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ITIL PRACTITIONER TRAINING

1. Introduction to ITIL Practitioner

« Purpose and Objectives:
o Enhance the ability to adopt and adapt ITIL in an
organization.
o Focus on continual service improvement.
« Target Audience:
o |ITSM professionals, managers, and practitioners
responsible for managing and implementing ITIL
processes.

2. ITIL Guiding Principles

o Overview:
o Understanding and applying the nine ITIL
guiding principles in real-world scenarios.

o Detailed Principles:
o [Focus on Value: Ensure that everything the
organization does creates value for the customer.
o Design for Experience: Create and maintain a
positive experience for all stakeholders.



Start Where You Are: Assess the current state
and identify what can be reused to avoid
unnecessary work.

Work Holistically: Understand the service and
its value chain comprehensively.

Progress lteratively: Implement changes step by
step with feedback loops.

Observe Directly: Base decisions on accurate
data obtained through direct observation.

Be Transparent: Foster trust and better decision-
making through openness.

Collaborate: Engage stakeholders effectively to
achieve better outcomes.

Keep It Simple: Ensure that processes and
workflows are streamlined and simplified.

3. Organizational Change Management (OCM)

« Importance:

o

Recognize the significance of OCM in achieving
successful ITSM initiatives.

« Key Elements:

o

Managing Change: Understand the principles of
change management.

Stakeholder Engagement: Techniques to
involve and communicate with stakeholders.
Communication: Strategies for effective
communication to facilitate change.

Resistance Management: Identifying and
managing resistance to change.



4. Effective Communication

« Principles:
o Understand the role of communication in ITSM.
« Techniques:
o Methods for improving communication with
stakeholders.
o Use of various communication tools and channels
to support ITIL processes.

5. Measurement and Metrics

o Importance:
o Role of metrics in driving performance and
improvement.
« Designing Metrics:
o Establishing relevant KPIs and metrics aligned
with business goals.
« Tools and Techniques:
o Methods for collecting and analyzing data.
o Using metrics to support continual service
improvement (CSI).

6. Continual Service Improvement (CSI)

« CSI Approach:
o Understanding the CSI model and its application
in ITSM.
« Key Activities:
o Techniques for implementing CSI in
organizations.
o Case studies and examples to illustrate successful
CSl initiatives.



7. Integrating Service Management

« Integration with Other Frameworks:
o Combining ITIL with Agile, Lean, DevOps, and
ISO/IEC 20000 for improved results.
« Challenges and Benefits:
o Understanding the benefits and addressing the
challenges of integration.
« Tools and Techniques:
o Practical strategies for effective integration.

ADVANCETOPICS ;-

1. Introduction to ITIL Practitioner Advanced

« Purpose and Objectives:
o Deepen understanding of ITIL principles and their
practical application.
o Enhance skills for improving organizational
capability in ITSM.
« Target Audience:
o |ITSM professionals, managers, and practitioners
looking to advance their knowledge and expertise.

2. Advanced ITIL Guiding Principles

« Comprehensive Understanding:
o In-depth exploration of the nine ITIL guiding
principles.
o Advanced application techniques in varied and
complex scenarios.
« Case Studies and Real-World Examples:
o Detailed case studies demonstrating the successful
application of guiding principles.
o Examples from diverse industries and
organizational contexts.



3. Advanced Organizational Change Management (OCM)

. Strategic OCM Practices:

o

Techniques for managing large-scale
organizational changes.

Advanced stakeholder engagement and
communication strategies.

« Behavioral and Cultural Change:

o

o

Strategies for influencing and embedding cultural
and behavioral changes.

Methods to create a culture of continuous
improvement and innovation.

« OCM Frameworks:

o

o

Advanced models and frameworks for managing
change.
Integration of OCM with ITIL processes.

4. Strategic Communication

« Advanced Communication Models:

o

Comprehensive communication frameworks and
their application.

Techniques for strategic communication planning
and execution.

« Influence and Negotiation:

o

Skills for negotiating and influencing stakeholders
at all levels.

Managing conflicts and building consensus
effectively.



5. Advanced Measurement and Metrics

« Designing Strategic Metrics:
o Advanced methods for developing effective
measurement frameworks.
o Ensuring metrics align with and drive strategic
business objectives.
. Data Analysis and Visualization:
o Advanced techniques for data collection, analysis,
and interpretation.
o Tools and methods for creating impactful reports
and visualizations.

6. Continual Service Improvement (CSI) in Practice

« Advanced CSI Techniques:
o Implementing CSI at strategic, tactical, and
operational levels.
o Embedding CSI practices into the organizational
culture.
« Innovation and CSI:
o Leveraging innovation and emerging technologies
for CSI.
o Case studies of innovative CSI initiatives and
their outcomes.

7. Integrating ITIL with Other Frameworks

« Advanced Integration Strategies:



o Techniques for integrating ITIL with Agile, Lean,
DevOps, and other frameworks.

o Case studies and best practices for successful
integration.

« Cross-Functional Collaboration:

o Strategies for fostering collaboration across
various teams and functions.

o Managing and optimizing integrated service
management environments.

8. Advanced Practical Assignments and Case Studies

« Complex Case Studies:
o In-depth analysis and discussion of complex real-
world case studies.
o Assignments focusing on practical solutions to
advanced ITSM challenges.
« Simulation Exercises:
o Advanced simulation exercises for hands-on
practice.
o Scenario-based learning to test and refine ITIL
implementation strategies.
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