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instructorled course that:
A Provides a complete overview of all eleven I¥tomponents, including
goals, key terms, responsibilities, and keys to success
A Prepares Participants to pass the fTHoundation exam
A Helps Participants leverage ITlconcepts and practices in their daily work
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Participant Introductions

Name

Company affiliation

Title / function

Job responsibility

IT experience

ITIL® / Service Management experience
Expectations for the course

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:

A Sign the sigrin sheet so your instructor knows you are here

A Think through why you are heravhat 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?
Browse through your materials to familiarize yourself with their contents,
especially the ITIE Pocket Guide and the sample exams
Let your instructor know if there are issues with the room temperature, food
and beverages, fire exits, phones, bathrooms, etc.
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
Please turn off or mute your mobile device
Check that you have a pict ur-gouwilbD, pref e
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.

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Course Objectives

®  Provide background information on ITIL® and Service Management

®  Know the ten ITIL® Service Support and Service Delivery processes and
the Service Desk function

Highlight relationships among the processes

List costs and benefits of applying ITIL® processes
Achieve Foundation-level certification, if desired
Apply essential ITIL® concepts in your everyday work

Module 0 3

After completing this course, you should be able to:

A Cite background information on ITfLand Service Management and know
where to go for additional information

A Define key ITIL® terminology, definitions and distinctions

A List and describe the ten IT¥.Service Management processes and the
Service Desk function, including higavel steps, activities, and deliverables

A Describe the interdependencies among the@liocesses

AExpl ain the Gwiocess: itogdoal and lmehefitd, as well as its
costs

A Pass the ITIE Foundation certification exam

A Understand essential ITHconcepts and apply them in your everyday work

Notes
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Course Overview

Module 1: Introduction to ITIL®

Module 2: Service Desk, Incident Management, Problem Management

Module 3: Change Management, Configuration Management, Release
Management

Module 4: Service Level Management, Financial Management, Availability
Management, Security Management

Module 5: Capacity Management, IT Service Continuity Management

Module 6: Summary and Preparation for Examination

Modul e 1, A | ®td oidnttTtSersdice dansmenierit and the IT
Infrastructure Library (ITI®) of publications-who created them and why, unique
fea(;[ures,_ history; adopters, resources, user group, tools, training and certification,
and services.

Modul e 2, AService Desk, Incident Manager
the Service Desk functionh@t is, department or organizational ynés well as the

n-tier Incident and Problem Mana%ement processes, the practices that are closest to
the 6hands on the keyboarddé User.
Modul e 3, AChange Management, Configur [
Management,b covers malntaining the |1

s

) at
I n vV e
minimized and the

state, and ensuring that the business disruption of Changes i

successful rollout of Releases is maximized.

Modul e 4, fAService Level Management, Avai
Management, Financi al Management o covers

t he Oan the bills6 Customer. |t focuses

managing the perception and the reality of the successful provision of those

services, including availability levels, security, and cost.

Modul €apaciity Management, | T Seovewsi ce Cont

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.

Modul @ummamy and Preparation for Examinat
with a summary of the course teachings and a review of the topic to prepare for the
examination.

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Pultorak ITIL® Curriculum and Certification

High-level understanding of ITIL®

1 half-day non-

processes and the Service Desk
function; optional Foundation exam

Awareness | concepts, terminology, and resources certification
oriented course
Basic understanding of the ten ITIL® -
: Service Delivery and Service Support 2-3 day training,
Essentials 1-hour multiple

choice exam

Practitioner

Deep understanding of one or a cluster
of related ITIL® processes. Foundation
certification is required.

3-5 day training,
1-hour multiple
choice exam

Managers

Deeper understanding of all ten ITIL®
processes and the Service Desk
Function. Foundation certificate is a
prerequisite; also known as “Masters”.

2-week training, 2-
3 hour essay style
exams

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 FTIL
certification examinations.

Four levels of training are commonly made available: awareness, essentials,
practitioner s,

and

manager s

(al so

k nown

awareness, is necertification oriented, meaning there is no exam associated with
this course. The other three levielessentials, practitioners, and managesse
certificationroriented. Pultorak & Associates recommends fTHssentials 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 IT®llprocess. You can think of ITRL
Managers as being to ITILEssentials 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
f e W Mgnagens sainihgarépeesentsama n a g €

Wi

t h

Onew

eyesob a

significant investment of time and money.

Many organizations require relesed 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
vision for, or adaptation of, Service Management are reflected in the training.

tool s that

wer e

chosen,

or
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Housekeeping (continued)

B Logistics

¢ Sign-in .
+ Parking .
¢ Building access .
¢ Class hours

+ Food .
¢+ Phones .
¢+ Restrooms .
+ Recycling .
¢ Smoking B

®  Participant Materials

Participant workbook
Job aids and handouts
Evaluation

®  Ground Rules

Have fun learning
Good vibrations
Ground cover
Parking lot

Think and act

Module 0 6

Ground Rules
AHave fun | earning.

A Good vibrations. Please make sure that all mobile phones, pagers, and other
electronic devices are off or on vibrate/silent mode. We have plenty of breaks

Letds make t hi

scheduled throughout the day in which you can conduct business.

