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Service Operation Course Objectives

At the end of this course, you should be able to gain competencies in the
following education and examination components related to this certification:

+ Introduction to Service Operation (SO)

¢ Service Operation Principles

¢ Service Operation Processes

+ Common Service Operation activities

¢ Organizing Service Operation: Functions

¢ Technology Considerations

+ Implementation Considerations

+ Challenges, Critical Success Factors, and Risks

Module 0 3

The ITIL® Intermediate Qualification: Service Operation (SO) Certificate is a
freestanding qualification, but is also part of the Fribhtermediate Lifecycle

stream, and one of the courses that leads to th@ IEXpert 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€ Sékvice

Operation publication.

The ITIL® Certificate in Service Operation (SO) is intended to enable the holders of
the certificate to apply the practices in resolution and support of the Service
Management Lifecycle.

©2009 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
Course 4576el Service Operation v1.1 (206) 7291107



Ja¥ PULTORAK
& ASSOCIATES

the business of IT™ PresemMtati on

©2009 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
Course 4576el Service Operation v1.1 (206) 7291107



