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This comprehensive resource delves into Service Design based on ITIL v3, serving as a critical man-
agement guide for establishing robust IT services. It further explores Operational Support and Analysis, 
offering essential knowledge and best practices specifically tailored for ITIL v3 exam candidates aiming 
for certification and operational excellence.
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IT Service Management

ITIL(R) is a framework for IT service management and provides best management practice to meet 
ISO/IEC 20k. This guide introduces ITIL both to Foundation Exam candidates and to people who require 
a practical understanding of IT sevice management. An ITIL(R) Licensed Product.

Operational Support and Analysis

This user-friendly book will help candidates pass the ITIL(R) OSA Intermediate examination. It refer-
ences the source material from the core ITIL texts and helps readers make sense of the technical and 
complex ITIL terminology. An ITIL(R) Licensed Product.

ITIL Intermediate Certification Companion Study Guide

Complete, detailed preparation for the Intermediate ITIL Service Lifecycle exams ITIL Intermediate 
Certification Companion Study Guide is the ultimate supporting guide to the ITIL Service Lifecycle 
syllabus, with full coverage of all Intermediate ITIL Service Lifecycle exam objectives for Service 
Operation, Service Design, Service Transition, Continual Service Improvement, and Service Strategy. 
Using clear and concise language, this useful companion guides you through each Lifecycle module 
and each of the process areas, helping you understand the concepts that underlie each skill required 
for certification. Illustrative examples demonstrate how these skills are applied in real-life scenarios, 
helping you realize the importance of what you're learning each step of the way. Additional coverage 
includes service strategy principles and processes, governance, organization, implementation, and 
technology considerations, plus guidance toward common challenges and risks. ITIL is the most 
widely adopted approach for IT Service Management in the world, providing a practical, no-nonsense 
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framework for identifying, planning, delivering, and supporting IT services to businesses. This study 
guide is the ultimate companion for certification candidates, giving you everything you need to know in a 
single informative volume. Review the information needed for all five Lifecycle exams Examine real-life 
examples of how these concepts are applied Gain a deeper understanding of each of the process 
areas Learn more about governance, organization, implementation, and more The Intermediate ITIL 
Service Lifecycle exams expect you to demonstrate thorough knowledge of the concepts, processes, 
and functions related to the modules. The certification is recognized around the world as the de facto 
standard for IT Service Management, and the skills it requires increase your value to any business. For 
complete, detailed exam preparation, ITIL Certification Companion Study Guide for the Intermediate 
ITIL Service Lifecycle Exams is an invaluably effective tool.

Service Design Based on ITIL V3

The Management Guides are a concise summary of the Foundations of IT Service Management based 
on ITIL V3. A quick, portable reference tool to the standards used within the Service Management 
community. Not only includes the Lifecycle Approach but in addition covers the processes in a separate 
section as well. What are the key service management processes? What is the lifecycle approach? "] a 
wonderful compliment to the Best Practice Series. As an ITIL Training Organization our consultants 
were required to reach each of the ITIL V3 books. There was lots of complaining about how the 
books took too long to say very little. The Management Guides are a good alternative for those 
who want a quick reference. They are in-depth enough to cover the subject without becoming overly 
verbose"(Ramon Smitherman, Vice President Sales and Operations, Dream Catchers, Inc.)

IT Service Management Foundation Practice Questions

The most authoritative guide to preparing for the ITIL(R) V3 Foundation Certificate in IT Service 
Management. It includes an extensive range of practice questions complete with explanations and key 
learning points. The book utilises the experience of three members of the ISEB examination panel. An 
ITIL(R) Licensed Product.

IT Service Management

ITIL(R) is a framework for IT service management and provides best management practice to meet 
ISO/IEC 20k. This guide introduces ITIL to Foundation Exam candidates and offers a practical under-
standing of IT service management. The new edition is fully updated and contains several additional 
processes. An ITIL(R) licensed product.

Service Offerings and Agreements

By implementing good practice in service offerings and agreements, IT departments can achieve 
customer satisfaction by merging demand, supplier and financial management with the service portfolio 
and service catalogue. This book provides clarification and expansion of the core ITIL(R) texts. An 
ITIL(R) Licensed Product.

IT Service Management Based on ITIL® 2011 Edition

For trainers free additional material of this book is available. This can be found under the "Training 
Material" tab. Log in with your trainer account to access the material.In the world of international 
IT Service Management the previous editions of this book have acquired an excellent reputation as 
guidance on the topic of ITIL. Over the years this authoritative guide has earned its place on the 
bookshelves and in the briefcases of industry experts as they implement best practices within their 
organizations.This revised edition is based on ITIL 2011 Edition. It is written in the same concise way as 
the previous editions and covering all the facts. Readers will find that this title succinctly covers the key 
aspects of ITIL 2011 Edition. It is endorsed by AXELOS, the official ITIL Accreditor.The ITIL Lifecycle 
is fully covered. In addition there is much attention to the 26 IT Service Management processes and 4 
Functions. These are described in detail. This means that it is easy for all readers to access and grasp 
the concepts of processes and functions that are so pivotal to many service management day-to-day 
operations.This title covers the following: Introduction to the Service Lifecycle Lifecycle phase: Service 
Strategy Lifecycle phase: Service Design Lifecycle phase: Service Transition Lifecycle phase: Service 
Operation Lifecycle phase: Continual Service ImprovementNew, compared with the previous edition on 
ITIL V3, are the processes for Strategy Management and Business Relationship Management. Also 



the other new and revised concepts of ITIL are covered in this book. Well written and presented, this 
publication provides a useful addition to the core ITIL publications for anyone wanting to understand 
IT service management. Kevin Holland, Service Management Specialist, NHS Pierre has produced an 
extremely useful summary of the current version of ITIL. This will be an invaluable day to day reference 
for all practitioners. Claire Agutter, ITIL Training Zone

