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eTOM is a well-known concept in the telecommunications industry. This article discusses the
possibility of combining eTOM with ITIL, the de facto standard for IT Service Management. It
shows the impact to the OSS and BSS environment of telecom operators, considering also the
business benefits that the ITIL best practices will bring, when implemented in parallel with
eTOM business processes.

The operators in the telecommunications market are following various standards and best practices
such as enhanced Telecom Operations Map (eTOM) and Information Technology Infrastructure
Library (ITIL). Despite the fact that ITIL is a more generic model and is popular among all kinds of
enterprises that are using IT management business processes, ITIL can also bring benefits for the
telecom operators and their customers, thus it can be the differentiator that assists operators in the
competitive market.

ITIL Relation to eTOM

The eTOM and ITIL frameworks have been developed in different organizations and for different
groups of enterprises. As eTOM (developed by TM Forum) is dedicated to telecommunications service
providers, ITIL is a set of best practices and guidelines for IT service management. Thus, the ITIL
methodology can be applied to a larger amount of companies while eTOM is used in the
telecommunications sector only. Recently, an increasing amount of interest has materialized with
regard to mapping the models of eTOM and ITIL with each other.

Figure 1. ITIL Service Lifecycle



