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ITIL Service Lifecycle: Service Operation

Sitre: 3 Gun

Aciklama

ITIL Hizmet Operasyonu Egitimi, olay, problem ve erisim ydnetimi konularini ele alan 3 ginltk
bir egitim programidir.

Service Operation programinda hizmet masasi, teknik yénetim, BT operasyonlari ve uygulama
yonetimi islevleri ele alinir.

Egitimin ana odak alanlarn su sekildedir:

e Olay yonetimi

e Ozel durum ydénetimi
e Sorun ydnetimi

e Yerine getirme talebi

e Erisim yonetimi

Egitimde odaklanilan islevler arasinda sunlar yer alir:

e Yardim masasi
e Teknik ydnetim
e BT operasyonlari yénetimi

e Uygulama yonetimi

Bu egitimde neler 6greneceksiniz?

e Uygulama kavrami olarak hizmet ydnetiminin 6nemi ve hizmet operasyonu ilkeleri,
amaclari ve hedefleri

e |ITIL hizmeti operasyonlarindaki stireclerin diger yasam dongusu surecleriyle nasil
etkilesime girdigi

e |ITIL hizmet operasyonlari streclerinde kullanilan alt islemler, etkinlikler, yéntemler ve
islevler

e |ITIL hizmet operasyonlarindaki roller ve sorumluluklarin yani sira mtikemmellige
ulasmayi saglayacak faaliyetler ve islevler
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e ITIL hizmet operasyonu performansini 6lcme
e |TIL hizmet operasyonlarini cevreleyen teknolojiler ve uygulamalar

e Zorluklar, ana performans gdstergeleri (KPIs), kritik basari unsurlari (CSFs) ve ITIL
hizmet operasyonlari ile ilgili riskler

Kimler Katilmali?

ITIL ile ilgili en iyi uygulamalar hakkinda daha fazla bilgi sahibi olmasi gereken BT
operasyonlarindan sorumlu kisiler, BT yénetimi calisanlari ve teknik kisiler

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

Egitim Icerigi
Service Operation Practices

e Purpose and Objectives of Service Operation

Scope of Service Operation

Context of Service Operation in the Service Lifecycle

Business Value of Service Operation

Fundamentals

Service Operation Principles

e Achieving Balance in Service Operation

Providing Good Service

Operations Staff Involvement in Other Lifecycle Stages

Operational Health

Communication

Documentation

Service Operation Inputs and Outputs

Event Management Process

Purpose, Objectives, and Scope

Business Value

Policies, Principles, and Basic Concepts

Process Activities, Methods, and Techniques

Triggers, Inputs, and Outputs
CSFs and KPIs
Challenges and Risks
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Incident Management Process

e Purpose, Objectives, and Scope

Business Value

Policies, Principles, and Basic Concepts

Process Activities, Methods, and Techniques

Triggers, Inputs, and Outputs
CSFs and KPIs

e Challenges and Risks

Problem Management Process

e Purpose, Objectives, and Scope

Business Value

Policies, Principles, and Basic Concepts

Process Activities, Methods, and Techniques

Triggers, Inputs and Outputs
CSFs and KPIs

e Challenges and Risks

Request Fulfillment Process

e Purpose, Objectives, and Scope

Business Value

Policies, Principles, and Basic Concepts

Process Activities, Methods, and Techniques

Triggers, Inputs, and Outputs
CSFs and KPIs

Challenges and Risks

Access Management Process

Purpose, Objectives, and Scope

Business Value

Policies, Principles, and Basic Concepts

Process Activities, Methods, and Techniques

Triggers, Inputs, and Outputs
CSFs and KPIs

e Challenges and Risks

Common Service Operation Activities

e Monitoring and Control

e IT Operations
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e Server and Mainframe Management and Support

e Network Management

e Storage and Archive

e Database Administration

e Directory Services Management

e Desktop and Mobile Device Support

e Middleware Management

e Internet/Web Management

e Facilities and Data Center Management

e Operational Activities of Processes in Other Lifecycle Stages

e Improvement of Operational Activities

Service Desk Function

e Role, Objectives, and Organizational Structures
e Service Desk Staffing and Environmental Considerations
e Key Considerations for Outsourcing the Service Desk

e Key Roles Supporting the Service Desk

Technical Management Function

e Role, Objectives, and Activities

Relationship Between Technical Design and Technical Maintenance and Support

Metrics to Measure Technical Management

Key Technical Management Documentation

Roles Supporting Technical Management

IT Operations Management Function

Role, Objectives, and Activities

Metrics to Measure IT Operations Management

Key IT Operations Management Documentation

Roles Support IT Operations Management

Applications Management Function

e Role, Objectives, and Activities

Principles of Application Management

Application Management Lifecycle

Metrics to Measure Applications Management

Key Applications Management Documentation

Roles Supporting Applications Management
Service Operation Organizational Structures
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e Different Approaches to Organizing Functions

e Advantages and Disadvantages of Each Organizational Approach

Technology and Implementation Considerations

e Generic Technology Considerations

e Event Management Technologies

Katilim Kosullari

Katilim icin gerekli hazirlik ve teknik kosullari bu sayfadaki iletisim Formu Uzerinden teyit
edebilirsiniz.
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