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Introduction >

Overview

Gain the skills to manage the planning and implementation of IT Service Management
and prepare for ITIL Expert certification.

This is the ITIL course that leads to the ITIL Expert in IT Service Management
certification. In this course, you'll be immersed in the contents of the ITIL publications.
You'll focus on business, management, and supervisory objectives, purposes, processes,
functions, and activities, and you will examine the interfaces and interactions between
the processes covered in the Service Lifecycle. This course is designed using a case
study-based approach to learning the core disciplines of the ITIL best practices, and it
positions you to successfully complete the associated exam.

Duration
6 — days workshop

Prerequisite for International certificate

Program Objectives >

Learning Objective
What You'll Learn

Key concepts of the ITIL service lifecycle

Aspects of communication and stakeholder management relevant to IT service
management

Integrate various IT service management processes across the lifecycle

Establish and manage governance in a service management organization
Measure IT services and associated process and activities

Service management implementation relevant to organization decision makers

Target Audience
Who Needs to Attend

IT operations, technical, or IT management personnel requiring more information
about ITIL best practices

Anyone responsible for managing, implementing, or consulting on ITIL processes
within IT or in conjunction with IT
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Training Content )

Module 1: Introduction to

Managing Across the Lifecycle

Module 3: Communication and
Stakeholder Management

<» MALC exam builds on the
knowledge acquired in foundation
and intermediate-level ITIL courses
Prerequisites for the MALC exam
Structure and scoring of the MALC
exam

Bloom's Taxonomy and applying it to
the types of questions that will/will
not be asked on the MALC exam

<+ MALC exam cast study
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Module 2: Key Concepts of the

Service Lifecycle

< Services, service management, and
IT service management

< Organizing functions and roles for
service management

< Effect of clarifying roles and using

RACI

Element of value

Business value of various ITIL

lifecycle stages

- Approaches to risk management

Importance of knowledge

management and the SKMS
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<+ Coordinating business relationship
management across the lifecycle

<+ Role of business relationship

management in the communication

activities

Stakeholder management and

communication

Using service models

Design activity coordination

Services

Managing communications and

commitment throughout the lifecycle

<+ Communication aspects of service
operation

<+ Communication strategy and plan
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Module 4: Integrating Service

Management Processes across the

< Effectively and efficiently integrating
service management processes Across
the lifecycle

<+ Impact and relationship of service
strategy to other lifecycle stage

<+ Various lifecycle stage inputs and
outputs

<+ Value and interfaces of the various
service management processes
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Module 5: Managing Service Across

Module 7: Measurement

the Lifecycle

<+ Importance of an approach to
balanced design . . .
< Contribute to effective and efficient “ Measuring and demonsirating value
< Determining and using metrics

service management with design X 2
coordination and transition planning * Approaches to monitoring and control

and support < Using event management tools

Service transition lifecycle stages

Managing services across the

lifecycle

< Involving operations staff in other
lifecycle stages

< Sources of information helping in the
implementation and improvement of
services

<+ Factors relevant to strategic

*

Module 8: Implementing and

Improving Service Management

/
0.0

Implementing service management,

assessments service management processes, and
<+ Challenges, risks, and critical success supporting tools
factors of the strategy, design, <+ Different types of assessments and
transition, and operation lifecycle conducting assessments
stages <+ Techniques for improving service
management
<+ Methods for implementing service

Module 6: Governance, Roles, management _ _
< Business value of service portfolio

management

People, Competence, and the

<+ Governance, activities, framework,

and governance bodies

Relating strategy to governance

Service providers set direction, policy

and strategy

Change management

Management systems

» Establishing and maintaining a
service management system

<+ Qrganization development and
departmentalization

<+ Logical structure for a service
provider

< Functions and the types of services
providers

<+ Implementing and sourcing strategies
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Key Features >
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hours of high quality learning

L/ Quizzes in the end of each chapter

-1 6 Real life exercises and case study

Learn from experience and passionate trainers

ck reference card, toolkits

i

Course completion exams

[

Apply the knowledge and technique
to handle the role

Invited to our professional community

/% Certificate of Completion

APEX Global Corporation

Address: HPL Building, 60 Nguyen Van Thu Street, Dakao Ward, District 1, HCMC,
Vietnam

Phone: (+84-8) 6271 8187
Email: info@apexglobal.com.vn
Website: www.apexglobal.com.vn
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