AGround cover. This
dondt hesitate to
ask clarifying questions, etc.

AParking lot. As we

i s an intense

ask for additi onal

have a | ot of

guestions that will be covered later in the material. Also, for detailed
di scussions that are not for the

A Think and act. The primary ground rule is for you to think about the content of
the course and write down action items you can take back with you to work.

This is especially true because this is an applicdboased, rather than a

conceptfocused course.

Notes

©2008 Pultorak & Associates, Ltd. All rights reserved.
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Module 1
Introduction to ITIL®

Lesson 1.1: Introduction to IT Service Management and
ITIL®

Lesson 1.2: Overview of essential ITIL® concepts

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Course Overview
Module 1: Introduction to ITIL®
Module 2: Service Desk, Incident Management, Problem Management

Module 3: Change Management, Configuration Management, Release
Management

Module 4: Service Level Management, Financial Management, Availability
Management, Security Management

Module 5: Capacity Management, IT Service Continuity Management

Module 6: Summary and Preparation for Examination

QOutline 8

This is the first of six modules in the ITILEssentials course. It explains the

concept of IT Service Management and describes the IT Infrastructure Library
(ITIL®), ITIL® publications-who created them and why, their unique features, and
history; ITIL® adopters, resources, user group, tools, training and certification, and
consulting services. The module concludes with a lesson that covers the ITIL
Service Management processdbeir aims, and how they interoper@ti detail.

The next module, Module 2pvers the Service Desk functiahdt is, department

or organizational unjt as well as the-tier Incident Management process and
Problem Management process, the one function and two processes closest to the
6hands on the keyboarddé User.

Modules 35 cover the remaining ITR.Service Management processes.

Module 6, the final module, summarizes the teachings of the course and provides
an optional review of materials in preparation for taking the ¥THbundation
certification examination.

The modules contain lessons covering each@iocess, its goal, benefits,
responsibilities, deliverables, associated concepts and terminology,
interdependencies with other processes, Critical Success Factors, and general
guidance for the IT professional for the setup and operation of the proesss.

taking tips are sprinkled throughout these modules; those tips and others are
reviewed at the conclusion of Module 6 as part of the summary and optional exam
preparation.

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Module 1: Introduction to ITIL®
Overview

® Lesson 1.1: Introduction to IT Service Management and ITIL®
® Lesson 1.2: Overview of essential ITIL® concepts

Module 1: Introduction to ITIL® g

This module provides a background on the IT Infrastructure Library QTIL
Lesson 1 describes Service Management, sinceé®lila Service Management,
and covers the basics of ITLincluding who created it and why, who is using it,
and the ITIL® training and certification roadmap.

Lesson 2 examines the IT8LService Management procesddbeir aims, and how
they interopera®i n pr eparation for a deeper dadril

Notes

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Lesson 1.1
Introduction to
IT Service Management and ITIL®

Module 1: Introduction to ITIL®

Notes

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Lesson Objectives

After completing this lesson, you will be able to:
®  Explain the concept of IT Service Management

® List the ITIL® publications, outline who created them and why, their
unique features, and history

®  OQutline the processes in the ITIL® Service Management set

m Reference ITIL® adopters, resources, user group, tools, training &
certification, and consulting services

This lesson explains what an IT Service is, what IT Service Management is, and
what the IT Infrastructure Library is, including where it came from, who is using it,
and what processes are in the Service Management set.

After completing this lesson, you will be able to:

A Describe the concept of IT Service Management, what services are, and what
Service Management is

A Describe the IT Infrastructure Library (ITP).

A List the ten ITIL® Service Management processes and one function

A List the ITIL® publications, outline who created them and why, their unique
features, and history

A Reference ITIP adopters, resources, user group, tools, training &
certification, and consulting services.

Notes

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Services and Service Management

m  Services

+ ‘The deliverables of the IT services organization as perceived by the
Customers; the services do not consist merely of making computer
resources available for Customers to use’

®  Service Management
+ ‘Management of services to meet the Customer’s requirements’
® [T Service Management (ITSM)

+ Focus on management of services provided
by IT to its Customers

® |Infrastructure
+ Everything needed to deliver a service

Source: Planning to Implement Service Management

ITIL® is a Service Management framework. Understanding®Téquires
understanding services first and then Service Management.

Services
Services are the set of discrete things your organization provides its customers
from the point of view of the customer.

defined your services and have not included your customers in that definition, if
you have not or do not systematically ask and understand what your customers see
as the services you provide, you are off track.

Service Management
We have defined services. So what is Service Management?
A Service Management is a total organizational approach that makes quality of
service, as perceived by the customer, the number one driving force of the
operation of the business. (Source: Service America!, Karl Albrecht 1988).

IT Service Management
In the context of IT, Service Management is managing a discrete set of IT services

to a quality bar of fAmatched to user and
to managing | T as fAcare and feeding of cc
Infrastructure

In order to make services possible, we need hardware, software, the people to
manage the service, supplies, and many other items, which as a group is called the
infrastructure.

