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Itil Practitioner Guidance
Effective management of business information is critically important for modern organizations. The Business Information Systems Library
(BiSL) is a generic framework which provides an effective solution for business information management. BiSL is a public domain standard
which is consistent with ITIL and ASL. This management guide is an easy to use guide about the how and why of the Framework BiSL,
Business Information Service Library, that is governed by the ASL BiSL Foundation. It describes the best way to manage and execute
business information management in day-to-day practice, and how BiSL can be of use with this. To illustrate the implementation of BiSL, a
separate case history is being evolved throughout the text.Supports EXIN BiSL Exams
A humorous approach to a universally adopted standard.
Assessing the most valuable technology for an organization is becoming a growing challenge for business professionals confronted with an
expanding array of options. This 2007 book is an A-Z compendium of technological terms written for the non-technical executive, allowing
quick identification of what the term is and why it is significant. This is more than a dictionary - it is a concise review of the most important
aspects of information technology from a business perspective: the major advantages, disadvantages and business value propositions of
each term are discussed, as well as sources for further reading, and cross-referencing with other terms where applicable. The essential
elements of each concept are covered in a succinct manner so the reader can quickly obtain the required knowledge without wading through
exhaustive descriptions. With over 200 terms, this is a valuable reference for non- and semi-technical managers, executives and graduate
students in business and technology management.
Complete, detailed preparation for the Intermediate ITIL Service Lifecycle exams ITIL Intermediate Certification Companion Study Guide is
the ultimate supporting guide to the ITIL Service Lifecycle syllabus, with full coverage of all Intermediate ITIL Service Lifecycle exam
objectives for Service Operation, Service Design, Service Transition, Continual Service Improvement, and Service Strategy. Using clear and
concise language, this useful companion guides you through each Lifecycle module and each of the process areas, helping you understand
the concepts that underlie each skill required for certification. Illustrative examples demonstrate how these skills are applied in real-life
scenarios, helping you realize the importance of what you're learning each step of the way. Additional coverage includes service strategy
principles and processes, governance, organization, implementation, and technology considerations, plus guidance toward common
challenges and risks. ITIL is the most widely adopted approach for IT Service Management in the world, providing a practical, no-nonsense
framework for identifying, planning, delivering, and supporting IT services to businesses. This study guide is the ultimate companion for
certification candidates, giving you everything you need to know in a single informative volume. Review the information needed for all five
Lifecycle exams Examine real-life examples of how these concepts are applied Gain a deeper understanding of each of the process areas
Learn more about governance, organization, implementation, and more The Intermediate ITIL Service Lifecycle exams expect you to
demonstrate thorough knowledge of the concepts, processes, and functions related to the modules. The certification is recognized around the
world as the de facto standard for IT Service Management, and the skills it requires increase your value to any business. For complete,
detailed exam preparation, ITIL Certification Companion Study Guide for the Intermediate ITIL Service Lifecycle Exams is an invaluably
effective tool.
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Pass the ITIL Foundation examination by learning the basics of ITIL and working through real-life examples. This book breaks the course
down for studying in 7 days with 3 hours a day, which means at the end of a week you are ready to pass the exam. You'll also see tips and
an array of sample questions, as well as FAQs on ITIL. All this will prepare you for the examination and give you the knowledge required to
pass with flying colors. After using Become ITIL Foundation Certified in 7 Days and earning the ITIL Foundation certification, you'll be well
placed to get the career you always wanted. What You Will Learn Gain ITIL basics – the entire syllabus designed of the ITIL Foundation
certification Obtain a deep-rooted understanding of ITIL topics and not textbook knowledge Prepare for the ITIL Foundation examination Sort
out career-related queries and decide whether ITIL will aid your career Who This Book Is For IT professionals from the IT services industry
are the primary audience.
"The ITIL Practitioner is a highly practical course and designed in such a way that enables the candidates to implement service improvements
based on the ITIL philosophy of "adopt and adapt." In this comprehensive course, the students will learn the guiding principles of service
improvement, the service improvement approach, communication, metrics and measurement, and organizational change management
(OCM). The ITIL Practitioner training course prepares the candidates for the AXELOS ITIL Practitioner exam which is required to achieve the
ITIL Practitioner certificate. The ITIL Practitioner certification offers practical guidance on how to adopt and adapt the ITIL framework to
support your business' objectives. The ITIL Practitioner exam training course requires the students to have undertaken the ITIL foundation
training before enrolling in this training course."--Resource description page.
