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Course Structure

Module 1: Review of IT Service Management
(ITSM) & IT Infrastructure Library (ITIL)

e [TIL v3 Life Cycle

e  Five Phases of ITIL Life Cycle

e RACI Organization Context

e  Release and Deployment Management
e Testing and Validation
e  Evaluation

Module 2: Service Life Cycle
e  Benefits of ITIL
e Organizational Context
e  Process Model and Overall ITIL Life Cycle

Module 6: Service Operation
e Event, Request Fulfillment
e Incident Management
® Problem Management

Module 3: Service Strategy
e Business Needs and Plans
e Aligning IT Strategies to Business
e Financial Management
e Service Portfolio Management
e Strategy Keys

Module 7: Continual Service Improvement

e  Continual realignment of IT to business
requirements

e Improvement of all process within service
life cycle

e  Growth and maturity of service

e Management process of measure,
Analyze, Review.

Module 4: Service Design
e Service Design Paths and Design aspects
e Design Management and Constraints
e Service Catalog Management
e Service Level Management
e Availability Management
e (Capacity Management
e IT Service Continuity Management
e  Supplier Management
e Information Security Management




