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Quoted ITIL®text is from SS, SD, ST, SO, and CS| © Crown copyright 2007. Reproduced under license from OGC.

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

of knowledge.

This course teaches the latest version of ITIL for those who already have
Managerdevel certification from the previous versionslofL.

What do you already know about how ITIL V3 differs from its earlier versions,
and what in particular do you need to know more about?
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Module 0:
Welcome (30m)
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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

= 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
Module 0 3

This ITIL V3 Managers Bridge course is aimed at teaching you the new 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 ITIL practices for Service
Management without further guidance.
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Practical Exercise: Activity @@

Terms for This Course

Open the ITIL V2 and V3 glossaries and acronyms, including the ITIL V2-
V3 Differences document . Write down the new and changed terminology;
mark each as “N” for new or “C” for changed. Are any of these terms new
to you? If so, go to the glossary and look them up.

[E3]) 1mIL V3 Glossary
@ ITIL V3 Acronyms
[E3] L v2-v3 Diferences

@ ITIL V2 Acronyms and Glossary

Module 0 &
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Format of the Examination

Type Twenty (20) question Scenario-based, complex multiple-
choice examination.
Duration 90 minutes. Candidates sitting the examination in a

language other than their native language have a
maximum of 120 minutes and are allowed the use of a

dictionary.
Prerequisite Manager’s Certificate in IT Service Management
Supervised Yes

Open Book No
Pass Score 80% (16 0f 20)
Distinction Score |No

Delivery Online or paper based via an Accredited Training
Organization
Module 0 5
©2009 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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What the Managers Bridge Exam Is Like

S01: Scenario One

There are two primary aspects of value from a customer’s perspective: Fit for purpose and Fit for use.
The diagram below shows the separate logic of these two elements and the labels L1, L2 and L3
represent specific conditions related to the logic.

L1
Performance
supported? GATE 1 TF
Constraints removed? s L3
Fit for purpose?
GATE3 t—— T/F
Adequate availability? e _Ii /
. Fit for use?
Adequate capacity? = GATE2
Adequate continuity? == TIF
Adequate security? == T: TRUE
2 F: FALSE

Service Logic © Crown Copyright 2007 Reproduced under licence from OGC

1 Which of the following correctly matches the labels for L1, L2 and L3 in the above
diagram?
L1 L2 L3

a) Utility Warranty Value-created
b) Value-created Warranty Utility

c) Warranty Utility Value-created
d) Warranty Value-created Utility

Module 0 6

Selection A is the correct answer.

The exam is multiple choice of thestanswervariety. This means that the
alternatives differ in their degree of correctness. Some of the choices may be
completely incorrect, and some may be correct, but there will be one answer that
is clearly more correct than the othérhkis best alternative serves as the answer,
while the other alternatives function as distractors.
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Reqgistering for the ITIL V3 Managers Bridge Exam

= Prior to taking the ITIL V3 Managers Bridge exam, you are required to
sign into the Loyalist Certification Services Management System
(LCMS) to register your Session ID

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

Module 0 7
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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:
= Operational Support and Analysis (OSA) — Event, ITIL Expert
Ingident, Requgspt, Problem, Ayc’:ces(s, Se?’vice Desk, ot gl
Technical, IT Ops and Application Mgmt. Managing Across the Lifecycle
= Service Offerings and Agreements (SOA) -
Portfolio, Service Level, Catalog. Demand, 9 9 9 9 3 93 @ o 2 = s g" z g"
Supplier, and Financial Mgmt. === = §2 8% 2% 33 g 3
= Release, Control, and Vaiidation (RCV) ~Change, | @ 8 § © 5= &5 5@ 52 89
Release & Deployment, Validation & Testing, g ¢ & 3§ = ’é’ = B g 2“3
Service Asset & Configuration, Knowledge, = s s 8 % SE § @

Request Mgmt. / Service Evaluation

= Planning, Protection, and Optimization (PPO) - Lifecycle Modules Capability Modules

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 Linited 2008
me.asp _
Job Aid: ITIL V3 Qualification Scheme
Module O 8

There ardour levels within the ITIL scheme:
A Foundation leveil focuses on knowledge / comprehension to provide a good
_grounding in the key concept, terminology, and processes of ITIL
A Intermediate level assesses an individuadility to analyzeand apply the concepts
of ITIL. This is composed of two streams:
A Intermediate lifecycle streainfive individual certificates built around the
five core OGC titles: Service Strategy, Service Design, Service Transition,
Service Operation, and Continual Service Improvement
A Intermediate capability streaifour 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)
0 Operational Support and Analysis (OSAEvent, Incident, Request,
Problem, Access, Service Desk, Technical, IT Ops, Application
Mgmt.
o Service Offerings and Agreements (SQAjortfolio, 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 (PHGJapacity,
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)

©2009 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
1977 ITIL V3 Managers Bridge v5.0 (206) 7291107




