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Module 0:
Welcome (30m)
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Planning, Protection, and Optimization Course Objectives

At the end of the course, you should be able to gain competencies in the

following education and examination components related to this certification:

= Service Management as a Practice

" Processes across the Service Lifecycle pertaining to the practice elements
within Planning, Protection, and Optimization

= Capacity management as a capability to realize successful service design

= Availability management as a capability to realize successful service design

= |T Service Continuity Management as a capability to support overall
Business Continuity Management

* |nformation security management as part of the overall corporate
governance framework

= Planning, Protection, and Optimization roles and responsibilities

= Technology and Implementation Considerations

= Challenges, Critical Success Factors, and risks

Module 0 3

The ITIL® Intermediate Qualification: Planning, Protection, and Optimization (PPO)
Certificate is a freestanding qualification, but is also part of the®Titermediate
Capability stream, and one of the courses that leads to th& 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€ Beékvice Lifecycle

core publications.

The ITIL® Certificate in Planning, Protection, and Optimization (PPO) is intended to
enable the holders of the certificate to apply the practices in resolution and support
of the Service Management Lifecycle.

These course objectives are our expectations from you after you have completed this
course. What about you, what are your expectations from this course?
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Practical Exercise: Activity @ @

Terms for This Course

Open the PPO Terms job aid and read through the list of terms. Are any of
them new to you? If so, go to the glossary and look them up.

Job Aid: PPO Terms

Module 0 4

The syllabus for this course does not specifically call out terminology you should
know at the end of this course. This list was compiled based on key terms used in the
source ITIL® publications on which the syllabus and course are based.
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On the basis of the information provided in the scenario, you will be required to
select which of the four answer options provided (A, B, C, or D) you believe to be
the optimum answer. You may choose ONE answer only, and the Gradient Scoring
system works as follows:
A If you select the CORRECT answer, you will be awarded 5 marks for the
guestion
A If you select the SECOND BEST answer, you will be awarded 3 marks for
the question
A If you select the THIRD BEST answer, you will be awarded 1 mark for the
guestion
A If you select the DISTRACTER (the incorrect answer), you will receive no
marks for the question
In order to pass this examination, you must achieve a total of 28 marks or more out
of a maximum of 40 marks (70%).
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