ITIL For Dummies

ITIL For Dummies provides an easy-to-understand introduction to using best practice guidance within 
IT service management. It breaks down the 5 stages of the service lifecycle into digestible chunks, 
helping you to ensure that customers receive the best possible IT experience. Whether readers need 
to identify their customers' needs, design and implement a new IT service, or monitor and improve 
an existing service, this official guide provides a support framework for IT-related activities and the 
interactions of IT technical personnel with business customers and users. Understanding how ITIL can 
help you Getting to grips with ITIL processes and the service lifecycle Implementing ITIL into your day 
to day work Learn key skills in planning and carrying out design and implementation projects

ITIL Foundation All-in-One Exam Guide

Written by an Information Technology Infrastructure Library (ITIL) consulting and training expert, this 
all-new guide helps you pass the ITIL v3 Foundation certification exam and serves as an on-the-job 
reference. ITIL Foundation All-in-One Exam Guide takes you through ITIL Foundation v3 (2011), 
explaining the fundamentals of IT Service Management, the five stages of the service lifecycle, 
ITIL processes, functions within them, and their crucial interactions, all while clearing up common 
misapprehensions about ITIL and adding valuable insights and examples. The ITIL is the best practice 
framework adopted worldwide for managing IT services, and the ITIL Foundation Certification can 
be considered a pre-requisite for success for all involved in IT services, as well as a stepping stone 
to IT Service Management certifications in ITIL. Exam Tips, accelerated reviews, and end-of-chapter 
practice exam questions ensure you’re on track to pass the Foundation exam. Filled with practical 
exercises and examples that reinforce learning, the book and electronic content include more than 
300 practice exam questions and exclusive, real-world examples of how an understanding of ITIL can 
be used to address common service management challenges. ITIL Licensed Product -- an official 
endorsement of the quality and accuracy of the book's content Electronic content includes practice 
exams in a customizable test engine, video training from the author on key concepts, worksheets, and 
a Quick Review Guide In-depth case studies analyze projects end-to-end through ITIL's framework, 
taken from the author's 40 years of experience as an ITIL consultant Jim Davies, ITSM UK’s 2013 
Trainer of the Year and ITIL Champion provides his “10 Commandments” of IT Service Management

ITIL V3 foundation handbook

A quick reference revision guide, which has been designed to help students sitting the Foundation 
Exam. This edition is updated to the 2009 syllabus. The title also acts as a key reference aid for 
managers, practitioners, vendors and consultants in the workplace and while travelling. This publication 
provides an introduction to the ITIL V3 Service Lifecycle model and an overview of the ITIL V3 
qualification structure. The guide contains a chapter on each of the components of the Lifecycle; Service 
Strategy, Service Design, Service Transition, Service Operation and Continual Service Improvement. 
These chapters contain an overview of each of the processes and functions in the lifecycle including 
value, scope, activities and metrics.

IT Service Management

The most authoritative guide to preparing for the ITIL(R) Foundation Certificate in IT Service Manage-
ment. This new edition is compatible with the 2011 update to ITIL(R). It includes an extensive range of 
practice questions and utilises the experience of three independent service management consultants 
and lecturers. An ITIL(R) licensed product.

IT Service Management Foundation Practice Questions

The expert-led, full-coverage supporting guide for all four ITIL exams ITIL Intermediate Certification 
Companion Study Guide is your ultimate support system for the Intermediate ITIL Service Capability 
exams. Written by Service Management and ITIL framework experts, this book gives you everything 



you need to pass, including full coverage of all objectives for all four exams. Clear, concise explanations 
walk you through the process areas, concepts, and terms you need to know, and real-life examples 
show you how they are applied by professionals in the field every day. Although this guide is designed 
for exam preparation, it doesn't stop there — you also get expert insight on major topics in the 
field. The discussion includes operational support and analysis; planning, protection and optimization; 
release, control and validation; and service offerings and agreements that you'll need to know for the 
job. ITIL is the most widely-adopted IT Service Management qualification in the world, providing a 
practical, no-nonsense framework for identifying, planning, delivering, and supporting IT services to 
businesses. This book is your ideal companion for exam preparation, with comprehensive coverage 
and detailed information. Learn service strategy principles, organization, and implementation Master 
the central technologies used in IT Service Management Be aware of inherent challenges, risks, and 
critical success factors Internalize the material covered on all four ITIL exams The ITIL qualification 
is recognized around the globe, and is seen as the de facto certification for those seeking IT Service 
Management positions. Passing these exams requires thorough preparation and rigorous self-study, 
but the reward is a qualification that can follow you anywhere. ITIL Intermediate Certification Companion 
Study Guide for the ITIL Service Capability Exams leads you from Foundation to Master, giving you 
everything you need for exam success.

