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On the Way to Becoming an IT Factory 
Automation in IT Operations by  
extending the ITIL-Processes 
Hans-Christian Boos 

  

As the first and most promising approach to a general standardisation of IT operations,  

ITIL  is on everyoneôs lips today. However: The description of ITIL as the best innovation 

in IT maintenance is misleading. ITIL is only a standard for better management of 

conventional IT operation environments. Considered in terms of the difference between 

leadership and management or innovation and optimisation, ITIL clearly falls into the 

second category. It is possible to gear IT operations up to the next higher level through 

the use of ITIL  processes. And to use the words of a long past industrialisation, it is 

possible to make manufacturing into a (IT) factory beyond that.  

 

Those who provide support for applications distinguish between two basic options for 

dealing with malfunctions. On the one hand, incidents can be responded to reactively. 

This requires that the administrators to gain knowledge of the incident. This could be via 

a phone call to the helpdesk or through an alarm on a monitoring system.  On the other 

hand, IT operations can attempt to proactively avoid the occurrence of incidents ï that is, 

before they occur.  The ITIL  processes for the reactive handling of incidents are Incident 

and Problem Management. Their proactive counterparts are called Availability and 

Capacity Management. Change Management is excluded at this point because changes to 

the environment can develop from both reactive and proactive measures and can be 

implemented through the ITIL change management process. 

 

ITIL as the Foundation of Automation 

All tasks manually executed within the context of ITIL processes can be performed in all 

kinds of IT operations environments currently in place. The ITIL  standard only provides 

for a framework of processes enabling these tasks can be carried out with the greatest 

possible efficiency and effectiveness. As such the ITIL standard also makes it possible to 

view the entire IT operations environment as a connected and coherently integrated unit. 

This is essential for the further development of the operating concept, which will be 
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illustrated in this article. We will first examine the ITIL processes for Incident, Problem, 

Capacity, and Availability Management.  

 

Reactive and Proactive Processes of the ITIL  

The ITIL process dealing with faults limiting functionality for user is Incident 

Management. The process is initiated by a help desk receiving notification of a 

malfunction or a monitoring system generating an appropriate message.  

 

 

 

The information about this fault is given to the appropriate IT-experts ï the Incident 

Managers ï who then initiate a short-term solution. In contrast to the Problem 

Management process carrying out a comprehensive investigation of the failure´s root 

cause, is avoided in the Incident Management process. This process concentrates on 

finding the fastest possible solution, a so-called workaround. Besides finding these 

workarounds Incident Management is mainly a communication process. This means that 

for every fault documented through the Incident Management process the reporting or 

concerned entities (e.g. customer, service manager, ...) are kept up to date on the state of 

current operations. This communication for every fault is kept up even when many faults 

have a common reason that is being dealt with in the Problem Management process.  
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The process behind Incident Management is Problem  Management. In this process 

incoming alarms from the monitoring system or faults that have been documented by the 

Incident Management process are classified their root cause is investigated in detail 

thoughout the IT environment.. After the root cause is determined, the Problem Manager 

eliminates it through a change to the environment ï via the Change Process ï and thus 

permanently solves the problem subsequently all fault notifications resulting from this 

cause. 

 

 

 

The ITIL processes dealing with the proactive prevention of bottle necks are Capacity and 

Availability Management. The business need is analyzed with respect to availability and 

IT resources. The results of this analysis is compared to the actual data generated by the 

monitoring system. This analysis is used to generate a prognosis for the trends of resource 

capacity usage. Should this prognosis suggest that resources will soon run low, the 

experts will either find a way to cut down on resource usage or they will proactively 

initiate a process to integrate additional resources into the IT landscape.  

  


