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Implement an ITSM solution
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Description

ITIL® has become an essential reference framework for IT service management. However,
implementation requires appropriate tools. In this training, you will learn how to choose the right tools and
how to successfully integrate an ITSM solution. You will experiment with certain ITSM tools in SaaS mode.

Who is this training for ?

For whom

Understand the issues of integrating ITSM solutions Choose a solution adapted to the needs of its
users and the context of the company

Use the main functionalities of Full ITSM ITIL Compliant tools Carry out ITSM tool administration
tasks (Codeless)

Prerequisites

Aucune

Training objectives

¢ Presentation, feedback and demonstration on EasyVista and iTop ITSM tools
Training program
Rappel des "Best Practices" ITIL® 2011

ITIL® 2011 approach and service life cycle.

Processes and functions. Processes and workflows.

Realities and responsibilities. The RACI matrix.

Tools and technologies useful for implementing ITIL® processes.

¢ Collective reflection.

¢ Discussions on typical problems related to the implementation of ITIL® in an organization.

Choix d'un outil ITSM : réaliser une préétude
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Organization audit: position an ITIL® maturity level for your organization.
Tool audit: position an ITIL® maturity level of the tools used.

Exercise.

The maturity criteria of the organization and the tools.

Rédiger I'expression de besoins

Model process macros: identify activities and allocated resources (RACI).
Write functional specifications: list functional needs.

Create an ITSM master plan including construction sites and subdivisions.
Exercise and discussion based on pre-constructed standard deliverables.

Communiquer et former

Prepare support for change and a communication strategy.
Identify key contributors (Sponsor and key users).

Produce training materials.

Exercise on a pre-constructed communication and training plan.

Intégrer la solution ITSM

Plan workshops, achieve objectives at the end of the workshop: method and monitoring.
Identify, prioritize, approve deviations (loads outside specifications): analysis of deviations.
Functional recipe (create the recipe book, manage anomalies): acceptance criteria.

Project assessment and implementation of a TMA: monitoring of anomalies and migration tool.
Exercise.

Discussions on the main issues linked to the integration of an ITSM solution.

Presentation of a methodology.

lga212) 522127099k unknown {ipassapp!t fo(r212) 6/60 10id2d6n ERpfle 1Gantact@skillsrgroupeomn
Lhrile neornenaf bdipbdelmaumen and rue Soumaya, Shehrazade 3 Residence, 7th floor N° 30, Casablanca 20340, Morocco

Ehntile Nweare atyowpdispasabyDe Lun - Ven 09h00-18h00
Page 2