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Entities in Service Management
m User

+ Person who uses the service on a day-to-day basis
®m  Service Provider
+ Organization supplying the service
®m  Supplier
+ Third party responsible for supplying goods or services required to
deliver services to the Users
®m  Customer
+ Someone who buys goods or services

+ The person or group who defines and agrees the Service Level
targets

It is important to distinguish the different entities involved in Service Management.

User:
A person who uses the IT Service on a-ttaglay basis. Users are distinct from
customers, as some customers do not use the IT Service directly.

Service Provider:
An organization supplying services to one or more customers. Service provider is
often used as an abbreviation for IT service provider.

Suppliers:

A third party responsible for supplying goods or services that are required to
deliver IT services. Examples of suppliers include commodity hardware and
software vendors, network and telecom providers, and outsourcing organizations.

Customers:

Someone who buys goods or services. The Customer of an IT Service Provider is

the person or group who defines and agrees to the Service Level Targets. The term
Afcustomerso is also sometimes informally
is a Customer Focused Organization".

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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IT Service Management Objectives
Align IT services with current and future business and Customer needs

Partner with the business to create new business opportunities

Reduce long-term cost of services, driving down Total Cost of
Ownership (TCO)

Improve quality of IT services

Deliver current services consistently

Source: Planning to Implement Service Management

Module 1, Lesson 1.1: Introduction to IT Service Management and ITIL®

Service Management is also a philosophy or mindset that encompasses:
A Enacting a service culture
A Recasting individuals, teams, and organizations as IT service providers
A Enacting processes that underpin the creation and delivery of services that
meet changing business needs and expectations
A Conceptualizing and running IT as a business, as opposed to an overhead
function

Service Managementr iic® asecopposieddtor 6cl i
60t echwehogy cd. -c&tic megns systamaticatlyemanaging both

client expectations and perceptions and the technology infrastructure required to
consistently deliver on those expectations.

Service Management is about managing the client service experience and
infrastructure, where a service is a set of related functions IT provides that are seen
by the Customer as a coherent, -selfitained entity, and infrastructure is

everything that underpins service delivery, including people, processes, and
technology. This means Service Management requires a focus on the relationships
with customers, that includes sometimes difficult conversations about what is
needed to consistently deliver on service commitments.

©2008 Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
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Organizing Around Services

e

‘‘‘‘‘‘
.......

Technology Service Business
= Production computing = Service Management /= End user Computing

= Technology optimization

= Mass market

= Technology-out

» Quality = Technical
= Thinking is internal,

analytical, “down and in”
= Focus is on inherent parts

= Service experience

= Richness & Reach

= Service-in & out

= Quality = Service

= Thinking balances
analysis and synthesis

= Focus is on the
service

= Customer experience

= Customer 1:1

= Customer-in

= Quality = Customer
Thinking is external,
synthetic, “up and out”

= Focus is on the client
interactions

A

Module 1, Lesson 1.1: Introduction to IT Service Management and ITIL®

IT Service Management is all about organizing IT around the services it needs to

provide the business. It is no longer about finding and implementing the latest and
greatest technology, and in fact many times that might even be detrimental to the
business.

Notes
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Components of a Service

Profit
Value

Business Needs
Customer Satisfaction

Customer
Business Unit
Service
Level
Agreement
Service Level
Manager
Service
Services SLAs
Systems OLAs
Applications ucs
Databases
Service Management Networks Internal / External
Processes SM Tools Service Providers
Module 1, Lesson 1.1: Introduction to IT Service Management and ITIL® 16

People
A Agreements (SLA/ OLA/ UCs)
A Organizational functions, roles, stakeholders
A Skills, knowledge, attitude; KM, CoPs, performance support
A HR systems; commitment, trust, reward, satisfaction

Process
A Service Management processes

Technology
A Hardware, software, systethsietworks, applications, etc.
A Both the live environment and the tools to support, manage, and monitor it

Steering
A Measurement, metrics, control, escalation, and reporting tools; policy;
codification schemes (for example: time/resource, Financial, Incident,
Availability)

Notes
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Three-legged stool
People

Culture, Attitude,
Beliefs, Skills

Strategy
Steering
Direction
Integration

Infrastructure
(Tools)

Service Support &
Service Delivery

Processes Technology

Source: Planning to Implement Service Management

Module 1, Lesson 1.1: Introduction to IT Service Management and ITIL® 17

While Service Management focuses on processes as a means to ensuring better
results, it is not just about processes. Effort is required along four dimensions to
implement Service Management
A People: People with the right skills, knowledge, attitude (a service culture), in
the right organizational structure.
A Process: The ITIR Service Management processes.
A Technology: The technical infrastructure must provide an adequate foundation
for consistent service delivery, and proeessbling tools must be available,
as well as performance support systems (for example: HR systems, knowledge
management, education, job aids).
A Steering: Governance mechanisms to ensure services are on track.

Notes
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It is important that all staff involved in delivering service are committed to the
concept of Customer Delight. This can only be achieved if the organization's
culture demands it. The prevalent culture within any organization is a product of a
variety of factors: the age and history of the organization, its size, the technology in
use, its objectives, the market as well as geography and the personalities and
backgrounds of people employed.

Notes
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