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You may be familiar with ITI® Version 2 (V2), which is used by many
organizations worldwide as the basis for effective IT service provision®ITIL
Version 3 (V3)wasreleasedn 2007 as an update to the entire body of knowledge
on IT Service Managementhis course is all about this latest version of ITIL

and provides a higlkevel knowledge of the latest and improved versiofT tf ®.

Do you have an idea how ITHV3 differs from its earlier versions?

Notes
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Participant Introductions

" Name

" Company affiliation

= Title / function

" Job responsibility

" |T experience

" |TIL®/IT Service Management experience
" Expectations for the course

Module 0 2

This course is designed to be as interactive as possible sin€eidTdll about IT

best practices that are shared throughout the community. It is thus of interest for

all of wus to get to know each otheros ba
Management, as well as our motivations for taking this course.

Notes
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ITIL® V3 Awareness Course Agenda

Module 1: Introduction to ITIL® V3 Service Management
Services, Service Management as a Practice, ITIL® Books, Qualification Scheme,
ITIL® Industry Organizations, ITIL® V2 and V3 Differences

Module 2: The ITIL® V3 Service Lifecycle
The Service Lifecycle, Service Lifecycle Phases Overview

Module 3: Processes and Roles in the Service Lifecycle Phases

Service Strategy, Service Design, Service Transition, Service Operation, Continual
Service Improvement

Module 4: Changes with ITIL® V3
What's new with ITIL® V3, Differences from ITIL® V2

Module 0 3

This ITIL® V3 Course is divided into several modules.

Notes
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ITIL® V3 Awareness Course Objectives

At the end of the course, you should be able to:

" |dentify what IT Service Management, ITIL?, the ITIL® V3 qualification
scheme and the ITIL® V3 Service Lifecycle are

" List the key definitions and concepts of ITIL® V3
" Name the processes, roles, and functions across the ITIL® V3 lifecycle
" Recall the new and changed concepts between ITIL® V2 and V3

There is no exam for this course

The ITIL® V3 Awareness Course aims to provide you with aféylel knowledge
of the latest improved version of IT?LThe modules and lessons are designed to
help you recall the key principles, models, concepts and processes ®MJ llas
well how it can enhance the quality of IT Service Management.

The target audience for this course are those who require a basic understanding of
ITIL®. There are no prerequisites for this course.

The course objectives are our expectations from you after completing this course.

What about you? What are your expectations from the course? From your
instructor?  From your fellow participants?

Your instructor may ask you to share it with the class. This will help in making the
course flow smoother, and will also help your instructor fill in possible gaps in the
discussions.

Notes
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Housekeeping
" Logistics ® Participant Materials
+ Sign-in ¢ Participant binder
* Parking ¢ Presentation slides with
* Building access syllabus references
¢ Job aids and handouts
¢ Class hours v Evaluat
valuation
* Food
+ Phones ® Ground Rules
* Restrooms v Have fun learning
* Recycling v~ Good vibrations
+ Smoking v~ Ground cover

v~ Parking lot
v~ Think and act

The following materials are included with your participant kit:
A A participant binder which contains the introductory materials about the
course
A Presentation slides with notes, with a footer on each slide that shows the
reference item in the ITR official syllabus and a pointer to which section of
_ the ITIL® books the detailed discussion of the topic can be found
A Handouts to use idlass to help you learn and absorb the ideas presented
A Job aids or quickeference materials which you can reuse or post at your
_ work area
A A Course Evaluation form for providing feedback on your instructor and the
course materials. Your comments will greatly help in improving this course.

Ground rules for this course:
A Havefunlearning Let 6s make this a fun |l earnin
A Good vibrationsPlease, turn all mobile phones off or on silent mode. We
have breaks scheduled throughout the day during which you can conduct your
_ business if necessary.
A Groundcover Thi s is an intense course, SO0 \
dondét hesitate to ask for additional t
_ask clarifying questions, etc.
A Parkinglot As we have a | ot of ground to coc
guestions that will be covered later in the material. Also, for detailed
di scussions that are not for the whole
_ break.
A Think and actThe primary ground rule is for you to think about the content
of the course and write down action items you can take back with you to
work.
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ITIL® Version V3 training is a new set of offerings from Pultorak & Associates,
launched at the same time the new version oflas released in May 2007.

TheV3 Awarenesgourse helps those who are not yet familiar with fTIL
appreciate what ITI® is and why it is the current de facto standard for IT Service
Management. The V3 Awareness course is an updated version of the V2
Awareness course, and uses the latest body of knowledge frofh ITIL

V3 Foundatioris the most basic form of education which prepares participants to
take the V3 Foundation certification exam. This course gives participants a basic
understanding of the new IT¥.Service Lifecycle phases.

Thelntermediate Levetourses are designed for those who would like to gain a
deeper understanding of ITfland implement it in their organization. It is

designed around two tracks: one for each of the V3 Service Lifecycle phases and
the other, V3 Service Capability, around role clusters containing groupings of
processes and roles from within ITIL Note that these courses are still under
development by the ITI.governing bodies and are scheduled for release
sometime late 2008 to early 2009.

The next course level is tiManaging Across the Lifecycle Couraaich focuses

on additional knowledge required to implement and manage the skills for the use
of the V3 Lifecycle practiced.he Advanced Levetourses are also still being
finalized and will focus on the practical aspects of organizatioie ITIL®
implementations.
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