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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.
This official introduction is a gateway to ITIL. It explains the basic concept of IT Service Management (ITSM) and the place of ITIL,
introducing the new lifecycle model, which puts into context all the familiar ITIL processes from the earlier books. It also serves to illuminate
the background of thr new ITIL structure.This title introduces ITSM and ITIL, explains why the service lifecycle approach is best practice in
today's ITSM, and makes a persuasive case for change.After showing high level process models, it takes the reader through the main
principles that govern the new version: lifecycle stages, governance and decision making, then the principles behind design and deployment,
and operation and optimisation.
Now updated in line with the 2011 syllabus, this quick-reference revision guide has been designed to help students prepare for their
foundation exam. It is also a key reference aid for managers, practitioners, vendors and consultants in the workplace and while travelling.
This handbook provides an introduction to the ITIL service lifecycle model and an overview of the ITIL qualification structure. It contains a
chapter on each of the components of the lifecycle: service strategy, service design, service transition, service operation and continual
service improvement.
Note: This pocket book is available in several languages: English, German, Dutch. Since 2001 the Van Haren Publishing ITIL Pocket Guides
have helped readers all over the world to understand the essentials of ITIL (IT Infrastructure Library), the leading framework for IT service
management. This pocket guide does exactly the same as previous editions: offering a concise summary of ITIL, based on ITIL® 2011
Edition. We have condensed the full ITIL framework, found in 2000 pages, into just 200 pocket-sized pages! It means that this book is an
essential time-saving and cost-effective guide to ITIL 2011 Edition -- for both industry experts and students alike. Primarily it is a quick,
portable reference tool to ITIL for all professionals in the service management community. What is the ‘lifecycle’ approach? What are the
key service management processes and functions? Secondly the ITIL pocket guide can be used as part of the training material for everyone
who wants to certify for the ITIL Foundation exam. The guide contents cover all of the specifications of APMG’s ITIL Foundation Certificate
syllabus. By this book is a separate file (free, via internet) available: • All images in the book, in Powerpoint format. Click on the button
Training Material by the book on our website.
This publication provides updated best-practice advise on all aspects of managing the day-to-day operation of an organisation's IT services. It
encompasses and supersedes the operational aspects of the ITIL Service Support and Service Delivery publications and covers most of the
scope of ICT Infrastructure Management. it also incorporates operational aspects from the Planning to Implement, Application Management,
Software Asset Management and Security Management publications.
Foundations of ITIL and its predecessors have become the industry classic guide on the topic of ITIL. Over the years this authoritative guide
has earned its place on the bookshelves and in the briefcases of industry experts as they implement best practices within their organizations.
This version has now been upgraded to reflect ITIL V3. Written in the same concise way and covering all the facts, readers will find that this
title succinctly covers the key aspects of the ITIL V3 upgrade. The ITIL V3 approach covering the ITIL Lifecycle is fully covered. In addition
those who are familiar with the Version 2 process approach will be delighted to discover that this new edition of Foundations of ITIL has split
out all the processes and describes them in detail. This means that it is easy for all readers to access and grasp the process concepts that
are so pivotal to many service management day-to-day operations. This title covers the following:
IT Service Management, Made Simple IT Service Management (ITSM) bridges the world of business with the world of technology. In ITSM
For Beginners, ClydeBank Media traces the modern evolutions in information technology that precipitated the need and inspiration for ITSM.
The reader is treated to a comparative analysis of several ITSM philosophies and systematic components. From the core facets of ITIL
(Information Technology Infrastructure Library) to more specialized ITSM frameworks such as ISO/IEC 20000 and eTOM, ITSM For
Beginners offers readers a comprehensive look at the various theories and metrics that define ITSM. In this book, Clydebank Media brings
big ideas down to earth for the everyday reader. ITSM For Beginners is the perfect orientation guide for the IT Professional’s first forays into
the culture and language of ITSM. The book is also a great choice for non-technical professionals seeking a more fruitful and seamless
interface with IT personnel and assets. You'll Learn... - In-depth Summary and Analyses of core ITIL Life Cycle Phases and Sub-Components
- Case Studies in ITSM Application - Getting Employees to “buy in” to ITSM by Implementing from the Bottom Up - Creating and Leveraging
“Service Catalogues” to Clarify and Regiment IT Costs - The Capability Maturity Model and its Five Evolutionary Stages
This book and its predecessors have become the industry classic guide on the topic of ITIL. Over the years this authoritative guide has
earned its place on the bookshelves and in the briefcases of industry experts as they implement best practices within their organizations. This
version has now been upgraded to reflect ITIL 2011 Edition. Written in the same concise way and covering all the facts, readers will find that
this title succinctly covers the key aspects of the ITIL 2011 Edition upgrade. The ITIL 2011 Edition approach covering the ITIL Lifecycle is fully
covered. The new and re-written processes in ITIL 2011 Edition for strategy management and business relationship management are
included, as well as the other new and improved concepts in ITIL 2011 Edition . This means that it is easy for all readers to access and grasp
the process concepts that are so pivotal to many service management day-to-day operations. This title covers the following: Lifecycle phase:
Service strategy Lifecycle phase: Service design Lifecycle phase: Service transition Lifecycle phase: Service operation Lifecycle phase:
Continual service improvement By this book is a separate file (free, via internet) available: • All images in the book, in Powerpoint format.