This book “Implementing Metrics for IT Service Management” provides a measurement framework which is based on a continuous
improvement lifecycle. The measurement framework is aligned with the IT Infrastructure Library (ITIL®) set of best practices. The framework
is compatible with the Control Objectives for IT (CobiT®) framework and supports ISO/IEC 20000 standards for IT Service Management. This
book also provides the basic concepts around measurements for business/IT alignment, achieving compliance and driving operation
excellence. Where possible, examples, case studies and check lists have been included along with a scorecard accelerator software tool to
further improve the learning experience and accelerate the adoption of measurements. The goal of this book is to provide the reader with a
measurement framework to align IT with the business objectives to create value through continuous improvements. This book is
complimentary to the book “Metrics for IT Service Management” also published by Van Haren Publishing.

Fully revised for the latest exam release, this authoritative volume offers thorough coverage of all the material on the
IPRC exam. Written by a renowned IT Service Management expert and ITIL Manager, this guide features complete
details on all exam domains. Inside, you'll find learning objectives at the beginning of each chapter, exam tips, practice
questions, and in-depth explanations. IPRC All-in-One Exam Guide, will not only help you pass the test, but also be your
essential on-the-job reference. IT Service Management Practitioner: CMDB, Release & Control IT Service Management
Practitioner: Release & Control (based on ITIL®) covers the essential planning, monitoring and optimizing skills required
to qualify as a professional who specializes in the Release and Control processes. It covers CMDB, the Change
Management, Release Management and Configuration Management processes. IT Service Management Practitioner:
Release & Control (based on ITIL®) is aimed at professionals who will participate in managing, organizing and optimizing
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processes in an IT service organization which has implemented, or started to implement, ITIL®-based Release and
Control processes. This comprehensive resource is a "must read" for those aspiring to be IPRC certified.
Fully revised for the latest exam release, this authoritative volume offers thorough coverage of all the material on the
IPSR exam. Written by a renowned IT Service Management expert and ITIL Manager, this guide features complete
details on all exam domains. Inside, you'll find learning objectives at the beginning of each chapter, exam tips, practice
questions, and in-depth explanations. IPSR All-in-One Exam Guide, will not only help you pass the test, but also be your
essential on-the-job reference. IT Service Management Practitioner: Support and Restore (based on ITIL®) covers the
essential planning, monitoring and optimizing skills required to qualify as a professional who specializes in the Support
and Restore processes. It covers the Service Desk and Incident Management and Problem Management processes. IT
Service Management Practitioner: Support and Restore (based on ITIL®) is aimed at professionals who will participate in
managing, organizing and optimizing processes in an IT service organization which has implemented, or started to
implement, ITIL®-based Support and Restore processes. This comprehensive resource is a "must read" for those
aspiring to be IPSR certified.
ITIL Practitioner Guidance is the essential reference text which accompanies the ITIL Practitioner qualification. Fully
integrated with the ITIL Practitioner syllabus, this publication is also a practical guide that helps IT service management
(ITSM) professionals turn ITIL theory into practice through case studies, worksheets, templates and scenarios. The book
assumes knowledge of ITIL and ITSM up to ITIL Foundation level, and begins with a discussion of the guiding principles
of ITSM. It goes on to explain how these guiding principles are essential for ITSM and how they relate to philosophies,
frameworks and methodologies such as DevOps, Lean, Agile etc. The publication shows how following the CSI (continual
service improvement) approach, and how the core skills of organizational change management, communication, metrics
and measurement, can underpin successful ITSM improvement initiatives.
Fully revised for the latest exam release, this authoritative volume offers thorough coverage of all the material on the
IPAD exam. Written by a renowned IT Service Management expert and ITIL Manager, this guide features complete
details on all exam domains. Inside, you'll find learning objectives at the beginning of each chapter, exam tips, practice
questions, and in-depth explanations. IPAD All-in-One Exam Guide, will not only help you pass the test, but also be your
essential on-the-job reference. IT Service Management Practitioner: SLA, Agree and Define (based on ITIL®) covers the
essential planning, monitoring and optimizing skills required to qualify as a professional who specializes in the Agree and
Define processes. It covers SLA, Service Level Management and Financial Management processes. IT Service
Management Practitioner: Agree and Define (based on ITIL®) is aimed at professionals who will participate in managing,
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organizing and optimizing processes in an IT service organization which has implemented, or started to implement,
ITIL®-based Agree and Define processes. This comprehensive resource is a "must read" for those aspiring to be IPAD
certified.