'A‘ PULTORAK
& ASSOCIATES .
the business of IT™ PresemMtati on

ITIL V3 Qualification Scheme — Credits System for V2 to V3 Bridging

ITIL®
Master
v3 ITIL® Expert v
Managers > 22 credits required Managers
5 Managing Across the Lifecycle ‘5
8'3 2‘3 93 93 3 93 gg‘ s 1; s i. z .:‘ V2 Practitioner Modules
s 22 2 ;% %g g3 s 22 3.5 ServiceDesk& Incident 2
e I = H 4 3a 5 3 3 i Management
g g7 3 ER 'E £ ig 53 practitionsr | Service Level 2
i = % g- 2 2 is_ g’ E 3 % = Management
] 2 3 2 = Release nt 2
ImL® = g s 8 I'I'LA“ 3.5 — '::"‘"‘e 4
s e
Managers Define Service Continuity 2
Certificate 2 credits 55| Vianagement
Viorv2 . . L FinancialManagement 2
ITIL* V3 Foundation for Service Management 2 Practitioner
Supportand = Configuration 2
17 V3 Foundation Restore — Management :
Bridge mw er Change Management
0.5 Releaseand | Capacity Management %
4 Control 2!
Availability Management
V2 Foundation I
Certificate
1.5
© OGC's Official Accreditor - The APM Group Limited 2008
Module 0 9

Candidatesvith existing V2 knowledge and experienzan upgrade their skills to
V3 through a scheme which provides credits to V1 and V2 certifications.

Those who have Foundation level V2 skills may take the V3 Foundation Bridge
certification, and then continue to take the V3 intermediate level courses in order
to eventually attain the V3 expert level certification.

Those who have attained V1 or V2 Service Managers certificate can upgrade their
skills to V3 without going through the Foundation Level courses again. This can
be done by taking the V3 Managers Bridge course. Successfully passing the
certification examination fathat coursewill entitle the candidate to an ITIL

expert certification.

Candidates who have not yet attained V1 or V2 Managers certification but have
taken several of the V2 practitioner courses can continue to gain credits through
any of the V3 intermediate level courses, and then taking the Managing Across

the Lifecycle course. As long as candidates are able to accumulate the required 22
credits prior to taking the Managing Across the Lifecycle course, they can qualify
to receive the ITIL expert certification as well.

Full detailsof the bridging qualification scheme can also be found at the ITIL
official site (http://www.ititofficialsite.com).
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ITIL V3 Managers Bridge Course Agenda

Part 1: Introduction to ITIL V3 Service Lifecycle Management

Introduction to Why and How ITIL Changed, Service Management as a Practice, The Service Lifecycle,
Generic Concepts and Definitions, Technology and Architecture, Roles and Organization, Complementary
Industry Guidance

Part 2: Service Strategy, Service Design, and Service Transition (Unit I)
Key Principles and Models, Processes

Part 3: Service Transition (Unit Il) and Service Operation
Key Principles and Models, Processes, and Functions

Part 4: Continual Service Improvement Key Principles and Models, Processes
Implementation Considerations, Summary and Exam Preparation

Module 0 10

This ITIL V3 Managers Bridge Course is divided into four modules and is
focused on content that has been added or changed with ITIL Version 3. The
Bridging syllabus includes coverage of essential Version 2 content but these are
not part of the class and is expected knowledge of Bridging course participants.
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Part 1:
Introduction to ITIL V3 Service
Lifecycle Management
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Module 1:
Introduction to ITIL V3 (30m)
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The purpose of this module is to help you understand the background for ITIL v3
and why ITIL needed to change. Specifically, you must be able to:

A 00-1. Understand and explain the background to the new ITIL version and
how the project got input from different stakeholder groups and nationalities
00-2. Understand and explain why ITIL needed to change

00-3. Understand and explain the new structure of ITIL (core, complementary
and Webkbased material)

>

>
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Module Objectives

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

= (0-1. Explain the background to the new ITIL version and
how the project got input from different stakeholder groups
and nationalities

= (0-2. Explain why ITIL needed to change

= (0-3. Explain the new structure of ITIL (core, complementary, and Web-
based material)

ITILMDO1 Service Management as a Practice

Module 1: Introduction to ITIL V3 13

What specific objectives do you have for these topics?
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ITIL Version 3 (V3) was developed over a period of two years and was done
through consultatioacross different geographies, industries, organization types,
and sizesThe mentors were drawn from the ITIL Advisory Group (IAG)
comprised of 35 members from a global IT Service Management stakeholder
group,including:
AOffice of Government Commerce (OGC)
AProject authority and owner and IP holdeiTdt.
AOversees IP management and qualifications board
AOversees partners (example: itSMF International)
AIT Service Management Forum (itSMF)
AGlobal, independent, internationally recognized-powiit organization
for the development of IT Service Management
AThe APM Group (APMG)
AOfficial ITIL accreditation body since 2007
AQualifications and learning, accreditation of training organizations
AOversees accredited exam institutes: EXIN, BCS / ISEB, LCS
AThe Stationery Office (TSO)
AThe official publication organization
APublications, Web services, complementary portfolio
ITIL Refresh Project Findings and Scope reports can be found at:
A http://www.itil.co.uk/includes/consult.pdf
A http://www.itil.co.uk/scope_web.pdf
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