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Operational Support and Analysis Course Objectives

At the end of this course, you should be able to:

= Describe the importance of Service Management as a Practice and of Operational Support and
Analysis while providing service, and Service Operation principles, purpose, and objective

= Listand describe processes, sub-processes, roles, activities, methods and functions pertaining
to Operational Support and Analysis (Event management, Incident management, Request
fulfillment, Problem management, and Access management) and how they interact with other
Service Lifecycle processes

= (Qutline the operational activities of processes covered in other Lifecycle phases such as Change
Management, Service Asset and Configuration Management, Release and Deployment
Management, Capacity Management, Availability Management, Knowledge Management,
Financial Management for IT Services, and IT Service Continuity Management

= Describe organizing for Operational Support and Analysis and functions to be performed such as
Service Desk, Technical Management, IT Operations Management, and Application Management,
including Support Service Operation roles, responsibilities, activities, and functions

= Cite technology and implementation considerations for Operational Support and Analysis

= List challenges, Critical Success Factors (CSFs), and risks for Operational Support and Analysis
= Define terminology related to Operational Support and Analysis
= Prepare to pass the Operational Support and Analysis certification examination

Module 0 3

The ITIL® Intermediate Qualification: OBerationaI Support and Analysis (OSA)
Certificate is a freestandimgualification, but is also part of the ITfLintermediate
Capability stream, and one of the courthest leads to the ITIE. Expert in IT Service
Management Certificate. The purpose of this course and the associated exam and
certificate is, respectively, to impart, test, and validate the knowledge on industry
practices in Service Management as documented in th& Bétvice Lifecycle

core publications.

The course puts specific emphasis on Service Operation Lifecycle processes and roles:
A Event Management which defines any detectable or discernible occurrence
that has significance for the management of the IT Infrastructure or delivery
of an IT service
A Incident Management which has the capability to bring services back to
normal operations as soon as possible, according to agreed service level
_agreements
A Request Fulfillment which fulfills a request providing quick and effective
access to standard services which business staff can use to improve their
productivity or the quality of business services and products
A Problem Mana%ement which prevents problems and resulting Incidents from
happening, to eliminate recurring Incidents and to minimize the impact of
_Incidents that cannot be prevented
A Access Management which grants authorized users the right to use a service,
while preventing access to naathorized users

The ITIL® Certificate in Operational Support and Analysis is intended to enable the
holders of the certificate to apply the practices in resolution and support of the
Service Management Lifecycle.
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