We wrote this book to help managers and engineers understand each other better. It is based around common situations
that may look sad and unfortunate if you are stuck inside them, or funny and laughable if you are not. We describe these
IT mismanagement patterns and give them names so the readers would know them when they see them and have
common terminology for discussion.We are practitioners of both management and tech and we have described what we
have encountered in our own practice. The book is not supposed to be comprehensive: we have seen much but nobody
has seen it all. Likewise, our ideas on how to build a healthy IT organisation and remedy specific instances of
mismanagement may be limited in applicability and fail to hold water in many other ways. In any case, fixing the world
was not our goal. We wanted you to have fun while reading the book and to acquire the terminology and context to
discuss the issues of IT mismanagement in a constructive and positive way, no matter where in your organisation's food
chain you are.
The ITIL(R) (Information Technology Infrastructure Library) Foundation Study Guide and eLearning Program is the most
complete guide for anyone involved in IT Service Management and who are aiming to take the ITIL Foundation exam,
whether they be first-time ITIL learners or seasoned IT professionals. Our accredited program contains a revised study
guide and online learning program with up to date content from the ITIL V3 2011 Syllabus. Combined with interactive
content and exam preparation materials the course will assist you in passing your ITIL Foundation exam on the first
attempt. With examples, instructions, and cautionary advice, the ITIL Foundation Course is, to quote numerous satisfied
ITIL certified clients, the Gold Standard of ITIL Certification.î We've earned this moniker by assisting thousands of
students over 15 years by being at the forefront of the ITIL education community. This study guide contains both the
workbook and access to our online program that together provides everything you need to prepare for the ITIL
Foundation certification exam, including: Real-world scenarios that describe what you've learned in the context of service
solutions. Section reviews for each chapter to help you zero in on what you need to know and includes practice exam
questions. Key information and real world examples organized around the actual day-to-day tasks and challenges you'll
face in the field of IT Service Management. Ability to assess what you've learned with challenging ITIL Foundation exam
style questions. Presentations that you can view and replay as many times as required in your access period, facilitated
by certified ITIL trainers who explain each of the topics and concepts of ITIL. Materials developed on the specific syllabus
and exam criteria so that you can be confident in achieving exam success on your first attempt. This new updated edition
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includes: A section on the new ITIL Practitioner qualification and the important information you need to know. Up to date
and interactive content via the eLearning program to facilitate the learning experience. Educational content that
strengthens your grasp on the key information you require for the tasks and challenges you will face in the IT sector. The
book and course made me confident in sitting the exam, and is the best such book that I've come across. Worth it
especially since you have access to the online learning component as well. Highly recommended, I passed in one go!
ITIL(R) is a registered trade mark of AXELOS Limited
ABC is like an iceberg, much of it hidden beneath the surface, yet capable of inflicting enormous damage to your
organization, or more importantly, your business! With growing importance of IT to business operations we can no longer
afford to have our ITSM improvement programs and initiatives fail because of Attitude, Behavior or culture issues. This
book describes what ABC is, why it is important and gives practical cases and examples in dealing with ABC issues. The
book contains more than 35 case examples from industry experts and practitioners on what they have done to solve
specific ABC issues. The book can be used in combination with the ABC of ICT card set for creating awareness,
assessing your own worst practices and taking your first practical steps in solving them. This book provides a valuable
addition on top of ITIL publications on how to ensure ITSM improvement programs can and do deliver lasting value
The first edition of this book is regarded as a classic in its field. Now, in an expanded and updated version of The Art of Service's 2008 book,
the authors once again present a step-by-step guide to IPRC Processes and Certification. Fully revised for the latest exam release, this
authoritative volume offers thorough coverage of all the material on the IPRC exam. Written by a renowned IT Service Management expert
and ITIL Manager, this guide features complete details on all exam domains. Inside, you'll find learning objectives at the beginning of each
chapter, exam tips, practice questions, and in-depth explanations. IPRC All-in-One Exam Guide, will not only help you pass the test, but also
be your essential on-the-job reference. IT Service Management Practitioner: CMDB, Release & Control IT Service Management Practitioner:
Release & Control (based on ITIL) covers the essential planning, monitoring and optimizing skills required to qualify as a professional who
specializes in the Release and Control processes. It covers CMDB, the Change Management, Release Management and Configuration
Management processes. IT Service Management Practitioner: Release & Control (based on ITIL) is aimed at professionals who will
participate in managing, organizing and optimizing processes in an IT service organization which has implemented, or started to implement,
ITIL-based Release and Control processes. This comprehensive resource is a "must read" for those aspiring to be IPRC certified.
