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Introduction >

Overview

In this course, you will be immersed in the overall concepts, processes, policies, and
methods associated with the service operation phase of the service lifecycle. You will
focus on service operation purpose, principles, processes, activities, functions, enabling
technology, and implementation considerations. This course utilizes lecture, exercises,
and scenario-based on real-life situation to increase your understanding of the core
disciplines of ITIL best practices and position you to successfully complete the
associated exam.

Duration
4 — days workshop

Prerequisite for International certificate

Program Objectives >

Learning Objective

What You'll Learn
Importance of service management as a practice concept and service operation
principals, purpose, and objectives
How all processes in ITIL service operation interact with other service lifecycle
processes
Sub-processes, activities, methods, and functions used in each of the ITIL service
operation processes
Roles and responsibilities within ITIL service operation and the activities and
functions to achieve operational excellence
How to measure ITIL service operation
Technology and implementation considerations surrounding ITIL service operation

Challenges, key performance indicators (KPIs), critical success factors (CSFs), and
risks associated with ITIL service operation

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: ITIL Service Operation:

Introduction and Overview

Module 3: Common Service
Operation Activities

Service operation and the overall ITIL
lifecycle
* Principles and objectives
*+ Functions and common activities
“» How service operation creates
business value
Balancing conflicting goals
“ Internal IT vs. external business view
++ Stability vs. responsiveness
*» Quality of service vs. cost of service
*+ Reactive and proactive activities

Module 2: Core Service Operation

Processes

Policies, principles and basic concepts

*+ Purpose and objectives

“» Value to business

«» Process activities, methods and
techniques

++ Triggers, inputs, outputs and
interfaces

+“+ Challenges and risks

Primary ITIL processes within service
operation

“» Event management: active and

passive monitoring

Restoring normal service quickly

through incident management

Request fulfillment

Managing problems with root cause

analysis

“» Access management
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Monitoring and control of IT
operations

*» Detecting the status of services and
Cls

*+ Taking appropriate corrective action

++ Console management/operations
bridge: a central coordination point
for monitoring and managing services

Management of the infrastructure

» Mainframe, server and network
management

++ Storage and database administration

» Managing directory services and
desktop support

* Facilities and data center
management

+ Improving operational activities

Operational aspects from other
lifecycle phases

++ Change, configuration and release

“» Availability

*» Capacity

“+ Service continuity
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Module 4: Organizing for Service

Operation

Mapping service operation functions to
activities

» Roles and responsibilities

++ Understanding the organizational
context

Service operation structure

*+ Service desk

*+ Technical management

“+ IT operations management

» Application management

Key functions of the service desk

*+ Logging incidents and requests

“» First-line investigation and diagnosis

» Managing the lifecycle of incidents
and requests

++ Keeping users informed

Structuring the service desk

“+ Local vs. centralized

*» The virtual service desk

*» Follow the sun operation
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Module 5: Technology-Related

Issues

<+ Technology, tools and expertise
requirements

<+ Defining architecture standards

<+ Involvement in the design and build of
new services and operational practices

<+ Contributing to service design, service

transition and continual service

improvement projects

Evaluating change requests

Matching  technology to  the

organizational situation
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Module 6: Implementation

Challenges and Risks

Managing change in service operation
Service operation and  project
management
Assessing and managing risk
Operational staff in design and
transition
<+ Planning
technologies
<+ ldentifying Critical Success Factors
(CSFs)
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service management
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Key Features >

32 hours of high quality learning = Course completion exams

L/ Quizzes in the end of each chapter Apply the knowledge and technique
~ tohandle the role

"1 4 Real life exercises and case study Invited to our professional community

Learn from experience and passionate trainers /. Certificate of Completion

Quick reference card, toolkits

APEX Global Corporation

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

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