
Cheat Sheet for ITIL Foundation 

ITIL Foundation Cheat Sheet 

1. Introduction to ITIL 

1.1 What is ITIL? 

-   ITIL (Information Technology Infrastructure Library): A framework for IT 

Service Management (ITSM) that focuses on aligning IT services with business needs. 

-   Core Components: Service Strategy, Service Design, Service Transition, Service 

Operation, Continual Service Improvement (CSI). 

1.2 Key Principles 

-   Customer-Centric: Focus on delivering value to the customer. 

-   Value Co-Creation: Collaboration between IT and business to create value. 

-   Outcome-Focused: Emphasis on outcomes rather than outputs. 

-   Risk-Based: Management of risks and opportunities. 

-   Process-Oriented: Use of processes to achieve objectives. 

2. ITIL Service Lifecycle 

2.1 Service Strategy 

-   Purpose: Define the strategy for delivering value to customers. 

-   Key Processes: Service Portfolio Management, Financial Management for IT Services, 

Demand Management. 

-   Key Roles: Service Strategy Manager, Business Relationship Manager. 

2.2 Service Design 

-   Purpose: Design services that meet business needs. 

-   Key Processes: Service Level Management, Availability Management, Capacity 

Management, IT Service Continuity Management. 

-   Key Roles: Service Designer, Technical Architect. 

2.3 Service Transition 

-   Purpose: Ensure smooth transition of services from design to operation. 



-   Key Processes: Change Management, Service Asset and Configuration Management, 

Release and Deployment Management. 

-   Key Roles: Change Manager, Release Manager. 

2.4 Service Operation 

-   Purpose: Maintain services in operation. 

-   Key Processes: Incident Management, Problem Management, Event Management, 

Access Management. 

-   Key Roles: Service Desk Manager, Technical Support Manager. 

2.5 Continual Service Improvement (CSI) 

-   Purpose: Continuously improve services and processes. 

-   Key Processes: 7-Step Improvement Process. 

-   Key Roles: CSI Manager, Process Owner. 

3. Key ITIL Processes 

3.1 Service Level Management (SLM) 

-   Objective: Ensure services meet agreed-upon levels. 

-   Key Activities: Define SLAs, Monitor service performance, Review SLAs. 

-   Example: Setting up an SLA for system uptime of 99.9%. 

3.2 Change Management 

-   Objective: Manage changes to minimize risks. 

-   Key Activities: Assess impact, Authorize changes, Document changes. 

-   Example: Implementing a new software update. 

3.3 Incident Management 

-   Objective: Restore normal service operation as quickly as possible. 

-   Key Activities: Log incidents, Categorize, Prioritize, Resolve. 

-   Example: Resolving a network outage. 

3.4 Problem Management 

-   Objective: Prevent incidents and minimize impact. 

-   Key Activities: Identify root causes, Propose solutions, Implement fixes. 



-   Example: Addressing recurring server crashes. 

3.5 Configuration Management 

-   Objective: Maintain accurate configuration records. 

-   Key Activities: Identify, Control, Maintain, Verify. 

-   Example: Updating the CMDB with new hardware details. 

4. ITIL Roles and Responsibilities 

4.1 Service Owner 

-   Responsibilities: Own and manage specific services. 

-   Key Tasks: Define service requirements, Monitor service performance. 

4.2 Process Owner 

-   Responsibilities: Oversee specific ITIL processes. 

-   Key Tasks: Ensure process compliance, Improve process efficiency. 

4.3 Service Desk 

-   Responsibilities: First point of contact for users. 

-   Key Tasks: Log incidents, Provide support, Escalate issues. 

5. ITIL Metrics and KPIs 

5.1 Key Performance Indicators (KPIs) 

-   Service Availability: Percentage of time services are available. 

-   Incident Resolution Time: Average time to resolve incidents. 

-   Change Success Rate: Percentage of successful changes. 

-   Customer Satisfaction: Feedback from customers on service quality. 

5.2 Metrics for Processes 

-   Incident Management: Number of incidents resolved within SLA. 

-   Problem Management: Number of problems identified and resolved. 

-   Change Management: Number of changes implemented without issues. 



6. ITIL Best Practices 

6.1 Continuous Improvement 

-   7-Step Improvement Process: Define, Measure, Analyze, Design, Test, Implement, 

Review. 

-   Example: Regularly reviewing and updating SLAs. 

6.2 Collaboration 

-   Cross-Functional Teams: Involve stakeholders from different departments. 

-   Example: Joint meetings between IT and business units. 

6.3 Documentation 

-   Process Documentation: Detailed records of processes and procedures. 

-   Example: Maintaining a comprehensive CMDB. 

7. ITIL Tools and Technologies 

7.1 Service Management Tools 

-   ServiceNow: Comprehensive ITSM platform. 

-   BMC Remedy: IT service management software. 

-   Jira Service Desk: Incident and request management. 

7.2 Configuration Management Database (CMDB) 

-   Purpose: Central repository for configuration items (CIs). 

-   Key Features: Relationship mapping, Impact analysis, Change tracking. 

8. ITIL Certification Path 

8.1 Foundation Level 

-   Objective: Basic understanding of ITIL principles and practices. 

-   Exam Format: Multiple-choice, 40 questions, 65% passing score. 

8.2 Intermediate Level 

-   Objective: In-depth knowledge of specific ITIL processes. 

-   Modules: Service Lifecycle, Service Capability. 

8.3 Expert Level 

-   Objective: Comprehensive understanding of ITIL. 



-   Requirements: Pass Foundation and Intermediate exams. 

8.4 Master Level 

-   Objective: Demonstrate practical experience and expertise. 

-   Requirements: Pass Expert level and submit a portfolio. 

9. Tips and Tricks 

9.1 Study Tips 

-   Use Official Guides: ITIL Foundation Exam Preparation Guide. 

-   Practice Exams: Regularly take practice tests. 

-   Study Groups: Join or form study groups for discussion. 

9.2 Exam Strategies 

-   Time Management: Allocate time for each question. 

-   Review Answers: Double-check answers before submission. 

-   Stay Calm: Manage stress and stay focused during the exam. 

This cheat sheet provides a comprehensive overview of ITIL Foundation, covering key 

concepts, processes, roles, metrics, best practices, and certification paths. Use this as a quick 

reference guide to enhance your understanding and application of ITIL principles.  

By Ahmed Baheeg Khorshid 


