

Common errors in reasoning about value

“Value equals low cost.” Cost matters, but the cheapest option may produce poor outcomes, unacceptable risk, or a
damaging experience. Value is a balance, not a synonym for savings.

“An output is an outcome.” A deployed feature, completed report, or closed ticket is an output. The outcome is the
result enabled for a stakeholder.

“High availability proves value.” Availability contributes to warranty. A highly available service may still be difficult to
use, missing essential utility, too expensive, insecure, or irrelevant.

“The provider creates value alone.” Providers enable and support value, but consumers and other stakeholders
participate through use, decisions, information, feedback, and shared responsibilities.



A practical value statement
Before starting significant work, a team should be able to express a value hypothesis in plain language:

For a defined stakeholder, we expect a specific outcome because a product or service capability will change. We
will judge success using relevant evidence, while keeping identified costs and risks within acceptable limits.

For the running example:

For customers using the order service during seasonal peaks, we expect more completed purchases and fewer long
waits because capacity will adjust to demand. We will examine successful checkout rate, response-time distribution,
abandoned transactions, operational interventions, and unit cost while monitoring database load and scaling failures.

This statement does not guarantee success. It makes the reasoning testable. A clear value hypothesis connects
engineering activity to the result it is supposed to enable.

Chapter Summary

Technology creates value only when stakeholders achieve worthwhile outcomes at an acceptable balance of cost, risk,
experience, and sustainability. Outputs and technical success matter, but they become valuable only through service use,
stakeholder participation, and evidence that the intended outcomes occurred.

Review Questions

1. How is an output different from an outcome?

2. Why are utility and warranty both necessary when judging a service?

3. How can the same technical change create different value for different stakeholders?
4. What elements should a useful value hypothesis contain?






	Introduction
	How to Use This Book
	Table of Contents
	Main Text
	Part I — Foundations: From Technology Components to Value
	Chapter 1 — ITIL in One View
	What You’ll Be Able to Do
	The big picture
	What ITIL is
	What ITIL is not
	Why systems engineers need service-management knowledge
	From demand to value
	The running example: an online order service
	Adaptation instead of bureaucracy
	Four misconceptions to discard immediately
	The foundation to carry forward
	Chapter Summary
	Review Questions

	Chapter 2 — Products, Services, and Value
	What You’ll Be Able to Do
	Value is the test of useful work
	A connected set of terms
	Products and services are two views of one solution
	Value is co-created
	Utility: is the service useful?
	Warranty: can the service be depended on?
	Costs removed and costs imposed
	Risks reduced and risks imposed
	Experience shapes perceived value
	Sustainability means value that can endure
	Following the autoscaling example from output to value
	Different stakeholders can receive different value
	Technical success is not the same as value realization
	Common errors in reasoning about value
	A practical value statement
	Chapter Summary
	Review Questions


