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Service Design Course Objectives

At the end of this course, you should be able to demonstrate knowledge,
comprehension, and the ability to analyze and apply the following Service
Design components:

= Management and control of all Service Design activities

= Management and application of Service Design concepts, inputs,
outputs, and activities

= Knowledge of Service Design principles and management of Service
Design processes

= Control and coordination of Service Design technology related activities

= Justification and control of the organizational and technological issues
on Service Design

= Analysis, justification, and selection of the implementation and
improvement approaches, challenges, critical success factors, and risks

Module 0 3

The ITIL® Intermediate Qualification: Service Design (SD) Certificate is a freestanding
qualification, but is also part of the I®lintermediate Lifecycle stream, and one of the
courseghat leads to the ITR.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 Design publication.

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

©2009 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
Course 4573 Service Design v1.1 (206) 7291107



Ja¥ PULTORAK
& ASSOCIATES

the business of IT™ PresemMtati on

Practical Exercise: Activity @ @

Terms for This Course

Open the SD 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: SD Terms
Module 0 4
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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, Boi)) you believe to be
the optimum answer. You may choose ONE answer only, and the Gradient Scoring
system works as follows:
f If you select the CORRECT answer, you will be awarded 5 marks for the
guestion
f If you select the SECOND BEST answer, you will be awarded 3 marks for
the question
f If you select the THIRD BEST answer, you will be awarded 1 mark for the
guestion
f 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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