ITIL Intermediate Certification Companion Study Guide

The first edition of this book is regarded as a classic in its field. Now, in an expanded and updated ver-
sion of The Art of Service's book, the authors once again present a step-by-step guide to getting to ITIL 
v3 OSA. This book centers on the ability of an IT organization to deliver and support IT services on a day 
to day basis. The focus is on effectively monitoring events, and responding to user requests, minimizing 
the impact of incidents, and identifying and proactively resolving underlying problems. This book covers 
practical guidance on the design and implementation of integrated end-to-end processes based on 
proven industry best practice guidelines. It provides in-depth knowledge of the ITIL OSA areas: Change 
Management, Event Management, Incident Management, Request Management, Problem Manage-
ment, Access Management, Service Desk, Technical Management, IT Operations Management and 
Application Management. Operational Support and Analysis Best Practices is designed to complement 
the certified ITIL V3 Capability Programs for IT Service Management. This book focuses on describing 
the industry best practices for the Operational Support and Analysis of IT Services, including: ¢ Service 
Management as a Practice ¢ Service Operation Principals ¢ The Processes pertaining to Operational 
Support and Analysis across the Service Lifecycle ¢ Specific emphasis on the Service Operation 
Lifecycle processes and roles included in: ¢ Event Management which defines any detectable or 
discernible occurrence that has significance for the management of the IT Infrastructure or the delivery 
of an IT service ¢ Incident Management which has the capability to bring services back to normal 
operations as soon as possible, according to agreed service levels ¢ Request Fulfilment which fulfils 
a request providing quick and effective access to standard services which business staff can use to 
improve their productivity or the quality of business services and products ¢ Problem Management 
which prevents problems and resulting Incidents from happening, to eliminate recurring Incidents 
and to minimize the impact of Incidents that cannot be prevented ¢ Access Management which 
grants authorized users the right to use a service, while preventing access to non-authorized users ¢ 
Operational activities of processes covered in other Lifecycle phases such as: ¢ Change Management 
¢ Service Asset and Configuration Management ¢ Release and Deployment Management ¢ Capacity 
Management ¢ Availability Management ¢ Knowledge Management ¢ Financial Management for IT 
Services, and ¢ IT Service Continuity Management ¢ Organizing for Service Operation which describe 
functions to be performed within the Service Operation and Support such as Service Desk, Technical 
Management, IT Operations Management and Application Management ¢ Service Operations and 
Support Service Operation roles and responsibilities ¢ Technology and Implementation Considerations 
The information provided in this book is based on version 3 of the ITIL framework, predominantly 
focusing on the volume of Service Operations. Other guidance provided includes: ¢Example template 
for incident records/tickets. ¢Suggested criteria for implementing Operational Support and Analysis 
(OSA) processes. ¢Explanation of the more abstract ITIL concepts to improve understanding. ¢Review 
questions to assist study for the ITIL OSA exam. Considering the increasing number of IT Professionals 
and their Organizations who want to be actively involved in IT Service Management, this book, should 
do at least as well as the first edition, which is a bestseller.

Itil V3 Service Capability Osa



Foundations of IT Service Management based on ITIL® V3 Foundations of IT Service Management 
based on ITIL has become the industry classic guide on the topic of ITIL. Over the years this 
authoritative guide has earned its place on the bookshelves and in the briefcases of industry experts 
as they implement best practices within their organizations. This 2007 version has now been upgraded 
to reflect ITIL V3. Written in the same concise way and covering all the facts, readers will find that this 
title succinctly covers the key aspects of the ITIL V3 upgrade. The new ITIL V3 approach covering the 
ITIL Lifecycle is fully covered. In addition those who are familiar with the Version 2 process approach 
will be delighted to discover that this new edition of Foundations of IT Service Management based on 
ITIL V3 has split out all the processes and describes them in detail. This means that it is easy for all 
readers to access and grasp the process concepts that are so pivotal to many service management 
day-to-day operations. This title covers the following: PART 1: THE ITIL SERVICE LIFECYCLE Lifecycle 
phase: Service strategy Lifecycle phase: Service design Lifecycle phase: Service transition Lifecycle 
phase: Service operation Lifecycle phase: Continual service improvement PART 2: FUNCTIONS AND 
PROCESSES Introduction to Functions and Processes Functions and Processes in Service Strategy 
Functions and Processes in Service Design Functions and Processes in Service Transition Functions 
and Processes in Service Operation Functions and Processes in Continual Service Improvement and 
much more!

Foundations of IT Service Management Based on ITIL®

IT services are prevalent throughout virtually all businesses. Most enterprises and many government 
functions are totally dependent upon reliable and responsive IT services to underpin vital business, 
community and social functions. IT services have become mainstream and managing them to deliver 
value it the core message of ITIL V3, and the emphasis in ITIL V3 on service catalogue management is 
a direct result of the growing requirement for business and IT to work together sharing data, information 
and knowledge about demand for services, service capabilities and patterns of business activity. The 
Service Catalogue Management process is now a very important management field complete with its 
own terminology and vital concepts. This study guide outlines the concepts and principles underlying 
the service catalogue; discusses a project plan approach and reporting considerations; describes the 
value of a sound business case and the key relationships and touch points in the service catalogue 
management process.

