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ITIL® Service Lifecycle: Service Operation

Duración: 3 Días      Código del Curso: LSO

Temario:

The course builds on the principles covered as part of the ITIL Foundation course and is aligned to the 2011 syllabus. It focuses on the lifecycle
aspects of Service Operation. The course covers the management and control of the activities and techniques within the Service Operation
stage of the lifecycle but not the detail of each of the supporting processes. Lower level details of the processes from Service Operation are
mostly covered in the Operational Support and Analysis capability course. Additionally the course looks at the concept of Service Operation
principles and at the interfaces between Service Operation and the other stages of the ITIL Service Lifecycle

Dirigido a:

This course is primarily for IT Managers and Practitioners involved in the strategy, design, implementation and on- going support and delivery
of business IT services and those interfacing with information systems who require an insight into Service Management best practice. This may
include Business Analysts, Business Relationship Managers, Project and Programme staff.

Objetivos:

This qualification provides a complete management-level
overview of service operation including all its related activities.
Be prepared for the ITIL Service operation examination

Prerequisitos: Exámenes y certificación

Delegates are required to meet the following mandatory The course forms part of the ITIL qualification programme. This
prerequisites: course is worth 3 ITIL Expert Credits. The examination will consist of

a complex multiple choice, closed book paper, to be completed
Hold the ITIL Foundation Certificate in IT Service Management or within 90 minutes. (Candidates sitting the examination in English
earlier ITIL and who do not have English as their first language will be allowed

120 minutes to allow use of a dictionary.) The pass mark will be
70% or more. Exam to be charged separately.
Please note you must bring a copy of your ITIL Foundation exam
certificate, this is required in order for you to take the exam
associated with this course.
On  successful completion of the course and passing of the
subsequent exam 3 number of credits will be awarded by the
examining institute.

Aviso importante:

A partir del 1 de noviembre de 2019, todas las formaciones
relacionadas con AXELOS se impartirán y venderán en combinación
con el examen oficial. Contacta con nosotros para conocer las
opciones de examen disponibles.

As of 1 November 2019, all training associated with an AXELOS
product will be sold in combination with the corresponding official
assessment. Please check with us the available delivery methods.

Este cambio se aplica a todos los formatos de entrega, incluyendo
presencial y online de los productos de AXELOS. A partir del 1 de
noviembre de 2019.
This change will apply to both classroom-based and online training
courses for all AXELOS products and will officially come into effect on
1 November 2019.
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Siguientes cursos recomendados:

The following courses are recommended for further study:

ITIL® v3 Lifecycle Courses
ITIL® v3 Capability Courses

Contenido:

Introduction to service operation: Common service operation activities: Challenges, critical success factors and risks:
line line line

The purpose, objectives and scope of How the common activities of service The challenges (e.g. engagement with
service operation operation are co-ordinated for the staff outside service operation, justifying
The value to the business ongoing management of the technology funding), critical success factors (e.g.
The context of service operation in the ITIL that is used to deliver and support the management and business support, staff
service lifecycle services retention) and risks (e.g. loss of service)
The fundamental aspects of service How monitoring, reporting and control of related to service operation.
operation and the ability to define them. the services contributes to the ongoing

management of the services and the
Service operation principles: technology that is used to deliver and
line support the services 

How an understanding of the basic conflict How the operational activities of
between maintaining the status quo and processes covered in other lifecycle
adapting to changes in business needs can stages contribute to service operation 
lead to better service operation How IT operations staff should look for
Other service operation principles including: opportunities to improve the operational
involvement in other lifecycle stages; activities.
understanding operational health; the need Organizing for service operation 
for good documentation and communication The role, objectives and activities of each
including a communication strategy of the four functions of service operation:
Service operation inputs and outputs. service desk,technical management, IT

operations management, and application
Service operation processes: management 
line Service operation roles and

The use, interaction and value of each of the responsibilities, where and how they are
service operation processes: event used as well as how a service operation
management,incident management, request organization would be structured to use
fulfilment, problem management, and these roles.
access management.

Technology considerations:
line

The generic requirements of technologies
that support service management across
all lifecycle stages 
The specific technology required to
support the service operation processes
and functions.

Implementation of service operation:
line

Specific issues relevant to implementing
service operation including: managing
change in service operation; assessing
and managing risk in service operation;
operations staff involvement in service
design and service transition 
Planning and implementing service
management technologies within a
company.
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Información Adicional:

*ITIL® es una marca registrada de AXELOS Limited, utilizada bajo permiso de AXELOS Limited. Todos
los derechos reservados.

Más información:

Para más información o para reservar tu plaza llámanos al (34) 91 425 06 60

info.cursos@globalknowledge.es

www.globalknowledge.com/es-es/

Global Knowledge Network Spain, C/ Retama 7, 6ª planta, 28045 Madrid

http://www.globalknowledge.com/es-es/

