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ITIL-Exam : ITIL Foundation V5 Exam Preparation

Objective:

Who Should Attend:

What is include :

unhown =

in 60 minutes (2

N o

Digital and Information Technology was turned to be the essential tool for
creating business competitive advantage for many decade ago. Business
utilizes many digital solutions such as cloud service, digital platforms, mobile
application, and Al-based system. IT service management (ITSM) is the
mandatory knowledge and skills for IT management. This course will hand on
the key concepts of Digital Product and Service Management including with
detail for exam preparation based on ITIL Version 5. Participants can learn
the detail of 7 modules including practices those often found in ITIL
Foundation Version 5 exam. This course provides mock-up exam to ensure
that participants will pass the real exam.

People who work in IT department.
e IT Operation Staff

IT Middle Management

IT Security officer

IT Infra expert

IT Application development

Head of IT Operation

Head of IT Infrastructure

Head of IT Security

Head of IT Application

Head of Digital Transformation

Head of IT Governance

Training slide for ITIL foundation V5 Exam Preparation

One Exam Voucher (Online Exam Proctor from Peoplecert)

Tips and techniques for ITIL foundation V5 exam preparation

ITIL foundation V5 Exam-like practice questions with key more than 200 questions

Mock-up exam online session by Knowledger to check participant readiness with 40 questions

Set)

Comprehensive handouts based on ITIL foundation V5 Guide in soft file
24x7 support on ITIL foundation V5 exam preparation, application process, home exam room

setting tips, by instructors via line, email or call

Duration:
Venue:
Method:
Language:
Instructors:
Knowledger Co, Ltd.

728 Bangbon 4 Soi 7, Bangbon Nuea,
Bangbon, Bangkok 10150 Thailand

Onsite 2 days (12 hours), 09:00 — 16:00 + Online (3 Hours) for Exam Review
Jasmine City Hotel Asoke Sukhumvit 23

Lecture and Mock-up Exam Test

Thai

Paiboon Punyayuttakan (ITIL V5, PMP, CISSP, CISA, IRCA, Project+)
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Course Outline: ITIL Foundation V5 Exam Preparation
Day 1

ITIL V5 Key Concept , Terms, and Definition
Digital Product and Service Management
Value Co-Creation Concept
Service Offering Techniques & Components
3 Types of Service Relationship
Roles and Responsibilities in Service Relationship Management
Definition of Service Utility & Warranty & Experience & Sustainability
Experience in Digital Service
ITIL V5 Product and Service Lifecycle
e Product and Service Life Cycle (Agile & DevOps Integration)
e 8 Steps of Product and Service Life Cycle
e Service Journey
Four Dimension of Product & Service Management
e 4 Dimensions of Product & Service Management
e External Factors of Product & Service Management
Service Value System
e Service Value System Concept (From Demand to Value)
e 5 Components of Service Value System
7 Guiding Principles in ITIL 5
Governance
8 Steps of Service Value Chain
34 Practices (General Management / Service Management)
o 7 Steps of Continual Improvement & KPI Measurement
Output & Outcome
Value : Outcome Realization & Business Strategy Alignment
e Service Value System Case Study (Mobile Banking & Digital
Transformation)
Value Stream Identification , Mapping , and Management
e Value Stream Identification
e 5 Steps of Value Stream Mapping
e Value Stream Management
ITIL & Artificial Intelligence (AI)
e ITIL AI Capability Model
e ITIL AI governance
ITIL & Related Framework

O O O O

e ITIL Related with DevOps

e Concept of Continuous Integration (CI)

e Concept of Continuous Delivery (CD)

e Concept of Continuous Deployment (CDP)

e ITIL Related with PRINCE2 (Project Management)

Day 2
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ITIL V5 Practice
e Overview 34 Management Practices
Strategy Management
Portfolio Management
Architecture Management
Service Financial Management
Workforce and Talent Management
Continual Improvement
Measurement and Reporting
Risk Management
Information Security Management
Knowledge Management
Organization Change Management
Project Management
Relationship Management
Supplier Management
Business Analysis
Service Catalogue Management
Service Design
Service Level Management
Availability Management
Capacity and Performance Management
Service Continuity Management
Monitoring and Event Management
Service Desk
Incident Management
Service Request Management
Problem Management
Release Management
Change Enablement
Service Validation and Testing
Service Configuration Management
Asset Management
Deployment Management
Infrastructure and Platform Management
o Software Development and Management
e Analyze and Detail 10 Practices (Often Found in Exam)
o Service Level Management (SLM)
= Definition of SLA
= 4 Components of Service Level Metric
o Change Enablement (CHE)
= Definition of Change
= Roles of Change Advisory Board (CAB)
= Types of Change
o Release and Deployment Management (RDM)

