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The IT Service Management literature is growing.  Numerous white papers, vendor 
brochures, and journal articles appear annually.  These are (relatively) easy to locate on 
the Internet.  More difficult to discover are book-length treatments sent to press by 
established publishers.  This is the focus of this bibliography. 
 
The following is a bibliography of published works related to the core ITIL Service 
Delivery and Service Support areas.  Each entry is categorized into one ITIL area.  
Inclusion in the bibliography should not be construed as a recommendation or 
endorsement of any kind by itSMF USA.  Inclusion signifies only that it is a work in print 
and published by a commercial publication house. 
 
At the moment, there are no entries from Availability, Capacity, Change, or Incident 
management.  Those fields have a rich literature but the goal of this bibliography is to 
cite works covering an ITIL focus area (i.e., availability tools, business capacity 
management, change management processes, Incident/Problem interaction, etc.) and no 
such titles have been located. 
 
Comments, corrections, suggestions, and recommendations are welcome via E-mail to 
bibliography@itsmfusa.org  
 
ITSM  
     General Cassidy and Guggenberger; Hays; Kern, Galup and Nemiro; Von 

Bon 2002, 2002, and 2005; Von Bon, Kemmerling and Pondman 
Service Delivery  
     Availability  
     Capacity  
     Continuity Barnes and Rothstein; Elliott, Swartz and Herbane; Hallows; 

Hiatt; Hiles 2003; Hiles and Barnes; Myers 1993 and 1999; Toigo 
and Toigo; Wieczorek, Naujoks and Bartlett 

     Financial Hiles 1993; Moskowitz and Kern; Tardugno, DiPasquale and 
Matthews 

     Service Level Fitzsimmons and Fitzsimmons; Hallows; Hiles 2000, 2002a and 
2002b; LaBounty; Lee and Ben-Natan; Lewis; Pantry and 
Griffith; Sturm, Erikson-Harris and Winniford; Sturm, Morris and 
Jander; Verma 

Service Support  
     Change  
     Configuration Dart; Lyon 
     Incident  
     Problem Ammerman; Latino and Latino; Walker and Kern 
     Release Bays 
     Service Desk Czegel; Ellis; Lenz; Knapp 2003 and 2004; Wooten 
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