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Service Operation Course Objectives

At the end of this course, you should be able to gain competencies in the
following education and examination components related to this certification:

= |ntroduction to Service Operation

= Service Operations Principles

= Service Operation Processes

= Common Service Operation Activities

= Qrganizing Service Operation: Functions

= Technology Considerations

= |mplementation Considerations

= Challenges, Critical Success Factors and Risks

= Coordinate and carry out the actions and processes required to deliver
and manage services at agreed levels to business users and
customers as well as the responsibility for the ongoing management of
the technology that is used to deliver and support services

Module 0 3

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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Practical Exercise: Activity @ @

Terms for This Course

Open the SO Terms job aid and read through the list of terms. Are any of
them new to you? If so, go to the glossary and look them up.

Job Aid: SO Terms
Module 0 '
©2009 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Format of the Examination

Type Eight (8) multiple choice, scenario-based, gradient scored questions. Each
question will have 4 possible answer options, one of which is worth 5 marks,
one which is worth 3 marks, one which is worth 1 mark, and one which is a
distracter and achieves no marks.

Duration Maximum 90 minutes for all candidates in their respective language
Provisions for Candidates completing an exam:
additional time *In a language that is not their mother tongue, and
relating to language | *In a country where the language of the exam is not a business language in
the country,
have a maximum of 120 minutes to complete the exam and are allowed the
use of a dictionary
Prerequisite ITIL V3 Foundation Certificate or ITIL V2 Foundation plus Bridge

Certificate and completion of an accredited Course from an ITIL
Accredited Training Provider

Supervised Yes
Open Book No
Pass Score 28 /40 or 70%
Module 0 5

On the basis of the information provided in the scenario, you will be required to
select which of the four answer options provided (A, Bor@)) you believe to be

the optimum answer. You may choose ONE answer only, and the Gradient Scoring
system works as follows:

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

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

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

A 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%).
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Registering for the ITIL V3 Service Operation Examination

= Prior to taking the ITIL V3 Intermediate Lifecycle: Service Operation
exam, you are required to sign into the Loyalist Certification Services
Management System (LCMS) to register your Session ID

= To do this:
¢ Go to https://lcms.Ilcsexams.com
= Register with the session ID given to you by your instructor

Module 0 6
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ITIL V3 Qualification Scheme - Credits System

There are four levels in the ITIL qualification scheme:
Foundation, Intermediates (Capability and Lifecycle),
Expert, and Master. The Lifecycle intermediates are
one for each book. The Capability intermediates are
as follows:

= QOperational Support and Analysis (OSA) — Event, zzlzghﬁsxrg&ﬁd
Incident, Request, Problem, Access, Service Desk,
Technical, IT Ops and Application Mgmt. Managing Across the Lifecycle

= Service Offerings and Agreements (SOA) — P— . 2 q i 3
Portfolio, Service Level, Catalog. Demand, £ § & & 355 po z= 5% Z9%
Supplier, and Financial Mgmt. % % % % E E‘ b g_ é § g 3 g %

* Release, Control, and Validation (RCV) - Change, '§ § & £ § @ % § 3¢ S 5 28
Release & Deployment, Validation & Testing, é T 2 &8 % z g § ) g'
Service Asset & Configuration, Knowledge, s S g 3 o

Request Mgmt. / Service Evaluation
= Planning, Protection, and Optimization (PPO) -

Capacity, Availability, Continuity, Security, Demand, 2 credits
and Risk Mgmt. ITIL V3 Foundation for Service Management 2
For more information, visit: http:/www.itil-
officialsite.com/Qualifications/I TILV3QualificationSche ® OGC's Official Accreditor - The APM Group Limited 2008
me.asp J—
Job Aid: ITIL V3 Qualification Scheme
Module 0 7

There ardour levels within the ITIL scheme:

A Foundation level focuses on knowledge / comprehension to provide a good grounding

_inthe key concept, terminology, and processes of ITIL

A Intermediate level assesses an individuadhility to analyzeand apply the concepts of
ITIL. This is composed of two streams:

A Intermediate lifecycle streaimfive individual certificates built around the five
core OGC titles: Service Strategy, Service Design, Service Transition, Service
Operation, and Continual Service Improvement

A Intermediate capability streairfour individual certificates focusing on detailed
process implementation and management within cluster grou@pgsational
Support and Analysis (OSA); Service Offerings and Agreements (SOA),
Release, Control, and Validation (RCV), and Planning, Protection, and
Optimization (PPO)

0 Operational Support and Analysis (OSAEvent, Incident, Request,
Problem, Access, Service Desk, Technical, IT Ops, Application Mgmt.

0 Service Offerings and Agreements (SGAortfolio, Service Level,
Catalog. Demand, Supplier and Financial Mgmt.

0 Release, Control, and Validation (RCVLhange, Release
& Deployment, Validation & Testing, Service Asset & Configuration,
Knowledge, Request Mgmt. / ServiEgaluation

o Planning, Protection, and Optimization (PRGJapacity, Availability,
Continuity, Security, Demand and Risk Mgmt.

