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ITIL Service Lifecycle: Service Strategy

Aciklama

Bu egitimde, katilimcilar hizmet yasam dongusiintin hizmet stratejisi asamasi ile ilgili
genel kavramlar hakkinda bilgi sahibi olurlar. Katilimcilar, hizmet stratejisinin onemli
ilkelerine giris yaparken hizmet stratejisi stireclerini 6grenirler. Egitimde katilimcilar,
yonetisim ve ilgili cercevelerin onemini kesfedecek ve organizasyonel tasarim,
teknolojinin rolu ve hizmet otomasyonu gibi uygulama hususlarini ve yaklasimlarini
yakindan inceleme sansi bulurlar. Katilimcilar egitimde, gesitli dersler, alistirmalar ve
senaryo tabanl sinav sorulari ile en iyi ITIL uygulamalarinin ana disiplinlerini
ogrenirler.

Egitimin ana odak alanlan su sekildedir:
BT hizmetleri icin strateji yonetimi
Hizmet portfoyu yonetimi
BT hizmetleri i¢cin finansal yonetim
Talep yonetimi

Is iliskileri yonetimi

Bu egitimde neler ogreneceksiniz?

o Onemli hizmet yonetimi kavramlar

o Etkili hizmet ve hizmet yonetimi stratejilerinin tasarimi ile ilgili hizmet stratejisi
ilkeleri

o BT hizmetleri icin strateji yonetimi, hizmet portfoyu yonetimi, BT hizmetleri icin
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finansal yonetim, talep yonetimi ve is iligkileri yonetimi gibi hizmet stratejisi
suregleri

o Etkili hizmet stratejileri olusturmak ve yonetmek icin ilgili cercevelerin ve
yonetisimin onemi

o Ilgili organizasyonel ve boliimsel tasarim yontemleri ve teknikleri

o Hizmet yasam dongusunu destekleyecek hizmet stratejisi teknolojileri ve hizmet
otomasyonu

o Hizmet yasam dongusu yaklasimini destekleyen ve takip eden uygulama
stratejileri

Kimler Katilmali?
CIO’lar, CTO’lar, yoneticiler, denetim kadrosu ve ekip liderleri

Hizmet tasarimcilari, BT mimarlari, planlayicilar, danismanlar ve givenlik
yoneticileri

Hizmet stratejisi ile ilgili en iyi ITIL uygulamalar1 hakkinda bilgiye gereksinim
duyan BT operasyonlarindan sorumlu kisiler, BT yonetimi ¢alisanlar ve teknik kisiler

BT departmaninda veya BT ile baglantili olarak ITIL siireclerini yonetmek,
uygulamak veya danismanlik yapmaktan sorumlu olan herkes

Introduction to Service Strategy

» Key Service Management Concepts

» Purpose and Objectives of Service Strategy

» Scope of Service Strategy

» Business Value of Service Strategy

 Service Strategy Interfaces across the Service Lifecycle

Service Strategy Principles

» Basic Approach to Deciding Strategy
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e Services

» Elements of Value

 Utility and Warranty

» Customer, Service, and Strategic Assets
 Service Providers

» Strategies for Customer Satisfaction

e Service Economics

» Sourcing Strategies and Governance

Strategy Management for IT Services Process

» Purpose, Objectives, and Scope of Strategy Management for IT Services

» Business Value of Strategy Management for IT Services

» Policies, Principles, and Basic Concepts of Strategy Management for IT Services
» Process Activities, Methods, and Techniques

» Triggers, Inputs, and Outputs of Strategy Management for IT Services

» Critical Success Factors (CSFs) and Key Performance Indicators (KPIs)

» Challenges and Risks

Service Portfolio Management Process

» Purpose, Objectives, and Scope of Service Portfolio Management

» Business Value of Service Portfolio Management

» Policies, Principles, and Basic Concepts of Service Portfolio Management
» Process Activities, Methods, and Techniques

« Triggers, Inputs, and Outputs of Service Portfolio Management

e CSFs and KPIs

e Challenges and Risks

Financial Management for IT Services Process

» Purpose, Objectives, and Scope of Financial Management for IT Services

» Business Value of Financial Management for IT services

» Policies, Principles, and Basic Concepts of Financial Management for IT Services
» Process Activities, Methods, and Techniques

» Triggers, Inputs, and Outputs of Financial Management for IT Services

e CSFs and KPIs

» Challenges and Risks

Demand Management Process
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» Purpose, Objectives, and Scope of Demand Management

» Business Value of Demand Management

» Policies, Principles, and Basic Concepts of Demand Management
» Process Activities, Methods, and Techniques

» Triggers, Inputs, and Outputs of Demand Management

e CSFs and KPIs

» Challenges and Risks

Business Relationship Management Process

» Purpose, Objectives, and Scope of Business Relationship Management

» Business Value of Business Relationship Management

» Policies, Principles, and Basic Concepts of Business Relationship Management
» Process Activities, Methods, and Techniques

» Triggers, Inputs, and Outputs of Business Relationship Management

e CSFs and KPIs

» Challenges and Risks

Governance

 Strategy for Governance
» Governance Frameworks and Bodies
» How Service Strategy Relates to Governance

Organizing for Service Strategy

» Service Strategy Roles

» Organizational Development

e Organizational Departmentalization
» Organizational Design

Technology Considerations

» Service Automation, Instrumentation, and Analytics
» Service Interfaces and Self-Service Channels

Implementing Service Strategy

» Implementation through the Service Lifecycle
 Following a Lifecycle Approach
» Impact of Service Strategy on the Other Service Lifecycle Stages
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Service Strategy Challenges, Risks, and CSFs
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