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Continual Service Improvement Course Objectives

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

= Describe the importance of Service Management as a Practice and
Continual Service Improvement (CSI) principles, purpose, and objective

= |ist and describe processes, sub-processes, roles, activities, methods, and
functions pertaining to Continual Service Improvement (the 7-step
Improvement Process, Service Measurement, Service Reporting) and how
they interact with other Service Lifecycle processes

= Describe organizing for CSI, including roles, responsibilities, activities, and
functions to achieve operational excellence

= Qutline how to measure Continual Service Improvement

= Cite technology and implementation considerations for CSI

= Analyze, justify, and select CSI implementation approaches

= |ist challenges, Critical Success Factors, and risks in CSI

= Define terminology related to Continual Service Improvement

= Prepare to pass the CSlI certification examination

Module 0 3

AThelTIL ® Intermediate Qualification: Continual Service Improvement (CSI)
Certificate is a freestanding qualification, but is also part of theé®lfitermediate
Lifecycle stream, and one of the courses that leads to theEkjtert in IT Service
Management Certificate. The purpose of this course and the associated exam and
certificate is, respectively, to impart, test, and validate the knowledge on industry
practices in Service Management as documented in th& Cdhtinual Service
Improvement publication.

The ITIL® Certificate in Continual Service Improvement (CSI) is intended to enable
the holders of the certificate to apply the practices in resolution and support of the
Service Management Lifecycle.
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