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This is the ITIL® Version 3 (V3) Managers Bridge course presentation handouts.
This course teaches you the new concepts and changes ®ov@riion 2 (V2),
which is still used by many organizations worldwide as the basis for effective IT
Service Management. ITRLV3 was released in 2007 as an update to the®ITIL
body of knowledge.

This course teaches the latest version of ¢Tibr those who already have
Managerdevel certification from the previous versions of IPIL

What do you already know about how IPINV3 differs from its earlier versions,
and what in particular do you need to know more about?

Notes
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Introduction

" Name

" Company affiliation

" Title / function

" Job responsibility

" |T operations experience

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

Module 0

‘

When introducing your current role, please describe your primary job
responsibility, not just your title, as job titles and the actual work performed vary
from organization to organization.

Please be sure to ask questions to get a better understanding of the skills and
experiences that your fellow students and your instructor bring to this course
delivery.

Notes

©2008 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
1977 ITIL® V3 Managers Bridge 0 (206) 7291107



'A\ PULTORAK
& ASSOCIATES .
the business of IT™ Presemltati on

ITIL® V3 Managers Bridge Course Objectives

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

®  Describe the background for ITIL® V3 and why ITIL® needed to change NE

Discuss the value of good practice and what a service and Service Management are

Explain the Service Lifecycle and the objectives and business value of each phase

Articulate the generic concepts and definitions of ITIL®, both new and changed in V3

Communicate the key principles and models of Service Management and balance

some of the opposing forces within Service Management

® Describe how Service Management processes contribute to the Service Lifecycle and
explain the objectives, scope, concepts, activities, key metrics (KPIs), roles and
challenges for all of the ITIL® V3 processes, and explain the role, objectives,
organizational structures, staffing, and metrics of the Service Operation functions

B Explain each role in IT Service Management and its responsibilities

® Discuss Service Management Technology and Architecture considerations, including
technology requirements, service automation, and planning and implementation

" Participate in planning / implementing Service Management technologies and projects

" Cite how ITIL® V3 interfaces and can be used with complementary industry guidance

" Prepare to pass the optional 20-question ITIL® Managers Bridge Qualification exam

Non-examinable topics will be marked with the icon: NE

This ITIL® V3 Managers Bridge course is aimed at teaching you the ne® ITIL
terminology, structures, and basic concepts introduced with Version 3.

The ITIL® Managers Bridge certificate in IT Service Management is not intended
to enable the holders of the certificate to apply the ¥Tdtactices for Service
Management without further guidance.

These course objectives are our expectations from you after you have completed

this course. What about you, what are your expectations from this course? From
the instructor and from your fellow participants?

Notes
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This course is specifically created for those who already have Marlagels
knowledge of ITIL®. As this course is designed to provide an overview of what

has been introduced and changed with Version 3, it is expected that the course
participants have adequately prepared themselves for the course by going through
the prework listed. Reviewing past concepts in Version 2 as well as reading in
advance about Version 3 will help make the class run smoother not just for you

but for all participants as well.

This is an intensive course so adequate preparation is vital for your success in
passing the Managers Bridge examination that will happen at the end of this
course.

Notes
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