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The ITIL Intermediate Qualification: Service Operation (SO) Certificate is a 

freestanding qualification, but is also part of the ITIL Intermediate Lifecycle stream, 

and one of the courses that leads to the ITIL Expert 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 the ITIL Service 

Operation publication. 

The ITIL Certificate in Service Operation (SO) 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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On the basis of the information provided in the scenario, you will be required to 

select which of the four answer options provided (A, B, C,or D) you believe to be 

the optimum answer. You may choose ONE answer only, and the Gradient Scoring 

system works as follows:

Á If you select the CORRECT answer, you will be awarded 5 marks for 

the question

Á If you select the SECOND BEST answer, you will be awarded 3 marks for 

the question

Á If you select the THIRD BEST answer, you will be awarded 1 mark for 

the question

Á If you select the DISTRACTER (the incorrect answer), you will receive no 

marks for the question

to pass this examination, you must achieve a total of 28 marks or more out of a 

maximum of 40 marks (70%).



©2009 by Pultorak & Associates, Ltd. All rights reserved.

Course 4576 Service Operation v1.2

Presentation Å 6

www.pultorak.com

(206) 729-1107



©2009 by Pultorak & Associates, Ltd. All rights reserved.

Course 4576 Service Operation v1.2

Presentation Å 7

www.pultorak.com

(206) 729-1107

There arefour levels within the ITIL scheme:
Á Foundation level ïfocuses on knowledge / comprehension to provide a good grounding 

in the key concept, terminology, and processes of ITIL 
Á Intermediate level ïassesses an individual'sability to analyzeand apply the concepts of 

ITIL. This is composed of two streams:
Å Intermediate lifecycle stream ïfive individual certificates built around the five 

core OGC titles: Service Strategy, Service Design, Service Transition, Service 
Operation, and Continual Service Improvement

Å Intermediate capability stream ïfour individual certificates focusing on detailed 
process implementation and management within cluster groupings:Operational 
Support and Analysis (OSA); Service Offerings and Agreements (SOA), 
Release, Control, and Validation (RCV), and Planning, Protection, and 
Optimization (PPO)

o Operational Support and Analysis (OSA) ïEvent, Incident, Request, 
Problem, Access, Service Desk, Technical, IT Ops, Application Mgmt. 

o Service Offerings and Agreements (SOA) ïPortfolio, Service Level, 
Catalog. Demand, Supplier and Financial Mgmt. 

o Release, Control, and Validation (RCV) ïChange, Release 
& Deployment, Validation & Testing, Service Asset & Configuration, 
Knowledge, Request Mgmt. / ServiceEvaluation 

o Planning, Protection, and Optimization (PPO) ïCapacity, Availability, 
Continuity, Security, Demand and Risk Mgmt.

Á ITIL expert ïcertifies that the individual has successfully completed a number of 
Intermediate units in addition to the mandatory Foundation Level and the Managing 
Across the Lifecycle capstone course

Á ITIL master ïassesses an individual's ability to apply and analyze the ITIL concepts in 
new areas (currently under development)
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This module covers and introduction of the concepts and terminology in the field of 

Service Operation. To meet the learning outcomes and examination level of 

difficulty, you must be able to describe:

Á The term ñService Operation,ò and how it fits in the overall core ITIL Lifecycle 

(SO 1.2.3)

Á The main purpose and objectives of Service Operation (SO 1.3, 2.4.1)

Á The ITIL processes primarily covered in Service Operation (SO 2.4.5)

Á The functions within Service Operation (SO 2.4.6)

Á The value to the business (SO 2.4.3)

Q: See if you can list the processes that would fit under the umbrella ñService 

Operation.ò Write your answers down so you can check them later in the program.

SO01 Introduction to Service Operation
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Consider how the practicesdefined in these objectives are performed in your 

organization. List three specific goals you have for this lesson that will enable you to 

perform your role more effectively.

SO01 Introduction to Service Operation
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The Service Lifecycle consists of five phases, namely:

1.  Service Strategy ïrepresents policies and objectives

2. Service Design

3. Service Transition

4. Service Operation ïthe progressive phases of the lifecycle that represent change 

and transformation

5.  Continual Service Improvement ïrepresents learning and improvement

Service Strategy is represented as the axis or middle-portion of this Service Lifecycle 

ñwheelò to show how it drives all the other phases. Service Design, Service Transition, 

and Service Operation are all guided by this strategy. Continual Service Improvement 

covers all these phases and is responsible for improvement programs and projects, 

prioritizing them based on the strategic objectives of  the organization.

SO01 the term ñService Operation,ò and how it fits in the overall core ITIL Lifecycle (SO 1.2.3)
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SO01 the term ñService Operation,ò and how it fits in the overall core ITIL Lifecycle (SO 1.2.3)

The Service Lifecycle is iterative and multidimensional. It ensures that organizations 
are set up to leverage capabilities in one area for learning and for improvements in 
others. It is based on the following components: 
Á ITIL Core ïBest practice guidance applicable to all types of organizations that 

provide services to a business 
Á ITIL Complementary Guidance ïa complementary set of publications with 

guidance specific to industry sectors, organization types, operating models, and 
technology Architectures

ITIL V3 approaches Service Management from the lifecycle-of-a-service viewpoint, 
and how each of the Service Management components are linked to each other.  
The following are the benefits of the Service Lifecycle:
Á IT and business integration ïbetter understanding of business strategy and how 

IT strategy should be developed around it
Á Improved agility ïquicker response to changing business needs and a focus on 

what is of value to the business customer
Á Improved Return on Investment ïawareness of how services impact the business
Á Optimized capabilities and resources ïclarity in understanding the capabilities 

and resources required by the services and utilizing them efficiently
Á Service stability ïeases service implementation and management in dynamic, 

high risk, volatile, rapidly changing business environments
Á Value measurement ïimproves the measurement and demonstration of value
Á Continuous improvement ïidentifies triggers for improvement and change
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There are three basic components to the V3 materials and framework ideas

Á ITIL core ïbest practice guidance applicable to all types of organizations who 

provide services to a business

Á ITIL complementary guidance ïa complementary set of publications with 

guidance specific to industry sectors, organization types, operating models, and 

technology Architectures

Á Web support services ïrepresent the information available from many Service 

Provider groups that have products and services that support 

the ITIL lifecycle strategy

The core, complementary, and Web guidance of ITIL take inputs from the different 

industry standards and best-practice guidance on IT and business management. 

These together form the basis for developing and maintaining the lifecycle strategies 

depicted in the core volumes.

You shoulduse these three sources to build your own custom implementation of ITIL 

in your organization.

SO01 the term ñService Operation,ò and how it fits in the overall core ITIL Lifecycle (SO 1.2.3)
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The Web-component of the ITIL V3 body of knowledge is a very important aspect of 

the V3 implementation so these Web sites are your key resources for up-to-date 

information on ITIL®. 


