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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

ÁPut your name on both sides of your tent card so others can call you by your 

name

ÁThink through why you are here ïwhat 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.

ÁIntroduce 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

ÁSet you mobile phone and pager on vibrate or silent mode

ÁCheck that you have a picture ID, preferably a Driverôs License ïyou will need 

this as proof of identity if you are planning to take the optional certification 

examination

Notes

_______________________________________________________________
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This course is designed to be as interactive as possible since ITIL® is all about IT 

best practices that is shared throughout the community. It is thus of interest for all 

of us to get to know each otherôs background with respect to IT Service 

Management, as well as our motivations for taking this course.

Notes
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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.  
Four levels of training are commonly made available: Awareness, Essentials, 
Practitioners, and Managers (also known as ómastersò). Awareness is non-
certification oriented. This means there is no exam associated with this course. The 
other three levels are certification-oriented.  EXIN (The National Exam Institute 
for Informatics www.exin-exams.com) and ISEB (the Information Systems 
Examination Board www.bcs.org/iseb) provide ITIL® certification examinations, 
EXIN in North America through its agent, Loyalist College (www.itilexams.com).
Pultorak & Associates recommends ITIL® Essentials training and certification for 
all IT professionals, as it covers the basics of the IT profession. Practitioners 
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. You 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.
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Motivation and preparation are key elements for true learning to take place. You 

have to know what your reasons are for taking this course. Is it because you want 

to enhance your companyôs IT Service Management by applying what you will 

learn from this course? Is it because you want to upgrade your skills and be more 

effective at what you do? Whatever your reasons are for taking this course, you 

will walk away with valuable lessons that you can apply in your workplace.
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