0O O 0O 0O 0o 0o 0o 0o o0 o0 O o O o o o o o o o o o o o o o o o o
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https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Design#ITIL_KPIs_Service_Level_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Transition#ITIL_KPIs_Change_Management
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= Definition of Release
= Definition of Deploy
= Difference between Release & Deploy
o Incident Management (ICM)
= Definition of Incident
= Difference between Incident & Service Request
o Service Request Management (SRM)
= Definition of Service Request
o Monitoring & Event Management (EVM)
= Definition of Event
o Service Desk (SDK)
= Definition of Service Desk
o Problem Management (PBM)
= Source of Problem
= Definition of Workaround , Corrective , Preventive
Actions , Error , Know Error , Problem
o Service Asset and Configuration Management (SACM)
= Definition of CIs & CMDB
= Type of Cls
o IT Service Continuity Management (ITSCM)
= Definition of ITSCM
= Definition of RTO & RPO

ITIL Foundation V5 Exam Preparation

Review ITIL V5 Terms & Definition (Often Found in Exam)
Review and Explain ITIL Foundation V5 Exam (40 Questions)
Mock-up Exam Test Set 1 (40 Questions 60 Minutes)
Mock-up Exam Test Set 2 (40 Questions 60 Minutes)
Mock-up Exam Review Answer Key (Set 1,2)
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https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Operation#ITIL_KPIs_Incident_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Operation#ITIL_KPIs_Problem_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Transition#ITIL_KPIs_Service_Asset_and_Configuration_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Design#ITIL_KPIs_IT_Service_Continuity_Management

\)
KNOWLEDGER

Objective: walulafasauma via ladil  naraunfuieiasfiaddnluns  aeany
TeitiFaulunsuaetunegsAuvalandIssewal §5A1ssuy IT 1dluviare
suuwuy wu cloud service, digital platforms, mobile application, Al-based
system &uwalinisudmisinnis usnsenulavi wia IT Service Management
(ITSM) fluanusuasinmedsniudniy 6 wwisssuulad lunnsedu uag
Framework &dey &5y IT Service Management #'la¥uanufiauluszdusnna
Wuda ITIL Version 5 Framework v¥a IT Infrastructure Library 1aavdngas
faanuuumn WamsWaimnanusuas wunlfid anauanassiu ITIL Version 5
Taaawsnu Teaaziiu mswedandidgau Certified ITIL Foundation V5 1ael g12in
ausu avladaus amaday Aaansay warlinaaasvintdasau Mock-up tiia
Faadnisday walwitulaii azaansagauniu unssauas

uangasilintzdulas : gusis wasitunou ludhaoulai uasasdns
131117 IT Operation

IT Middle Management

Wi IT Security

Q"L‘ﬂmmzy IT Infra

invuieuun IT Application

15115 IT Operation

15115 IT Infrastructure

13115 IT Security
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#u5115 IT Application
HUsKsuUIa9u Digital Transformation
#Ju511s5 IT Governance
Ruiirfizinausuazlasu:
1 Slide ausuvdngns ITIL foundation V5 Exam Preparation
2 Voucher s&wfuaauy ITIL foundation V5 Exam 1 a3y (fauuuy Online sihun1saiuaAuan Proctor
uav Peoplecert)
3 edaadu uamnafia lunistedanddau ITIL foundation V5
4 wudasay ITIL foundation V5 &fiauzadauazvwsauiaas I1uuuinnin 200 2ia
5 wasau Mock-up exam tRata3auaunsay dadadgau 40 Aa 13a1 60 Ui AuIu 2 A
6 Soft File Lanans dgiilanddey tianuniu Aaunsxau ITIL foundation V5
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LAt AuLiiam msezandidgau uagnsaiAssaunIuszuuuas Peoplecert nsiaLa3auviavgauiilinu
IWasavsunsgay wuu Online malsinisaiuauiae Proctor ann Peoplecert
STaCIANAUSY Onsite 2 Fu (12 12Tu9), 09:00 — 16:00 + Online (3 7 Tw9) dudunmiudagau
A0 Ul Tsousu dafiu 44 alan qauin 23
38n1sdau ; ussene uay Anvindagaudnaay (Mock-up Exam)
ussanenilunun : 1ne
nenns : anase ‘lwyasd deyeyrgnsnis ITIL VS, PMP, CISSP, CISA, IRCA, Project+
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Wiamnvdngas : ITIL Foundation V5 Exam Preparation
Day 1