A ITIL experti certifies 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

A ITIL masteri assesses an individual's ability to apply and analyze the ITIL concepts in
new areas (currently under development)
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Service Operation Course Agenda (21h / 1260m)
Module 1: Introduction to Service Operation (40m)
Module 2: Service Operation Principles (50m)
Module 3: Service Operation Processes (420m)
Module 4: Common Service Operation Activities (240m)
Module 5: Organizing Service Operation: Functions (230m)
Module 6: Service Operations — Technology Considerations (45m)
Module 7: Service Operations — Implementation Considerations (100m)
Module 8: Challenges, Critical Success Factors, and Risks in Service Operation (15m)
Module 9: Summary, Exam Preparation, and Directed Studies (120m)

A minimum of 21 contact hours are required to complete this course, including two hours for

summary, exam preparation, and directed studies. Plan for a half hour of study (reading,
assignments, quizzes, etc.) for every hour of presentation content.

Outline
Module 0 8
Outline
©2009 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Module 1:
Introduction to Service Operation (40m)

/A) PULTORAK
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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:

A The term fAiService Operation, o and how i
(SO 1.2.3)

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

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

The functions within Service Operation (SO 2.4.6)

The value to the business (SO 2.4.3)

Q:See i f you can | ist the processes that
Operation. o0 Write your answers down so0 VY

SOO01 Introduction to Service Operation
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Module Objectives

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

= The term “Service Operation,” and how it fits in the overall core ITIL
Lifecycle (SO 1.2.3)

= The main purpose and objectives of Service Operation (SO 1.3, 2.4.1)
= The ITIL processes primarily covered in Service Operation (SO 2.4.5)
= The functions within Service Operation (SO 2.4.6)

= The value to the business (SO 2.4.3)

Module 1: Introduction to Service Operation 10

Consider how the practiceefined 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.

SOO01 Introduction to Service Operation
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ITIL V3 Is Arranged in a Service Lifecycle

N

- = Service Strategy
Continual Ensuring services meet
Service Service business needs

improvement UGN = Service Design

Designing the services
= Service Transition
Moving services into production
= Service Operation
‘l( Ongoing management of services
= Continual Service Improvement
Evaluating services and finding
X ways to improve them
N

Service
Strategy

® Crown copyright 2007. Reproduced under license from OGC. Job Aid: The PFOCGSS Map
5001 the term “Service Operation,” and how it fits in the overall core ITIL Lifecycle (SO 1.2.3)

Module 1: Introduction to Service Operation 11

The Service Lifecycle consists of five phases, namely:

1. Service Strategy represents policies and objectives

2. Service Design

3. Service Transition

4. Service Operatioin the progressive phases of the lifecycle that represent change
and transformation

5. Continual Service Improvementrepresents learning and improvement

Service Strategy is represented as the axis or ramtoiteon of this Service Lifecycle

Awheel 6 to show how it drives all the oth
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 AService Operation, o0 and how it fit
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The ITIL V3 Service Lifecycle: What Is It and What Are the
Benefits of Adopting It?

= Service Lifecycle — organizational model that provides insight into services
¢ The way Service Management is structured
¢ How the different components are linked together

¢ What impact change in one component will have on others and on
the entire lifecycle system

= Benefits of adopting the Service Lifecycle approach
v" Better IT and business integration

Improved agility and Return on Investment

Optimized capabilities and resources

Service stability

Improved service value measurement

v" Continuous improvement of services

%N RS

S001 the term “Service Operation,” and how it fits in the overall core ITIL Lifecycle (SO 1.2.3)
Module 1: Introduction to Service Operation 12

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:

A ITIL Corei Best practice guidance applicable to all types of organizations that

_ provide services to a business

A ITIL Complementary Guidandea complementary set of publications with
guidance specific to industry sectors, organization types, operating models, and
technology Architectures

ITIL V3 approaches Service Management from the lifeepéla-service viewpoint,

and how each of the Service Management components are linked to each other.

The following are the benefits of the Service Lifecycle:

IT and business integrationbetter understanding of business strategy and how

IT strategy should be developed around it

Improved agilityi quicker response to changing business needs and a focus on

what is of value to the business customer

Improved Return on Investmehtwareness of how services impact the business

Optimized capabilities and resourdeslarity in understanding the capabilities

and resources required by the services and utilizing them efficiently

Service stabilityi eases service implementation and management in dynamic,

high risk, volatile, rapidly changing business environments

Value measuremeiitimproves the measurement and demonstration of value

Continuous improvemeritidentifies triggers for improvement and change

>

> >

> >

SO01 the term AService Operation, o0 and how it fit
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The ITIL V3 Framework Is a Source of Good Practice in Service
Management with Core, Complementary, and Web-based Components

Core best ; Complementary
practice e o\ guidance
guidance specific to
applicable to all industry sectors,
types of organization
organizations types, operating
who provide models, and
services to technology

a business architectures

~—\\Web support services
for value-added products,
© Crown copyright 2007. Reproduced under license from OGC process maps, templates, Studies

S001 the term “Service Operation,” and how it fits in the overall core ITIL Lifecycle (SO 1.2.3)

Module 1: Introduction to Service Operation 13

There are three basic components to the V3 materials and framework ideas

A ITIL corei best practice guidance applicable to all types of organizations who
provide services to a business

A ITIL complementary guidancea complementary set of publications with
guidance specific to industry sectors, organization types, operating models, and
technology Architectures

A Web support servicdsrepresent 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 bgstctice 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 AService Operation, o0 and how it
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The Webcomponent of the ITIL V3 body of knowledge is a very important aspect of
the V3 implementation so these Web sites are your key resourcesttedate
information on ITIL®.
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