Considering the increasing number of IT Professionals who want to be actively involved in ITIL, this book, should do at least as well as the
first edition, which is a bestseller.
The Service Catalog is a fundamental IT tool covering the services themselves, default capabilities, measures and primary means of access
and provision. In short, it represents the value IT provides to facilitate business operations.Written by industry experts and using real case
studies, this valuable title takes the reader beyond the theoretical to focus on the real business benefits of Service Catalogs and how to
implement them successfully within an organization: Services are made standard and rational, leading to lower costs and increased service
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availabilityStandard service products enable forecasting of demand, leading to better volume discounts from vendors and improved inventory
and capacity planningControls over consumption of services are enhancedThe fulfillment of IT services is improved with the catalog.
Standardization of services leads to recurrent workflows, rather than relatively expensive one-off projects
Capacity Management is described in most key ITSM frameworks: ITIL, ISO 20000 Microsoft Operations Framework (MOF) and the
Application Service Library (ASL) all note the importance of Capacity Management. This major title meets the need for an in-depth practical
guide to this critical process. Written and reviewed by some of the world’s most respected experts in this field it shows how Capacity
Management best practice can support provision of a consistent, acceptable service level at a known and controlled cost. Practical advice
covers the essential control of two balances: Supply versus demand and resources versus cost. In times of mean, frugal economic measures,
it is essential to focus on those practices that are effective and yield practical results. In enlightened times of sustainability, it is also a
requirement to find solutions that satisfy the criteria for 'greenness'. This excellent title shows how Capacity Management works not only
within an IT environment but also why it is pivotal in meeting high profile business demands. Aligns with ISO/IEC 20000 and ITIL® ISO/IEC
lists a set of required capacity management deliverables ITIL outlines what should be done in capacity management this book starts to
describe how to do it Covers details of what capacity management is all about: what is capacity management why do it – benefits and costbenefit analysis how to do it – data-flows and activities who does it – roles and perspectives implementation, maintenance, improvement,
tools Provides comprehensive templates and checklists: objectives, interfaces and data-flows, sub-practices and activities metrics, application
sizing parameters, data for modelling deliverables, reports, CMMI levels, KPIs, risk matrix sample capacity plan
ITIL Practitioner Guidance is the essential reference text which accompanies the ITIL Practitioner qualification. Fully integrated with the ITIL
Practitioner syllabus, this publication is also a practical guide that helps IT service management (ITSM) professionals turn ITIL theory into
practice through case studies, worksheets templates and scenarios. The book assumes knowledge of ITIL and ITSM up to ITIL Foundation
level, and begins with a discussion of the guiding principles of ITSM. Focus on value; Start where you are; Progress iteratively; Be
transparent; Keep it simple; Design for experience; Work holistically; Observe directly; Collaborate. It goes on to explain how these guiding
principles are essential for ITSM and how they relate to philosophies, frameworks and methodologies such as DevOps, Lean, Agile etc. The
publication shows how following the CSI (continual service improvement) approach, and how the core skills of organizational change
management, communication, metrics and measurement, can underpin successful ITSM improvement initiatives. Assembled by the
Practitioner Architect Team of Kevin Behr, Karen Ferris, Lou Hunnebeck, Stuart Rance, Barclay Rae and Paul Wilkinson, a team of renowned
ITSM experts under the guidance of AXELOS' Kaimar Karu, ITIL Practitioner Guidance concludes with a practical toolkit containing
templates, worksheets and assessments that will help ITSM professionals to improve the value of the service they provide to their customers.