ITIL V5 Key Concept , Terms, and Definition
Digital Product and Service Management
Value Co-Creation Concept
Service Offering Techniques & Components
3 Types of Service Relationship
Roles and Responsibilities in Service Relationship Management
Definition of Service Utility & Warranty & Experience & Sustainability
Experience in Digital Service
ITIL V5 Product and Service Lifecycle
e Product and Service Life Cycle (Agile & DevOps Integration)
e 8 Steps of Product and Service Life Cycle
e Service Journey
Four Dimension of Product & Service Management
e 4 Dimensions of Product & Service Management
e External Factors of Product & Service Management
Service Value System
e Service Value System Concept (From Demand to Value)
e 5 Components of Service Value System
7 Guiding Principles in ITIL 5
Governance
8 Steps of Service Value Chain
34 Practices (General Management / Service Management)
o 7 Steps of Continual Improvement & KPI Measurement
Output & Outcome
Value : Outcome Realization & Business Strategy Alignment
e Service Value System Case Study (Mobile Banking & Digital
Transformation)
Value Stream Identification , Mapping , and Management
e Value Stream Identification
e 5 Steps of Value Stream Mapping
e Value Stream Management
ITIL & Artificial Intelligence (AI)
e ITIL AI Capability Model
e ITIL AI governance
ITIL & Related Framework

O O O O

e ITIL Related with DevOps

e Concept of Continuous Integration (CI)

e Concept of Continuous Delivery (CD)

e Concept of Continuous Deployment (CDP)

e ITIL Related with PRINCE2 (Project Management)

Day 2
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ITIL V5 Practice
e Overview 34 Management Practices
Strategy Management
Portfolio Management
Architecture Management
Service Financial Management
Workforce and Talent Management
Continual Improvement
Measurement and Reporting
Risk Management
Information Security Management
Knowledge Management
Organization Change Management
Project Management
Relationship Management
Supplier Management
Business Analysis
Service Catalogue Management
Service Design
Service Level Management
Availability Management
Capacity and Performance Management
Service Continuity Management
Monitoring and Event Management
Service Desk
Incident Management
Service Request Management
Problem Management
Release Management
Change Enablement
Service Validation and Testing
Service Configuration Management
Asset Management
Deployment Management
Infrastructure and Platform Management
o Software Development and Management
e Analyze and Detail 10 Practices (Often Found in Exam)
o Service Level Management (SLM)
= Definition of SLA
= 4 Components of Service Level Metric
o Change Enablement (CHE)
= Definition of Change
= Roles of Change Advisory Board (CAB)
= Types of Change
o Release and Deployment Management (RDM)
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https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Design#ITIL_KPIs_Service_Level_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Transition#ITIL_KPIs_Change_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Transition#ITIL_KPIs_Release_and_Deployment_Management
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= Definition of Release
= Definition of Deploy
= Difference between Release & Deploy
o Incident Management (ICM)
= Definition of Incident
= Difference between Incident & Service Request
o Service Request Management (SRM)
= Definition of Service Request
o Monitoring & Event Management (EVM)
= Definition of Event
o Service Desk (SDK)
= Definition of Service Desk
o Problem Management (PBM)
= Source of Problem
= Definition of Workaround , Corrective , Preventive
Actions , Error , Know Error , Problem
o Service Asset and Configuration Management (SACM)
= Definition of CIs & CMDB
= Type of CIs
o IT Service Continuity Management (ITSCM)
= Definition of ITSCM
= Definition of RTO & RPO

ITIL Foundation V5 Exam Preparation

Review ITIL V5 Terms & Definition (Often Found in Exam)
Review and Explain ITIL Foundation V5 Exam (40 Questions)
Mock-up Exam Test Set 1 (40 Questions 60 Minutes)
Mock-up Exam Test Set 2 (40 Questions 60 Minutes)
Mock-up Exam Review Answer Key (Set 1,2)
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https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Operation#ITIL_KPIs_Incident_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Operation#ITIL_KPIs_Problem_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Transition#ITIL_KPIs_Service_Asset_and_Configuration_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Design#ITIL_KPIs_IT_Service_Continuity_Management

