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This is Pultorak & Associatesô ITIL® Essentials course, an intensive two-day 

instructor-led course that:

ÁProvides a complete overview of all eleven ITIL® components, including 

goals, key terms, responsibilities, and keys to success 

ÁPrepares Participants to pass the ITIL® Foundation exam 

ÁHelps Participants leverage ITIL® concepts and practices in their daily work 

Notes
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Welcome! 
In the minutes preceding the start of the class, some things you can do to ensure we 
get off to a smooth start include:
ÁSign the sign-in sheet so your instructor knows you are here
ÁThink through why you are here - what are your course objectives? What do 

you want to get out of this course? What do you plan to do / what are you 
expected to do when you take this material back to work after the course?

ÁBrowse through your materials to familiarize yourself with their contents, 
especially the ITIL® Pocket Guide and the sample exams

ÁLet your instructor know if there are issues with the room temperature, food 
and beverages, fire exits, phones, bathrooms, etc.

Á Introduce yourself to your instructor and give them a copy of your business 
card to make it easier for them to provide you with any course extras

ÁPlease turn off or mute your mobile device 
ÁCheck that you have a picture ID, preferably your Driverôs License -- you will 

need this to show proof of identity if you are planning to take the optional 
certification examination

When introducing your current role, please describe your primary job 
responsibility, not just your title, as job titles and the actual work performed vary 
from organization to organization.

Please be sure to ask questions to get a better understanding of the skills and 
experiences that your instructor and your fellow Participants bring to this course 
delivery.
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After completing this course, you should be able to:

ÁCite background information on ITIL® and Service Management and know 

where to go for additional information

ÁDefine key ITIL® terminology, definitions and distinctions

ÁList and describe the ten ITIL® Service Management processes and the 

Service Desk function, including high-level steps, activities, and deliverables

ÁDescribe the interdependencies among the ITIL® processes

ÁExplain the ówhyô of each ITIL® process: its goal and benefits, as well as its 

costs

ÁPass the ITIL® Foundation certification exam

ÁUnderstand essential ITIL® concepts and apply them in your everyday work

Notes
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Module 1, ñ Introduction to ITIL®,ò introduces IT Service Management and the IT 
Infrastructure Library (ITIL®) of publications--who created them and why, unique 
features, history; adopters, resources, user group, tools, training and certification, 
and services. 

Module 2, ñService Desk, Incident Management, Problem Management,ò covers 
the Service Desk function (that is, department or organizational unit), as well as the 
n-tier Incident and Problem Management processes, the practices that are closest to 
the óhands on the keyboardô User.

Module 3, ñChange Management, Configuration Management, Release 
Management,ò covers maintaining the live environment configuration in a known 
state, and ensuring that the business disruption of Changes is minimized and the 
successful rollout of Releases is maximized.

Module 4, ñService Level Management, Availability Management, Security 
Management, Financial Managementò covers the three processes that are closest to 
the ópay the billsô Customer. It focuses on defining what services are provided, and 
managing the perception and the reality of the successful provision of those 
services, including availability levels, security, and cost.

Module 5, ñCapacity Management, IT Service Continuity Management, ñcovers 
Capacity Management, which is about ensuring that the right resources are 
available at the right time and at the right cost, and IT Service Continuity 
Management, which focuses on ensuring that after a business interruption, the IT 
service provider can recover an agreed set of services along a predefined timeline 
that streamlines the process of getting the business back up and running.

Module 6, ñSummary and Preparation for Examination,ò concludes the program 
with a summary of the course teachings and a review of the topic to prepare for the 
examination.
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ITIL ® training is available from Pultorak & Associates (www.pultorak.com) and 
other training providers; for a list of training providers, see www.itilexams.com. 
EXIN (www.exin-exams.com) and ISEB (www.bcs.org/iseb) provide ITIL®

certification examinations.

Four levels of training are commonly made available: awareness, essentials, 
practitioners, and managers (also known as ómastersò). The first of these, 
awareness, is non-certification oriented, meaning there is no exam associated with 
this course. The other three levelsðessentials, practitioners, and managersðare 
certification-oriented. Pultorak & Associates recommends ITIL® Essentials training 
and certification for all IT professionals, as it covers the basics of the IT profession. 
Practitioner training is recommended for those whose primary job responsibilities 
correspond strongly with a particular ITIL® process. You can think of ITIL®

Managers as being to ITIL® Essentials as a graduate education is to an 
undergraduate education: first, learn the foundational concepts and techniques 
(essentials), then apply them for a few years, then go back and revisit the concepts 
with ónew eyesô a few years later (managers). ITIL® Managers training represents a 
significant investment of time and money.

Many organizations require role-based and customized training in addition to, or 
instead of, the standard training and certification offerings described above. For 
example, managers, developers, and technical support and service delivery staff 
may require training at the Essentials level that is matched to their job 
requirements. Training may also be customized to take into account the Service 
Management tools that were chosen, or to ensure messages about the organizationôs 
vision for, or adaptation of, Service Management are reflected in the training.