SqEME® is an open standard for developing a processed-centred architecture of an enterprise. It may be reproduced freely by any
organization wishing to use it to develop a governance structure on the quality of their business processes. SqEME® Process Management is
a method that facilitates discussion of the design of the organization, in a subtle but unambiguous way. Processes have to hold a prominent
place in observing organizations: how are the different parts of the organization tuned to each other and how does adequate communication
take place? SqEME® as a methodology views processes from four different perspectives. SqEME® calls these ‘windows’, by means of
which one seeks for the Constitution, Chemistry, Correspondence and Construction of the enterprise. SqEME® is the result of more than
twenty years experience with the management of business processes within various organizations. SqEME® has been applied successfully
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in industry (chemistry, automotive, construction, paper), in the business sector (IT service, healthcare), in the non-profit sector, and in public
companies such as the Prosecution Counsel, County Councils and local authorities. This book is particularly aimed at professionals who are
involved in the change process within process-driven organizations. Anyone wishing to familiarize themselves with process-centred thinking
will be pleased to find that this book adopts an innovative, yet practice-proven approach. The SqEME® Foundation is a platform for
discussing the method and its application, where insights into the basic assumptions and backgrounds are shared: www.sqeme.org.
ISO/IEC 20000 is the corporate standard for achieving quality within IT Service Management. As individuals achieve success in Service
Management frameworks such as ITIL®, many organizations have identified the benefits of making the jump to full corporate accreditation.
But, having made the decision to invest in this standard, what is the best way to implement adoption in an efficient and successful way? This
thorough, practical guide has been put together by real experts with real experience of how ISO/IEC 20000 works in the workplace and in the
real world. Part A of this title covers the step by step description of the ISO 20000 implementation process. Part B contains real case studies
from organizations who have successfully achieved ISO/IEC accreditation. This Official itSMF guide is unique in that it not only describes the
implementation process. It also suggests solutions to common problems and set-backs. An understanding of the many business pressures
means that practical guidance on the business case, measuring success (or not), or the need for quick wins are all included in this book,
making it an invaluable companion for all those working on an implementation project. A sister guide to the hugely successful Official itSMF
‘Introduction to ISO/IEC 20000’ book, readers will find that this book becomes a key asset in delivering a practical, down to earth
implementation program. Foreword by John Stewart of OGC.
For many years ITIL(r) has provided a non-proprietary Best Practice framework for IT professionals to use to tackle IT service management.
ITIL, from the AXELOS(r) stable, combines the experiences of a wide range of IT professionals and experts.ITIL Practitioner sits alongside
the existing qualifcation levels of Foundation, Intermediate, Expert and Master. ITIL Practitioner puts the emphasis on providing practical
guidance as to how individuals can leverage CSI, a fundamental lifecycle stage in ITIL, to maximize the benefits of its adoption and adaption.
This publication, aligned with ITIL Practitioner qualification, supplies a unique toolkit that guides IT professionals when they are tasked with
driving organizational change management. Exercises are case-study based in which concepts will be applied and situations will be analyzed
in the context of the fictitious company: FEETWALK.This publication provides the content on which the ITIL Practitioner exam is based. It also
contains additional information from other sources to reinforce the key concepts of Lean IT.

With the continued progression of technologies such as mobile computing and the internet of things (IoT), cybersecurity has swiftly risen to a
prominent field of global interest. This has led to cyberattacks and cybercrime becoming much more sophisticated to a point where
cybersecurity can no longer be the exclusive responsibility of an organization’s information technology (IT) unit. Cyber warfare is becoming a
national issue and causing various governments to reevaluate the current defense strategies they have in place.
Cyber Security Auditing, Assurance, and Awareness Through CSAM and CATRAM provides emerging research exploring the practical
aspects of reassessing current cybersecurity measures within organizations and international governments and improving upon them using
audit and awareness training models, specifically the Cybersecurity Audit Model (CSAM) and the Cybersecurity Awareness Training Model
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(CATRAM). The book presents multi-case studies on the development and validation of these models and frameworks and analyzes their
implementation and ability to sustain and audit national cybersecurity strategies. Featuring coverage on a broad range of topics such as
forensic analysis, digital evidence, and incident management, this book is ideally designed for researchers, developers, policymakers,
government officials, strategists, security professionals, educators, security analysts, auditors, and students seeking current research on
developing training models within cybersecurity management and awareness.
