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Å IT Service Management (ITSM) is a discipline for managing

Information Technology (IT) systems, It is process-focused

and in this sense has ties and common interests with

process improvement movement.

Å The Information Technology Infrastructure Library (ITIL®) is

a set of best practice guidance for IT Service Management.

It consists of a series of publications (from OGC), giving

guidance on the provision of Quality IT Services.

Å ITIL is extracted from the public and private sectors

internationally and is the most widely accepted framework to

IT service management in the world.

ITIL® is a Registered Trade Mark of the Office of Government Commerce in the United Kingdom

and other countries

ITSM and ITIL 
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Improve resources utilization and customer
satisfaction

End-to-end service cost optimization

Provide services that meet business, customer
and user demands

Be more competitive

Reduce service cycle time

Eliminate redundant work

Improve availability, reliability and security of
mission critical IT services

Integrate central processes

What are the benefits ?

ITIL provides a systematic and professional approach to the management 

of IT service provision, the organization can begin to:
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ITIL Assessment

ITIL Assessment service is mainly focus on the current service management

activities that the organization has

An ITIL assessment report/ presentation includes recommendations will be

delivered

ITIL Consultancy

Planning for the processes and functions in scope

Process(es) Definitions

ITIL implementation services for the Processes and Functions

ITIL Foundation Training

The ITIL V3 Foundation Training (3 days), exam and certification included

Service offered on a quarterly basis

ITIL Services 
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ITIL Training courses
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SECC had acquired an ITIL Service Provider (QAI) to build its 

capacity to provide consultation and training services to IT 

service sector in Egypt.

Build ITIL capacity in IT industry and provide support to IT 

companies

Six IT companies had engaged on this Pilot (Mar 09 ïMar 10):

ü Telecommunications

ü Call center

ü Institution

ü ITSP

ü ASP

ü Hardware Vendor

ITIL Pilot Project