A Study Guide to Service Catalogue from the Principles of ITIL V3

The IT Service Management Foundation Exam Guide is a practically oriented guide to passing the ITIL 
v3 Foundation exam. It is designed to work as a supplement to an instructor-led training class or as a 
tool for self-study.

The IT Service Management Foundation Exam Guide

This book centers on the ability of an IT organization to deliver and support IT services on a day to day 
basis. The focus is on effectively monitoring events, and responding to user requests, minimizing the 
impact of incidents, and identifying and proactively resolving underlying problems. This book covers 
practical guidance on the design and implementation of integrated end-to-end processes based on 
proven industry best practice guidelines. It provides in-depth knowledge of the ITIL OSA areas: Change 
Management, Event Management, Incident Management, Request Management, Problem Manage-
ment, Access Management, Service Desk, Technical Management, IT Operations Management and 
Application Management. Operational Support and Analysis Best Practices is designed to complement 
the certified ITIL V3 Capability Programs for IT Service Management. This book focuses on describing 
the industry best practices for the Operational Support and Analysis of IT Services, including: [ Service 
Management as a Practice [ Service Operation Principals [ The Processes pertaining to Operational 
Support and Analysis across the Service Lifecycle [ Specific emphasis on the Service Operation 
Lifecycle processes and roles included in: [ Event Management which defines any detectable or 
discernible occurrence that has significance for the management of the IT Infrastructure or the delivery 
of an IT service [ Incident Management which has the capability to bring services back to normal 
operations as soon as possible, according to agreed service levels [ Request Fulfilment which fulfils 
a request providing quick and effective access to standard services which business staff can use 
toimprove their productivity or the quality of business services and products [ Problem Management 
which prevents problems and resulting Incidents from happening, to eliminate recurring Incidents 
and to minimize the impact of Incidents that cannot be prevented [ Access Management which 



grants authorized users the right to use a service, while preventing access to non-authorized users 
[ Operational activities of processes covered in other Lifecycle phases such as: [ Change Management 
[ Service Asset and Configuration Management [ Release and Deployment Management [ Capacity 
Management [ Availability Management [ Knowledge Management [ Financial Management for IT 
Services, and [ IT Service Continuity Management [ Organizing for Service Operation which describe 
functions to be performed within the Service Operation and Support such as Service Desk, Technical 
Management, IT Operations Management and Application Management [ Service Operations and 
Support Service Operation roles and responsibilities [ Technology and Implementation Considerations 
The information provided in this book is based on version 3 of the ITIL framework, predominantly 
focusing on the volume of Service Operations. Other guidance provided includes: [Example template 
for incident records/tickets. [Suggested criteria for implementing Operational Support and Analysis 
(OSA) processes. [Explanation of the more abstract ITIL concepts to improve understanding. [Review 
questions to assist study for the ITIL OSA exam.

ITIL V3 Service Capability OSA - Operational Support and Analysis of IT Services Best Practices 
Study and Implementation Guide

New ITIL V3! Real-life use, insights and applications for all ITIL V3 processes * 100% re-researched 
edition includes 5 Lifecycle phases, 19 Processes, 4 Functions, 51 Mindmaps and 29 other diagrams 
* 150 hours of work poured into 132 pages of real life data for this Guide. Known as the "ITIL V3 
Encyclopedia," The Guide brings you exclusive data for all ITIL V3's 19 processes, plus implementation 
advice, supporting info and related processes help into one handy Guide for you. Use the 51 MindMaps 
and 19 tables of ITIL data to: * Compare your ITIL approach to your competitors' and best practice 
* (Re)design your ITIL processes and activities to improve results -- based on The new extensive 
MindMaps * Get more insight in the processes activities * Convince your boss (or client) to OK your 
implementation ideas and budget * Discover if the new ITIL processes and activities or other advanced 
tactics are worth applying for your organization * Find out how relations between processes differ by 
process (lots of data.)

The ITIL V3 Factsheet Benchmark Guide

ITIL® and IT service management have been practised successfully around the world for more than 
20 years. ITIL® is a framework for IT service management and provides best management practice 
to meet ISO/IEC 20k. This guide introduces ITIL both to Foundation Examination candidates and to 
people simply looking to gain a practical understanding of IT service management. An ITIL® Licensed 
Product.

IT Service Management

This handbook provides advice and guidance to organisations considering implementing service man-
agement. It features a six-step process to planning service management implementation; relationships, 
roles, organisation & structure and enablers and blockers to successful service management.

ITIL V3 Planning to Implement Service Management

The Management Guides are a concise summary of the Foundations of IT Service Management based 
on ITIL V3. A quick, portable reference tool to the standards used within the Service Management 
community. Not only includes the Lifecycle Approach but in addition covers the processes in a separate 
section as well. "] a wonderful compliment to the Best Practice Series. As an ITIL Training Organization 
our consultants were required to reach each of the ITIL V3 books. There was lots of complaining about 
how the books took too long to say very little. The Management Guides are a good alternative for those 
who want a quick reference. They are in-depth enough to cover the subject without becoming overly 
verbose"(Ramon Smitherman, Vice President Sales and Operations, Dream Catchers, Inc.)

