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The IT Infrastructure Library (ITIR) is a collection of begtractice guidance

on IT Service Management (ITSM). In 2007, the M thody of knowledge

was updated to Version 3 (IT%LV3). For this third iteration of ITIB, the

entire IT Service Lifecycle, from its strategy definition and design through its
implementation, operation, and continual improvement, is tackled® V&
constitutes a greatly expanded set of materials as compared to previous
versions of ITI®, which focused mainly on the operations of IT services.

This course teaches the fundamental concepts and principles of this latest
version of ITIL® and is aimed at IT professionals who have little or no prior
knowledge of ITI®.
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ITIL® V3 Foundation Course Objectives

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

= Discuss the ITIL® V3 qualification scheme

= Explain the practice of Service Management

= Describe the Service Lifecycle

®» |dentify the key principles and models of ITIL® V3

= Define generic concepts in ITIL® V3

= Discuss the processes, roles, and functions in ITIL® V3
= Summarize the use of technology with ITIL® V3

This is what the V3 Foundation exam will cover. However, we are comprehensive in our
approach to interpreting ITIL® and included areas that aren't addressed elsewhere. Our
added value is our experience. We don't want you to just pass the exam, we want you to
understand the concepts beyond the syllabus. Additional content are included in the
appendix. Non-examinable topics will be marked with the icon. |NE

Module 0 2

This ITIL® V3 Foundation course is aimed at teaching you the different
terminologies, concepts, processes, and functions that together form the
underlying structure of ITIE.

The coverage of this course is based on the officiali/MB Foundation

certificate syllabus released by APMG, and when appropriate, a reference to
the syllabus section is included in the presentation slide footer. The official
syllabus helps participants adequately prepare for the Foundation certification
examination leading towards attainment of the fTRoundation certificate in

IT Service Management. Some content specified by the syllabus are not going
to be covered by the examination, and in those instances, thExXXéoninable

(NE) icon is placed on the uppeght corner of the presentation slide.

The reference to the syllabus also includes a pointer to the sections of the
official ITIL® books where the full discussion of the topic can be found.
Use this to further your understanding of the topic as the Foundatieh
course is not designed to enable you to apply®Tiito your organization
without further studies and guidance.

Ref: APMG ITIL® V3 Foundation Certificate Syllabus v4.2
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ITIL® V3 Foundation Course Agenda

Module 1: Introduction to the Service Management Lifecycle (160m)
Principles of Service Management, Processes, the ITIL® Service Lifecycle

Module 2: Service Strategy (90m)

Concepts and Models, Processes

Module 3: Service Design (200m)
Concepts and Models, Key Principles, Processes

Module 4: Service Transition (140m)
Concepts and Models, Key Principles, Processes

Module 5: Service Operation (220m)
Concepts and Models, Key Principles, Processes and Functions

Module 6: Continual Service Improvement (150m)
Concepts and Models, Key Principles, Processes

Module 7: Summary and Exam Preparation (120m)
Review of Key Concepts and Practice Exam

Outline 8

This course is divided into seven main topics or modules.

Module 1 provides you with an overview of what services and Service
Management are, which is key to understanding the value of th& Sdtvice
Lifecycle model.

Modules 2 to 6 cover each of the Service Lifecycle phases. Each of these
modules will give you a brief introduction of what each lifecycle phase is

about as well as the basic concepts and principles for each of them. It is then
followed by a brief overview of their processes and any applicable functions.
The discussion of each phase ends with guidance on tools, metrics, and Critical
Success Factors (CSFs) as identified by ITSM practitioners worldwide.

The course ends with Module 7 which not only summarizes the course but,
more importantly, prepares you to take the FT\£3 Foundation certification
examination by sharing tips on how to answer the type of questions asked, as
well as having you take a mock examination.
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This is the first module of the course. Here we will introduce the concept of IT
Service Management and the basics of processes, functions, roles, and how
roles are determined in an organization will also be tackled. We will also
introduce how ITI® V3 defines the Service Lifecycle and what each of the
phases of this lifecycle looks like.

When going through this module, think of the relationship between your IT
organization and the users. How do you determine the quality standards of the
services provided? Is your IT organization more focused on the technologies it
manages or on the services those technologies allow you to provide? Do you
think of the strategy and design of your services prior to making them available
to users? How do you ensure ongoing service improvement?
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