The issues, opportunities and challenges of aligning information technology more closely with an organization and effectively governing an
organization s Information Technology (IT) investments, resources, major initiatives and superior uninterrupted service is becoming a major
concern of the Board and executive management in enterprises on a global basis. An integrated and comprehensive approach to the
alignment, planning, execution and governance of IT and its resources has become critical to more effectively align, integrate, invest,
measure, deploy, service and sustain the strategic and tactical direction and value proposition of IT in support of organizations.Much has
been written and documented about the individual components of IT Governance such as strategic planning, demand (portfolio investment)
management, program and project management, IT service management and delivery, strategic sourcing and outsourcing, performance
management and metrics, like the balanced scorecard, compliance and others. Much less has been written about a comprehensive and
integrated IT/Business Alignment, Planning, Execution and Governance approach. This new title fills that need in the marketplace and gives
readers a structured and practical solutions using the best of the best principles available today. The book is divided into nine chapters, which
cover the three critical pillars necessary to develop, execute and sustain a robust and effective IT governance environment - leadership and
proactive people and change agents, flexible and scalable processes and enabling technology. Each of the chapters also covers one or more
of the following action oriented topics: demand management and alignment (the why and what of IT strategic planning, portfolio investment
management, decision authority, etc.); execution management (includes the how - Program/Project Management, IT Service Management
with IT Infrastructure Library (ITIL) and Strategic Sourcing and outsourcing); performance, risk and contingency management (e.g. includes
COBIT, the balanced scorecard and other metrics and controls); and leadership, teams and people skills.
This volume provides guidance on how to design, develop and implement service management both as an organisational capability and a
strategic asset. It is a guide to a strategic review of ITIL-based service management capabilities, with the aim of improving their alignment
with overall business needs. It is written primarily for senior managers who provide leadership and direction in the form of objectives, plans
and policies. It is also benefits mangers at other levels, by explaining the logic of senior management decisions.
This user-friendly book aims to assist candidates pass the ITIL® OSA Intermediate examination. It not only references the source material
from the core ITIL texts, but crucially also gives practical guidance based on real-life experiences. This new edition reflects the latest ITIL
guidance, definitions, terminology and diagrams, as well as many additional insights from the author's own experience of developing effective
solutions and practices. An ITIL® licensed product.
Cybersecurity is vital for all businesses, regardless of sector. With constant threats and potential online dangers, businesses must remain
aware of the current research and information available to them in order to protect themselves and their employees. Maintaining tight
cybersecurity can be difficult for businesses as there are so many moving parts to contend with, but remaining vigilant and having protective
measures and training in place is essential for a successful company. The Research Anthology on Business Aspects of Cybersecurity
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considers all emerging aspects of cybersecurity in the business sector including frameworks, models, best practices, and emerging areas of
interest. This comprehensive reference source is split into three sections with the first discussing audits and risk assessments that
businesses can conduct to ensure the security of their systems. The second section covers training and awareness initiatives for staff that
promotes a security culture. The final section discusses software and systems that can be used to secure and manage cybersecurity threats.
Covering topics such as audit models, security behavior, and insider threats, it is ideal for businesses, business professionals, managers,
security analysts, IT specialists, executives, academicians, researchers, computer engineers, graduate students, and practitioners.
This book provides a more thorough approach to service agreements than available so far. It takes the material from ITIL best practices one
step further, by providing a more comprehensive and holistic approach to service agreements.
Fully revised for the latest exam release, this authoritative volume offers thorough coverage of all the material on the IPPI exam. Written by a
renowned IT Service Management expert and ITIL Manager, this guide features complete details on all exam domains. Inside, you'll find
learning objectives at the beginning of each chapter, exam tips, practice questions, and in-depth explanations. IPPI All-in-One Exam Guide,
will not only help you pass the test, but also be your essential on-the-job reference. ITIL Practitioner Plan and Improve (IPPI) (based on
ITIL®) covers the essential planning, monitoring and optimizing skills required to qualify as a professional who specializes in the Plan and
Improve processes. It covers the Availabilty Management, Capacity Management and Disaster Recovery, IT Service Continuity Management
processes. IT Service Management Practitioner: Plan and Improve (based on ITIL®) is aimed at professionals who will participate in
managing, organizing and optimizing processes in an IT service organization which has implemented, or started to implement, ITIL®-based
Plan and Improve processes. This comprehensive resource is a "must read" for those aspiring to be IPPI certified.