Service Strategy Based on ITIL V3

Note: This book is available in several languages: Dutch, English, French, Spanish.Foundations of ITIL 
and its predecessors have become the industry classic guide on the topic of ITIL. Over the years this 
authoritative guide has earned its place on the bookshelves and in the briefcases of industry experts 
as they implement best practices within their organizations.This version has now been upgraded to 
reflect ITIL V3. Written in the same concise way and covering all the facts, readers will find that this 



title succinctly covers the key aspects of the ITIL V3 upgrade.The ITIL V3 approach covering the ITIL 
Lifecycle is fully covered. In addition those who are familiar with the Version 2 process approach will 
be delighted to discover that this new edition of Foundations of ITIL has split out all the processes and 
describes them in detail. This means that it is easy for all readers to access and grasp the process 
concepts that are so pivotal to many service management day-to-day operations. This title covers the 
following:

Foundations of ITIL® |

The Management Guides are a concise summary of the Foundations of IT Service Management based 
on ITIL V3. A quick, portable reference tool to the standards used within the Service Management 
community. Not only includes the Lifecycle Approach but in addition covers the processes in a separate 
section as well. What are the key service management processes? What is the lifecycle approach? "] a 
wonderful compliment to the Best Practice Series. As an ITIL Training Organization our consultants 
were required to reach each of the ITIL V3 books. There was lots of complaining about how the 
books took too long to say very little. The Management Guides are a good alternative for those 
who want a quick reference. They are in-depth enough to cover the subject without becoming overly 
verbose"(Ramon Smitherman, Vice President Sales and Operations, Dream Catchers, Inc.)

Service Transition Based on ITIL V3

The Service Design phase of the ITIL Service Lifecycle uses business requirements to create services 
and their supporting practices. This volume covers design principles for applications, infrastructure, 
processes and resources, as well as sourcing models. Service managers will also find guidance on the 
engineering of sound requirements, supplier management and design considerations for outsourcing.

Service design

This book centers on the ability of an IT organization to deliver and support IT services on a day to day 
basis, it covers practical guidance on the design and implementation of integrated end-to-end process-
es based on proven industry best practice guidelines: * Identify key business and management issues 
in IT Service Management * Manage the planning and implementation of IT Service Management * 
Implement Strategic Change Management and Risk Management * Handle organizational challenges 
and assess services * Prepare for the ITIL Intermediate Qualification: Managing Across the Lifecycle 
Certification Exam The ITIL v3 Intermediate Qualification: Managing Across the Lifecycle focuses 
on the ancillary knowledge required to implement and manage the necessary skills in IT Service 
Management. This book covers the contents for the final module of the ITIL V3 Intermediate stream 
and leads to the ITIL Expert Qualification in IT Service Management. This book is valuable for those 
who want to achieve the ITIL Intermediate Qualification: Managing Across the Lifecycle Certificate. 
Required credits from ITIL v2 or v3 qualifications are needed to take the Managing Across the Lifecyle 
Certification Exam. Contents: It Service Management * The Four Perspectives (attributes) Of Itsm * 
Benefits Of Itsm * Business And It Alignment What Is Itil? * The Service Lifecycle * Mapping The 
Concepts Of Itil To The Service Lifecycle * How Does The Service Lifecycle Work? * Specialization & 
Coordination Across The Service Lifecycle Common Terminology * What Are Services? * Processes 
& Functions Principles Of Service Management * Business Units And Service Units * Types Of 
Service Providers * Agents * Encapsulation * Monitoring And Control Of It Service Management 
Service Strategy * Objectives Of Service Strategy * Benefits Of Service Strategy * Service Strategy 
Interfaces With Other Service Lifecycle Phases * Major Concepts Of Service Strategy * Service 
Portfolio Management * Financial Management * Demand Management * Challenges, Critical Success 
Factors And Risks Of Service Management Service Design * Objectives Of Service Design * Benefits 
Of Service Design * Five Major Aspects Of Service Design * Service Design Interfaces With Other 
Service Lifecycle Phases * Service Level Management * Service Catalogue Management * Supplier 
Management * Availability Management * Capacity Management * It Service Continuity Management 
* Information Security Management Service Transition * Objectives Of Service Transition * Benefits Of 
Service Transition * Interfaces To Other Service Lifecycle Phases * Transition Planning And Support 
* Change Management * Release And Deployment Management * Service Validation And Testing 
* Service Evaluation * Service Asset And Configuration Management * Knowledge Management 
Service Operation * Objectives Of Service Operation * Benefits Of Service Operation * Interfaces To 
Other Service Lifecycle Phases * Principles Of Service Operation * Event Management * Incident 
Management * Problem Management * Request Fulfillment * Access Management Itil Functions * The 



Service Desk * Technical Management * It Operations Management * Application Management And 
Much more..

