IT Service
Manager -
Master Level

LEADING TO THE ISEB/EXIN
MASTER CERTIFICATE IN IT SERVICE MANAGEMENT

TRAINING
P —

“Keeping Pace

With Technology”

ITIL - World Best Practice for Managing IT Services

This is the premium training program in the world today for

anyone working in IT Service Management. Based on the ITIL
method and comprising two 5-day courses plus optional
examination, this program is aimed at I'T managers,
consultants and anyone who needs to master best practice
in I'T Service Management

SERVICE
SUPPORT

This 5-day course thoroughly covers
the 5 key components in the provision
of quality Service Support:

m Configuration Management

m Help Desk

®m Problem Management

m Change Management

m Software Control & Distribution

SYDNEY
11-15 OCTOBER, 1999
10-14 APRIL, 2000

SERVICE
DELIVERY

This 5-day course thoroughly covers
the 5 key components in the provision
of quality Service Delivery:

m Cost Management

m Capacity Management

m Availability Management

m Contingency Planning

m Service Level Management

SYDNEY
15-19 NOVEMBER, 1999
22-26 May, 2000

REVIEW & CERTIFICATE

EXAMINATION

The above two courses are designed to meet the requirements of the ISEB/EXIN Master
Certificate in IT Service Management, recognised as the premium qualification in the
world today for anyone working in I'T Service Management. A 3-day Review and

Examination is held for those who want to attain the Master Certificate.

6-8 DECEMBER, 1999
SYDNEY 1416 June, 2600

For more information see ITIL on the Web — www.alctrain.com.au/itil
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IT Service Manager

Leads to the ISEB/EXIN Master Level Certificate

The ITIL IT Service Manager Master Level Program is the premium
qualification in the world today for I'T Service Management.

Comprising 3 modules and 13 days of comprehensive and thorough training,
it is aimed at I'T managers, consultants and anyone who needs to master best
practice in IT Service Management.

OBJECTIVES

The overall objectives of the ITIL Service Manager program are to ensure that the participant can return to the workplace
with the personal skills and knowledge of ITIL necessary to properly deploy the implementation and integration of I'TIL
functions. This is discussed and practiced throughout Service Support and Service Delivery modules by extensive reference to
case studies; the development and presentation of communication media (presentations and reports); reference to
obstacles as a result of the corporate culture within participant's own organisation ; techniques for overcoming them;
simulated examination questions.

PRE REQUISITES PROGRAM

It is a pre-requisite that all participants who sit for the ITIL Master Level Certificate STR CT RE
must first hold the ITIL Foundation Certificate. If you have not yet acquired the

. o ) ) The Masters program has 3
Foundation Certificate please contact ALC for further information. prog

components: Service Support
(b days); Service Delivery (5 days);
and Review & Examination (3
CERTIFICATION & EXAMINATION days). You don’t have to entol in
all 13 days at once. Many people

The ITIL Master Certificate in IT Service Management is awarded on the basis of: enrol initially in just Service

1. An in-course assessment of the candidate's presentation, communication, Support. They can then decide
management and technical skills concerning their knowledge of ITIL, as well as if and when they want to take
their ability to work well in a team and successfully complete a series of case the rest of the Masters program.
study exercises during the training courses. See back page for further

details.

2. Successful completion (55% pass mark) in each of two x 3-hour written examina-
tions independently set by EXIN/ISEB. The examinations are held on the last day of Module 3 of the program.

WHAT YOU GET

Included in the course fee are the following:

B 13 days of thorough comprehensive training with 2 internationally recognised instructors, both of whom have the ITIL
Master Level Certification as well as many years practical experience in implementation

B The Pink Elephant Course workbook and Revision Aids. ALC Training has chosen to use the Pink Elephant group to
deliver these courses. Pink Elephant is one of the world's leading IT management groups and is the undisputed inter-
national leader in ITIL deployment

B Two books titled Supporting IT Services and Delivering IT Services providing very comprehensive & concise coverage
of the 10 core ITIL processes: Configuration Management, Help Desk, Problem Management, Change Management,
Software Control & Distribution, Service Level Management, Availability Management, Capacity Management,
Contingency Planning, Cost Management.

Ongoing complimentary membership of the ITIL Alumni Group

B All examination costs

THE ITIL INFORMATION KIT

If you want further information on ITIL we will be pleased to send you the ITIL Information Kit.
Just email itil@alctrain.com.au or else phone Marilyn Banfield (02) 9211 0600.

For more information see ITIL on the Web — www.alctrain.com.au/itil



STRICTLY

— Master Level e

in IT Service Management 13 DAYS

COURSE CONTENTS

Service Support Module (5 days) Service Delivery Module (5 days)
1. Configuration Management 1.Cost Management

® Configuration identification

® Configuration Control

@ Inventory

® Configuration items

@ Status Accounting

©® Audits

@ Software tools

@ Version control

® Case study and ISEB examination exercises

2. Help Desk
® Central point of contact
@ Incident control
@ Prioritizing
@ Monitoring & tracking
@ Centralised/Distributed Help Desk
@ Unskilled/skilled/expert Help Desk
® The Configuration inventory
@ Software tools
® Case study and ISEB examination exercises

3. Problem Management
@ Help Desk role
@ Incidents, problems & known errors
@ Problem & known error control
@ Escalation
® Correcting problems
® Problem analysis leading to problem prevention
@ Case study and ISEB examination exercises

