'A‘ PULTORAK
& ASSOCIATES ]
the business of IT Presernrtation

ITIL® Intermediate
Qualification:
Service Offerings
and Agreements

Course 4276
vi.1

'A‘ PULTORAK

the business of IT"

©2009 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
Course 4276 Service Offerings and Agreements v1.1 (206) 7291107



yﬂ PULTORAK
& ASSOCIATES .
the business of (T Presem®tation

AN

Module 0:
Welcome (30m)

©2009 by Pultorak & Associates, Ltd. All rights reserved. www.pultorak.com
Course 4276 Service Offerings and Agreements v1.1 (206) 7291107



yn PULTORAK
& ASSOCIATES .
Presemtati on

Service Offerings and Agreements Course Objectives

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

= Describe the importance of Service Management as a Practice and Service Operation
Principles, Purpose, and Objective

= Explain the importance of Service Offerings and Agreements (SOA) in providing service

= For all processes across the lifecycle pertaining to SOA: list and describe the
processes, activities, methods, and functions used in each and how they interact with
other Service Lifecycle Processes, and cite how to achieve operational excellence with
the processes, activities, and functions

= Recall SOA-related activities in other Lifecycle phases processes

= Explain how to measure SOA

= Explain the importance of IT Security and its contributions to SOA

= Describe organizing for SOA (functions performed within SOA)

= |istand describe SOA roles and responsibilities

= Cite technology and implementation considerations surrounding SOA

= |istand describe Challenges, Critical Success Factors and Risks in SOA
= Explain CSI as a consequence of effective SOA

Module 0 3

Processes across the lifecycle pertaining to Service Offerings and Agreements

A Service Portfolio Management which provides documentation for services and

_prospective services in business terms

A Service Catalog Management which is concerned with the production and

_documentation of the Service Catalog from a business and a technical viewpoint

A Service Level Management which sets up a Service Level Agreement (SLA)

_structure and ensures that all SLAs have an underpinning support structure in place

ADemand Management which identifies Patterns of Business Activity to enable the

_appropriate strategy to be implemented

A Supplier Management which ensures all partners and suppliers are managed in the

_appropriate way and includes contract management

AFinancial Management which includes ensuring understanding of the service value

_and the management of all financial considerations

ABusiness Relationship Managers who have responsibility to represent customers
and ensure the Service Catalog and Portfolio have the right needs

The ITIL® Intermediate Qualification: Service Offerings and Agreements (SOA)
Certificate is a freestandirgalification, but is also part of the ITiLntermediate
Capability stream, and one of the courfext leads to the ITIRExpert 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 thé Sdtvice Lifecycle core
publications. The ITIR Certificate in Service Offerings and Agreements 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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Terms for this Course

Open the SOA 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.

(&3] Job Aid: SOA 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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