ITIL V3 MALC - Managing Across the Lifecycle of IT Services Best Practices Study and Implemen-
tation Guide

The first edition of this book and its accompanying eLearning course is regarded as a classic in its field. 
Now, in an expanded and updated version of The Art of Service's book, the authors once again present 
a step-by-step guide to getting your ITIL v3 OSA Certificate. Who Knew ITIL Certification E-Learning 
This Quick and Easy Could Make You Look This Good. 'The Art of Service has dramatically changed 
the way we deliver employee training. We can now deliver more training at less cost to a wider audience 
in a shorter period of time.' On-demand eLearning: Don't pay over $ 3,000.00 for a 5 day class room 
based course - you're out of touch with your work for 5 days and including the course fee: the costs 
are insurmountable - take the online learning option instead and study at your own pace. Course 
Description: This intensive interactive course immerses learners in the practical aspects of the ITIL 
v3 Service Lifecycle and processes associated with the Operational Support and Analysis of services 
and service delivery. The main focus of this course is on the operational-level process activities and 
supporting methods and approaches to executing these processes in a practical, hands-on learning 
environment. This training is intended to enable the holders of the certificate to apply the practices 
in resolution and support of the Service Management Lifecycle. This course uses an engaging, 
interactive and flexible online approach to learning the core disciplines of the ITIL best practice and 
positions the student to successfully complete the associated exam: the APMG/EXIN Intermediate 
Level Certificate Operational Support and Analysis. Learning Objectives: At the end of this course, 
the learner will gain competencies in: * Understanding Service Management as a Practice, Service 
Operation principles, purpose and objective * Knowing the important role of Operational Support and 
Analysis in service provision and understanding of how the in-scope processes interact with other 
Service Lifecycle processes * The activities, methods and functions used in each of the Operational 
Support and Analysis processes * The application of Operational Support and Analysis processes, 
activities and functions to achieve operational excellence * How to measure Operational Support 
and Analysis performance * The importance of IT Security and how it supports Operational Support 
and Analysis * Understanding technology and implementation requirements in support of Operational 
Support and Analysis * The challenges, critical success factors and risks related with Operational 
Support and Analysis As well as preparing participants for the exam. Pre-requisites: ITIL v3 Foundation 
Certificate in IT Service Management or ITIL v2 Foundation Certificate plus Bridge Certificate. It is 
highly recommended that you read the Operational Support and Analysis book prior to commencement 
of this program. Delivery: The program combines short presentations supported by accredited trainer 
audio. There are also quizzes and exercises (marking scheme provided) to ensure learners are testing 
their knowledge and competency to enhance understanding of key concepts. Revision questions and a 
mock examination help to prepare for the multiple-choice APMG/EXIN examination. This program is an 
eLearning Program, your access details to the eLearning course are in the book. Program Materials: * 
Access to presentation with trainer audio * The Art of Service Operational Support and Analysis Book 
* Exercises ] Answers (where applicable) * Mock Exam questions

ITIL V3 Operational Support and Analysis (OSA) Full Certification Online Learning and Study Book 
Course - the ITIL V3 Intermediate OSA Capability Complete Certification Kit

This guide provides a quick reference to the processes covered by the ITIL V3 PPO syllabus. It is 
designed as a study aid for students taking the ITIL Capability qualification for PPO, and as a handy 
portable reference source for practitioners who work with these processes.

Planning, protection and optimization ITIL V3 intermediate capability handbook

Well designed and implemented processes are of little value when the day-to-day fulfilment of these 
processes is not well organized. Nor are service improvements possible when the day-to-day per-
formance measuring and data gathering activities are not fulfilled systematically during the Service 
Operation. The goal of Service Operation are to coordinate and fulfil activities and processes required 
to provide and manage services for business users and customers with a specific agree level. Service 
Operation is also responsible for management of the technology required to provide and support 
the services. The Topics are covered: Event Management Incident Management Request Fulfilment 
Problem Management Access Management Monitoring and Control IT Operations Service Desk

Service Operation based on ITIL V3 Management Guides



The ITSM Process Design Guide: Developing, Rengineering and Improving IT Service Management 
closes the knowledge gap by providing detailed guidance on assessing, designing, measuring, and 
integrating ITSM processes. The advice and techniques in this book apply unilaterally to every IT 
service provider and ITSM framework, standard, and maturity model.

The ITSM Process Design Guide

The ITIL pocket guides of Van Haren Publishing are since long recognized as the industry classic 
guide on the topic of ITIL, in many languages. Over the years this authoritative guide has earned its 
place on the bookshelves and in the briefcases of industry experts as they implement best practices 
within their organizations. This pocket guide will provide readers with an understanding of the ITIL 
4 service management framework, by: * understanding the key concepts of service management * 
understanding how the seven ITIL guiding principles can help an organization adopt and adapt service 
management * understanding the four dimensions of service management * understanding the purpose 
and components of the ITIL service value system * understanding the six activities of the service value 
chain, and how they interconnect * knowing the purpose and key terms of 15 of the 34 ITIL practices * 
understanding seven of these 15 ITIL practices in detail All exam requirements for the ITIL 4 Foundation 
exam are covered in this pocket guide. It also provides support for everyone who has knowledge of 
previous ITIL editions and is looking for a bridge to the new edition. ITIL 4 took a big leap into the modern 
world of IT service management, covering the latest principles and practices in a customer-focused, 
service-centric way, enabling Agile principles for maximum support of any business. Bron: Flaptekst, 
uitgeversinformatie.