4. Change Management
® Request for change
® Types of change
® Impact analysis
@ Maintaining baselines
® The configuration management database/inventory
® Emergency changes
@ Case study and ISEB examination exercises

5. Software Control & Distribution
@ Periodic releases or release on demand.
® Definitive software library
® Release build
® Implementation
@ Version control
® Case study and ISEB examination exercises

@ Costing and charging

® Cost elements

® Business Units

® Cost of poor quality

@ Estimating and monitoring cost

® Direct/indirect costs

® Software tools

® Case study and ISEB examination exercises

2. Capacity Management

® Capacity elements

@ Performance monitoring and tuning

® Workload measurement (units & methods)

@ Identification of key resources

@ Cost control and charging in Capacity Management
@ Linkage with Service Level Agreement

@ Modeling and simulation

® Work scheduling

@ Resource management

® Case study and ISEB examination exercises

3. Availability Management

@ Availability elements and definitions

® Customer needs for High/Medium/Low availability
levels

@ Reliability and resilience

@ Availability monitoring

® Processing paths

@ Identification of critical components

@ Case study and ISEB examination exercises

4. Contingency Planning

® Risk Analysis & Assessment (CRAMM)

@ Business impact and technical impact

@ |dentification of assets and threats

® Risk Management

® The Contingency Plan and disaster recovery
® Electronic vaulting and off-site storage

@ Case study ISEB examination exercises

5. Service Level Management

@ Catalogue of services

@ Standard and quality of service required

@ Establishing the link with a Quality Management
System

® Metrics

® Managing service levels

® Service provider contracts

Module 3 - Review and Examination Module (3 days)
This final module provides a full review of ITIL: the purpose, benefits, key components, roles, responsibilities and
relationships between each of the 10 Service management processes. The final day is the actual Master Level
Certification exam comprising a 3-hour Service Support exam followed by a 3 hour Service Delivery exam. Both
exams comprise 5 questions and are in "closed book" format.




Course Faculty

The quality of any training program is very dependent on
the calibre of the instructor. The IT Service Manager
Master Level Training Program available through ALC
Training is a high-level and intensive training experience that
features two instructors of the highest calibre. Our instructors
are distinguished by the fact that they all hold the ITIL
Master Level Certificate, have many years practical experience
in IT service management, and have achieved international
status and recognition for both training and implementation.

Benefits of ITIL

The ITIL methodology offers a systematic, professional
approach to the management of IT service provision. It
emphasises the importance of satisfying business needs in a
cost-effective manner. Organisations can benefit from
adopting an ITIL-based approach to IT Service
Management in 4 ways: reduced costs; a solid foundation
for growth; improved user and customer satisfaction; a
quality approach to IT service provision.

HOW TO REGISTER COURSE DETAILS

Complete the Enrolment Form below and fax
to ALC. A confirmation letter and invoice
will be sent to you. To help us ensure accuracy
please type or print clearly with a black pen.

FAX: (02) 9211 0705

Register by email - Send your details to

itil@alctrain.com.au

Please send COMPLETE details as per
the enrolment form below

Register Online - Visit our Web Site at
www.alctrain.com.au/itil

If you have any queries please call ALC on:

TEL: (02) 9211 0600

Please send all mail to:

5 ALC Training Pty Ltd
° Suite 101, 3 Smail Street
Broadway NSW 2007

FEES - IT Service Manager Master Level
$

Complete Course + Examination (13 days) 8790

TERMS:

H Places at ITIL training courses are strictly limited. To guarantee your
place, fees must be paid in advance.

H Fees include lunch, coffee breaks and all course materials.

B Two books titled Supporting IT Services & Delivering IT Services provid-
ing comprehensive & concise coverage of 10 core ITIL processes.

B All examination costs.

B Ongoing complimentary membership of hte ITIL Alumni Group.

CANCELLATIONS: Will be accepted up to 5 days before the course. After
that time a cancellation penalty of 25% of the course fee will apply.

DATES: (Please circle dates of your choice)
Service Support 11-15 October, 1999
Service Delivery 15-19 November, 1999
Review & Exam 6-8 December ,1999

10-14 April, 2000
22-26 May, 2000
14-16 June, 2000

VENUE: Full details will be forwarded with your letter of confirmation.

DISCLAIMER: All details are correct as at the time of printing and all efforts
will be made to present the program as stated above. ALC
however reserves the right to vary program dates and/or presenters if cir-
cumstances require.

General Enquiries Ph: (02) 9211 0600

Web Site — www.alctrain.com.au/itil

ENROLMENT FORM — IT Service Manager — Master Level

Complete now to reserve your place(s)

TRACKCODE:ABCDEFGR

FIRST NAME SURNAME

POSITION

Mr/Mrs/Miss/Ms

Mr/Mrs/Miss/Ms

Mr/Mrs/Miss/Ms

Mr/Mrs/Miss/Ms

AW =

Organisation:

Address:

Postcode: Phone: ( )

Fax: ( )

| wish to pay by [_] cheque. Fee enclosed $

Signature:X

Please charge my: [ |Amex [ | MasterCard [ | Visa

Nos L LTI TTTTTTIIITTIT]

Cardholder’s Name:

/

Mr/Mrs/Miss/Ms Position

Training
Contact:

Email Phone

Accounts
Contact:

Mr/Mrs/Miss/Ms Position

Email Phone

ALC Training Pty Ltd A.c.N. 066 447 041
Suite 101, 3 Smail Street, Broadway Sydney NSW 2007

Copyright © ALC Training Pty Ltd. All rights reserved.




