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Overview and History of ITIL, Service, Service Management, Specification of processes,
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Creating a return of investment.
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1.1 IT Infrastructure Library (ITIL) Foundations v3, IBM Tivoli Software, Student’s Training
Guide, 2009.

1.2 IBM Tivoli Service Request Manager 7.2 Fundamentals, IBM Tivoli Software, Student’s
Training Guide, IBM, April 2010.

1.3 IBM Tivoli Service Request Manager 7.2 Fundamentals, IBM Tivoli Software, Student
Exercise, IBM, April 2010.
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2.1 Tim Malone, Michael Wedemeyer, Gerard Blokdijk, “ITIL V3 Foundation Complete

Certification Kit - Study Guide Book and Online Course” Emereo Pty Ltd., Pap/Psc
edition, March 6, 2008.

2.2 Foundations of IT Service Management Based on ITIL v3, ITSM Library, Van Haren
Publishing, 2009.

2.3 IT Service Management — An Introduction, ITIL v3, ITSM Library, Van Haren Publishing,
2009.
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3.1 IBM’s Academic Initiative Program:
http://www.ibm.com/developerworks/university/academicinitiative/

3.2 IBM Tivoli Redbooks

http://www.redbooks.ibm.com/portals/tivoli
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