Service Transition Based on ITIL V3

For trainers free additional material of this book is available. This can be found under the "Training 
Material" tab. Log in with your trainer account to access the material.This book and its predecessors 
have become the industry classic guide on the topic of ITIL. Over the years this authoritative guide has 
earned its place on the bookshelves and in the briefcases of industry experts as they implement best 
practices within their organizations.This version has now been upgraded to reflect ITIL 2011 Edition. 
Written in the same concise way and covering all the facts, readers will find that this title succinctly 
covers the key aspects of the ITIL 2011 Edition upgrade.The ITIL 2011 Edition approach covering 
the ITIL Lifecycle is fully covered. The new and re-written processes in ITIL 2011 Edition for strategy 
management and business relationship management are included, as well as the other new and 
improved concepts in ITIL 2011 Edition . This means that it is easy for all readers to access and grasp 
the process concepts that are so pivotal to many service management day-to-day operations. This title 
covers the following: Lifecycle phase: Service strategy Lifecycle phase: Service design Lifecycle phase: 
Service transition Lifecycle phase: Service operation Lifecycle phase: Continual service improvement

ITIL®4

This book centers on the ability of an IT organization to deliver and support IT services on a day to 
day basis. The focus is on practical aspects of the ITIL v3 Service Lifecycle and processes associated 
with Planning, Protection and Optimization which ensures IT departments can cost-effectively manage 
customer demand, availability and capacity while mitigating risk. This book covers practical guidance 
on the design and implementation of integrated end-to-end processes based on proven industry best 
practice guidelines. It provides in-depth knowledge of the ITIL® PPO areas: Availability Management, 
Capacity Management, IT Service Continuity Management, Information Security Management, De-
mand Management, Risk Management and Continual Service Improvement. Planning, Protection and 
Optimization Best Practices is designed to complement the certified ITIL V3 Capability Programs 
for IT Service Management. This book focuses on describing the industry best practices for the 
Planning, Protection and Optimization of IT Services, including: Introduction and Overview * Planning, 
Protection and Optimization in the context of the Service Lifecycle * The Service value proposition 
* Role of processes in Service Management * How Service Management creates business value 
Core Planning, Protection and Optimization Processes: Capacity Management * Conducting capacity 
management to contribute to quality assurance * Purpose, goals and objectives * Delivering against 
Service Level targets * Meeting cost and time constraints * Activities, methods and techniques * 
Fit-for-purpose and fit-for-use Availability Management * Contributing to quality for fit-for-purpose and 
fit-for-use services * Scope of the process * Enabling Availability Management through activities, 
methods and techniques * How Availability Management creates business value * Triggers, input 



and output to other processes * Establishing metrics to ensure process quality IT Service Continuity 
Management (ITSC) * Ensuring quality assurance when introducing services through effective ITSC 
management * Illustrating the main activities * Managing risks * Planning for recovery * Policies and 
principles * Challenges and critical success factors Information Security Management * Analyzing 
how Information Security Management contributes to quality assurance for new services * Aligning 
IT security with business security * Ensuring confidentiality, integrity and availability * How Information 
Security Management generates business value * Activities, methods and techniques * Key metrics 
to measure success Demand Management * Purpose, goals and objectives * Influencing customer 
demand * Coupling capacity with demand * Activities, methods and techniques Risk Management 
* Risks relative to the Planning, Protection and Optimization process management * Identifying the 
challenges, critical success factors and risks related to the other processes * The risks directly related 
with Service Design * How risks relate to the practice elements of Planning, Protection and Optimization 
Roles and Responsibilities * Capacity management * Availability management * IT Service Continuity 
management * Information Security management Technology and Implementation Considerations * 
Generic requirements and evaluation criteria * Special technology functions and features related to 
Planning, Protection and Optimization * Good practices for implementation * Determining the evaluation 
criteria for technology and process implementation * Challenges, critical success factors and risks * 
Considerations for planning and implementing Service Management technologies Common Service 
Activities * Analyzing operations performed in day-to-day activities * The maturity model of technology 
management * Aligning operations with the overall service and process objectives * Service monitoring 
and control Continual Service Improvement * Implementing an effective CSI program * CSI in respect 
to organizational change * Best practice elemen

Foundations of ITIL® 2011 Edition

Management, Computers, Computer networks, Information exchange, Data processing, IT and Infor-
mation Management: IT Service Management

IT Service Management

This publication offers guidance on managing service transition from design specification, change 
configuration, test, release and deployment. Service transition requires effective management of 
knowledge, organisational culture and transition in difficult circumstances. The volume is derived form 
decades of IT service management experience and is applicable to all sizes and types of organisations.

Itil V3 Service Capability Ppo - Planning, Protection and Optimization of It Services Best Practices 
Study and Implementation Guide

Note: This pocket book is available in several languages: English, German, Dutch. Since 2001 the 
Van Haren Publishing ITIL Pocket Guides have helped readers all over the world to understand the 
essentials of ITIL (IT Infrastructure Library), the leading framework for IT service management. This 
pocket guide does exactly the same as previous editions: offering a concise summary of ITIL, based 
on ITIL® 2011 Edition. We have condensed the full ITIL framework, found in 2000 pages, into just 200 
pocket-sized pages! It means that this book is an essential time-saving and cost-effective guide to ITIL 
2011 Edition -- for both industry experts and students alike. Primarily it is a quick, portable reference 
tool to ITIL for all professionals in the service management community. What is the ‘lifecycle’ approach? 
What are the key service management processes and functions? Secondly the ITIL pocket guide can 
be used as part of the training material for everyone who wants to certify for the ITIL Foundation exam. 
The guide contents cover all of the specifications of APMG’s ITIL Foundation Certificate syllabus. By 
this book is a separate file (free, via internet) available: • All images in the book, in Powerpoint format. 
Click on the button Training Material by the book on our website.

