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ITILg v3 Foundation Online
Module 1: Introducing ITIL v3

- Situation to grab learner’s attention — set the tone
- The Importance of ITIL

Opener / Context Setting

TOPIC NAME

Learning Overview / Objectives

- Industry Best Practices
- Questions to ask

4 N

CONTENT DETAILS

- What will be covered during this module

IT Service
Management

- What learners will be able to do by the end of this
module

- What is IT Service Management?
- A Background of ITIL

and ITIL

Best Practices

- The Do’s and Don’ts of ITIL
- ITIL Objectives

- ITIL Lifecycle Approach

Framework

Relating ITIL to
Your

- Best Practices vs. Good Practices
- Knowledge Check

- IT Service Management Vision

Organization

v

ITIL Lifecycle

- Key ITIL Activities
- Value to the Business

- ITIL Core Lifecycle

Stages

IT Service

- ITIL Complementary Guidance
- ITIL Stages Overview

- Capabilities and Resources
- ITIL in Action, LITI Services Desk

Management
as a Practice

- Functions, Roles and Processes
- Process Owner Role and Activities
- Service Owner Role and Activities

- Authority Matrix Overview

Authority Matrix

Technology

- RACI Model
- Knowledge Check

- Service Management Technologies

Tools

Process

- Choosing Technology Tools

- Defining Processes
- ITIL Processes
- Activities and Processes

Management

Conclusion

‘ Exam Tips ‘

‘ Quiz ‘

%

- Services and Processes
- Knowledge Check
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