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Overview

A flexible and interactive e-learning course, leading to the ISEB Foundation Certificate in IT Service Management

Recognizing an economic climate, where budgets are being squeezed and there is increased difficulties in releasing staff to attend courses, HCL & Fox IT have introduced a web based version of the highly acclaimed Service Management Essentials course.

Whilst providing a more cost effective and flexible approach to learning, the course is still fully interactive and retains the practical hints and tips, valued by all our delegates. The courseware has been completely redeveloped for this new mode of delivery and not simply transferred.

Objectives

The course enables students to understand how an integrated IT Service Management framework, based on ITIL best practice guidelines, can be adopted and adapted within their own organizations.

Prepare delegates for the ISEB/EXIN Foundation Certificate in IT Service Management examination.

Who should attend?

This course is for IT professionals involved in the delivery and support of business-focused IT services and who require a detailed insight into Service Management best practice processes and procedures.

Professional qualification

The course material is accredited by the ISEB, as meeting the standards for students wanting to attain the Foundation Certificate in IT Service Management.

The 1-hour multiple-choice examination can be taken on-line at any of the numerous Prometric testing centers. A pass rate of 65% is required and students are informed immediately of their results.

The ISEB/EXIN Foundation Certificate in IT Service Management qualification is a pre-requisite for the ISEB/EXIN Manager’s Certificate in IT Service Management.

Structure

The course consists of 36 modules, which can be viewed any number of times and in any order to aid learning and exam preparation.

Key features include:

· Step by step lessons, enabling students to study at their own pace

· A full glossary that can be accessed from anywhere in the course

· Interactive assignments

· Real life experiences to bring learning to life

· “Ask the Fox” on-line clinic

· Discovery and recall questions

· Telephone help line

· Statistical reporting

· Two mock examination papers, marked in accordance with ISEB standards

Content

Topics covered include:

Introduction to Service Management

· The importance of Service Management 

· Service Management disciplines 

· The need for a service culture 

The Service Desk

· The purpose and importance of the Service Desk 

· Service Desk options 

· Skill profiles

· Contribution to overall service quality

Service Level Management

· What is an SLA and its purpose? 

· Typical contents 

· Reporting and reviewing 

Incident Management

· What is Incident Management?

· The Incident Management process

Problem Management

· What is Problem Management? 

· Day-to-day and pro-active activities 

Configuration Management

· Basic principles and terminology 

· How Configuration Management underpins Service Management 

Change Management

· The need for Change Management 

· Change procedures 

· The role of the change manager 

Release Management

· Definitive Software and Hardware Libraries 

· Release strategy and control mechanisms 

Availability Management and IT Continuity Plan

· Business Impact Analysis 

· Risk management 

· The IT Service Continuity Plan 

Financial Management for IT Services

· Financial structures 

· Costing and charging 

· Budgets and IT accounting 

Capacity Management

· The need for Capacity Management 

· Elements of Capacity Management

1. Industry leader in ITIL

Fox IT is a respected name in the industry, based on the quality of services and staff and our involvement in the continued enhancement of IT Service Management best practice.

2. Over 20 years of experience in IT Service Management

Have been involved with ITIL since its inception, authoring many of the original books, managing the ITIL refresh and providing lead authors on Service Delivery, Service Support and the “Planning to Implement Service Management” books.

3. Entire range of ITIL offerings

Provides extensive and integrated portfolio of education, review and implementation services that are customized to deliver business benefits. The range, scope and content are continually reviewed in line with market trends and customer feedback. 

4. Strength of the practice

Have a policy of only using permanently employed consultants in order to maintain continuity, consistency and added value in our service delivery. 

Our team of 25 consultants, each with a minimum of 10 years experience, is being extended through an active quality controlled recruitment program.

5. Expertise of the practice

Employs consultants who have previously held senior management positions and so are able to assist with strategic design and management activities, in addition to effective successful implementation.

6. Integrated quality approach

Have consultants who are able to adapt ITIL in support of formal quality and performance frameworks such as Six Sigma, ISO 9000, COBIT and European Foundation Quality Management (EFQM).

7. Global practices to the Indian industry

Deliver services in over 25 different countries and in 4 different languages. 

8. Experience

Customer base of over 500 organizations. A number of case studies are contained on the website www.foxit.net and references are available on request.

9. Ability to implement the latest in best practices 

Founder member organization and sponsor of the ITSMF. We also supply speakers for various industry seminars, supply articles for journals and are frequently requested for opinions by journalists.

10. Unique collaborative methodology

Our lead consultant, mentoring and “on-the-job” coaching provide effective skills transfer, ensuring the customer’s own staff is able to maintain improved service levels.
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Documentation


All students are issued with a copy of IT Service Management Forum’s ‘IT Service Management' booklet.





What next


Following on from this course, you may wish to consider:


Business and Management Skills course (5-day)


Business Relationship Management course (3-day)


Planning to Implement Services Management course (3-day)


FoxMAPS – Baseline current operation and outline implementation roadmap


FoxPrism – Web based process tool





HCL Comnet & Fox IT 


HCL Comnet & Fox IT have entered into an exclusive partnership to deliver ITIL based education, assessment and implementation services in India. This will provide Indian organizations access to Fox IT’s global expertise & deliverables in IT Service Management.