Pink Elephant is the world leader in IT management best practices, offering solutions to public and private businesses
worldwide, many of them listed in the Fortune 500. The Company specializes in improving the quality of IT services
through the application of recognized frameworks, including the IT Infrastructure Library (ITIL®).
Modern day IT Services and its subsequent businesses are going through a vast range of changes. These are changes
in either demand or the way technology is evolved in the day to day life. IT Industry has been through the phases from
business-oriented units to end-user-oriented services. If we look into the history of the IT industry, then we do not need
not go beyond the 20th century. It was a UK government initiative that started one of the first frameworks to enhance
capacities delivered by IT industry. ITIL® should be given credit for how the IT development work is conducted in today's
scenario. When the UK government implemented this framework in general IT practices, the IT work was done for the
end users but with a focus towards the businesses. The enhancements in industry ensured that innovations are part of
the industry but now the focus is moved from a phase to other. Today, a consumer holds the maximum power to
influence biggest business decisions. Until a few years ago, the IT industry had a life that focussed on what requirements
clients are looking to fulfill with. Now clients have to sustain that trend and add a separate set that talks about their
product's end users. Infrastructure as a Service (IaaS), Software as a Service (SaaS), Platform as a Service (PaaS) etc
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came to existence as these gave an idea to address end-users expectations directly even when serving the client. There
are other project management frameworks that assist organisations developing their processes but ITIL has a unique
advantage as it guides on not only setting up the process but to add a flavor of the service industry. I am trying to put all
my professional experiences and knowledge earned through the trainings in this book. Wish you all a Happy Learning
time!
This new core guidance from OGC describes why, when and how to use project, programme and portfolio office (P3O)
models. It describes what a P3O is, defining the two key types of P3O and goes on to answer the question: "why have
P3Os and what value-add do they bring to the organisation?" It also includes business cases, funding models for set-up
and ongoing costs and performance measures. The book looks at the lifecycle of a P3O and describes the use of a
project based approach to scoping and setting up a suitable P3O model within an organisation. And it includes checklists
for start-up, continuous improvement, and reviving and closing down temporary offices.
This guidance is the essential reference text which accompanies the ITIL Practitioner qualification. Fully integrated with
the ITIL Practitioner syllabus, this publication is also a practical guide that helps IT service management (ITSM)
professionals turn ITIL theory into practice through case studies, worksheets, templates and scenarios.
The ITIL(R) (Information Technology Infrastructure Library) Foundation Complete Certification Course is the most
complete guide for anyone involved in IT Service Management and who are aiming to take the ITIL Foundation exam,
whether they be first-time ITIL learners or seasoned IT professionals. Our 5th Edition of the best-selling course contains
a refreshed study guide and online learning program with up to date content from the ITIL V3 2011 Syllabus. Combined
with interactive content and exam preparation materials the course will assist you in passing your ITIL Foundation exam
on the first attempt. With examples, instructions, and cautionary advice, the ITIL Foundation Complete Certification
Course is, to quote numerous of ITIL certified clients, the Gold Standard of ITIL Certification. We've earned this moniker
by assisting thousands of students over 15 years by being at the forefront of the ITIL education community. This
certification kit contains both the study guide and access to our online program that together provides everything you
need to prepare for the ITIL Foundation certification exam, including: Real-world scenarios that describe what you've
learned in the context of service solutions. Section reviews for each chapter to help you zero in on what you need to
know and includes practice exam questions. Key information and real world examples organized around the actual day-today tasks and challenges you'll face in the field of IT Service Management. Ability to assess what you've learned with
challenging ITIL Foundation exam style questions. Presentations that you can view and replay as many times as required
in your access period, facilitated by certified ITIL trainers who explain each of the topics and concepts of ITIL. Materials
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developed on the specific syllabus and exam criteria so that you can be confident in achieving exam success on your first
attempt. This new updated edition includes: A section on the new ITIL Practitioner qualification and the important
information you need to know. Up to date and interactive content via the eLearning program to facilitate the learning
experience. Educational content that strengthens your grasp on the key information you require for the tasks and
challenges you will face in the IT sector. The book and course made me confident in sitting the exam, and is the best
such book that I've come across. Worth it especially since you have access to the online learning component as well.
Highly recommended, I passed in one go! ITIL(R) is a registered trade mark of AXELOS Limited
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