Service strategy

Who Knew ITIL Certification E-Learning This Quick and Easy Could Make You Look This Good. The Art 
of Service's courses are delivered by authorized trainers who are highly experienced in their field. As 
an accredited Course Provider we have delivered accredited training for many years. Our pass rates 
are consistently above the average. 'The Art of Service has dramatically changed the way we deliver 
employee training. We can now deliver more training at less cost to a wider audience in a shorter period 
of time.' On-demand eLearning: Don't pay over $ 3,000.00 for a 5 day class room based course - you're 
out of touch with your work for 5 days and including the course fee: the costs are insurmountable - 



take the online learning option instead and study at your own pace. Course Description: This book and 
online learning course gives candidates a fast track route to the new ITIL Version 3 Expert Certificate. 
The aim of the course is to highlight the new topics in ITIL version 3 and the main differences from 
earlier ITIL versions. Managers will gain a strong understanding of the enhancements to ITIL best 
practice bought about through the version 3 refresh. The ITIL v3 Managers Bridge exam provides a 
fast track to gaining the ITIL v3 Expert certification. In this course, you gain the knowledge necessary 
to take the ITIL v3 Managers Bridge exam.In addition, this course covers new ITIL v3 content and 
introduces the Service Lifecycle, which forms the core of ITIL v3, spanning the five core volumes that 
provide an end-to-end view of IT, and its integration with business strategy. It also provides an overview 
of the main differences on topics known from earlier ITIL versions. This course has exercises and 
assignments spread throughout the course to reinforce the knowledge gained, it uses an engaging, 
interactive and flexible online approach to position the student to successfully complete the ITIL v3 
Managers Bridge. Learning Objectives: At the end of this course, the learner will gain competencies in: * 
Service Management as a practice * Service Lifecycle * Generic Concepts & Definitions, Key Principles 
& Model * Processes * Functions * Roles & Organisation * Technology & Architecture * Implementation 
Considerations * ITIL Qualification scheme * Complementary Industry Guidance As well as preparing 
participants for the exam. Pre-requisites: Candidates must hold the ITIL v1 or v2 Service Manager 
Certificate or have at least 12 credits from ITIL v1 or v2 Foundation and Practitioner certifications. 
Delivery: The program combines presentations supported by accredited trainer audio. There are also 
quizzes and exercises to ensure learners are testing their knowledge and competency to enhance 
understanding of key concepts. Revision questions and a mock examination help to prepare for the 
examination. The examination is a 90 minute 'closed book' exam consisting of 20 complex multiple 
choice questions. The pass mark is 16/20 (80%) This program is an eLearning Program, your access 
details to the elearning course are in the book. Program Materials: * Access to presentations with 
trainer audio * The Art of Service ITIL v3 Managers Bridge Book * Exercises ] Answers * Mock Exam 
questions

Service transition

ITIL® 2011 Edition – A Pocket Guide
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Library (ITIL) is a set of practices and a framework for IT activities such as IT service management 
(ITSM) and IT asset management (ITAM) that focus on aligning... 7 KB (714 words) - 21:46, 11 March 
2024
Benson, Bugnitz, and Walton. The ITIL version 2 Business Perspective and Application Management 
volumes and the ITIL v3 Service Strategy volume also cover it... 16 KB (1,993 words) - 22:08, 29 
November 2023
Prentice Hall 2004 Veen, Annelies van der; Jan van Bon (2007). Foundations of ITIL V3. Van Haren 
Publishing. ISBN 978-90-8753-057-0. Meinke, Hannah (2020), "How... 11 KB (1,060 words) - 23:47, 
28 December 2023
and support. Newer ITIL versions, particularly V3, have increasingly addressed the Application Devel-
opment and Application Management domains; the ASL BiSL... 7 KB (784 words) - 11:41, 20 June 
2022
ISBN 978-1-871516-06-7 Van Bon, Jan; Pieper, Mike (2008), Service Strategy Based on ITIL V3: A 
Management Guide, Van Haren Publishing, p. 135, ISBN 978-90-8753-124-9... 2 KB (171 words) - 
01:50, 12 May 2022
main US-based professional organizations of software engineering, publish guides to the profession 
of software engineering. The IEEE's Guide to the Software... 58 KB (6,383 words) - 01:06, 10 March 
2024
Productivity Facility ISR—Interrupt Service Routine ISV—Independent Software Vendor IT—Informa-
tion Technology ITIL—Information Technology Infrastructure... 91 KB (6,599 words) - 21:54, 9 March 
2024
SWEBOK v3.0: Guide to the Software Engineering Body of Knowledge. IEEE. pp. 4–1–4–17. 
ISBN 978-0-7695-5166-1. Archived from the original (PDF) on June 19... 89 KB (11,274 words) - 23:37, 
13 March 2024
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