Click on the button Training Material by the book on our website.
ITIL is a widely adopted body of knowledge and best practices for successful IT Service Management that links with training and certification.
ITIL 4 has evolved from the current version by re-shaping much of the established ITSM practices in the wider context of customer
experience; value streams and digital transformation; as well as embracing new ways of working, such as Lean, Agile, and DevOps. ITIL 4
provides the guidance organizations need to address new service management challenges and utilize the potential of modern technology. It
is designed to ensure a flexible, coordinated and integrated system for the effective governance and management of IT-enabled services.
"ITIL Foundation" is the first ITIL 4 publication and the latest evolution of the most widely-adopted guidance for ITSM. Its audience ranges
from IT and business students taking their first steps in service management to seasoned professionals familiar with earlier versions of ITIL
and other sources of industry best practice. The guidance provided in this publication can be adopted and adapted for all types of
organizations and services. To show how the concepts of ITIL can be practically applied to an organization's activities, ITIL Foundation
follows the exploits of a fictional company on its ITIL journey.
For trainers free additional material of this book is available. This can be found under the "Training Material" tab. Log in with your trainer
account to access the material.Note: This pocket book is available in several languages: English, German, Dutch.Since 2001 the Van Haren
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Publishing ITIL Pocket Guides have helped readers all over the world to understand the essentials of ITIL (IT Infrastructure Library), the
leading framework for IT service management. This pocket guide does exactly the same as previous editions: offering a concise summary of
ITIL, based on ITIL® 2011 Edition. We have condensed the full ITIL framework, found in 2000 pages, into just 200 pocket-sized pages! It
means that this book is an essential time-saving and cost-effective guide to ITIL 2011 Edition -- for both industry experts and students alike.
Primarily it is a quick, portable reference tool to ITIL for all professionals in the service management community. What is the ‘lifecycle’
approach? What are the key service management processes and functions? Secondly the ITIL pocket guide can be used as part of the
training material for everyone who wants to certify for the ITIL Foundation exam. The guide contents cover all of the specifications of
AXELOS’ ITIL Foundation Certificate syllabus.
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.
Virtualization has become a “megatrend”—and for good reason. Implementing virtualization allows for more efficient utilization of network
server capacity, simpler storage administration, reduced energy costs, and better use of corporate capital. In other words: virtualization helps
you save money, energy, and space. Not bad, huh? If you’re thinking about “going virtual” but have the feeling everyone else in the world
understands exactly what that means while you’re still virtually in the dark, take heart. Virtualization for Dummies gives you a thorough
introduction to this hot topic and helps you evaluate if making the switch to a virtual environment is right for you. This fun and friendly guide
starts with a detailed overview of exactly what virtualization is and exactly how it works, and then takes you on a tour of the benefits of a
virtualized environment, such as added space in overcrowded data centers, lower operations costs through more efficient infrastructure
administration, and reduced energy costs through server consolidation. Next, you’ll get step-by-step guidance on how to: Perform a server
virtualization cost versus benefit analysis Weigh server virtualization options Choose hardware for your server virtualization project Create a
virtualized software environment Migrate to—and manage—your new virtualized environment Whether you’re an IT manager looking to sell the
idea to your boss, or just want to learn more about how to create, migrate to, and successfully manage a virtualized environment,
Virtualization for Dummies is your go-to guide for virtually everything you need to know.
Written by an Information Technology Infrastructure Library (ITIL) consulting and training expert, this all-new guide helps you pass the ITIL v3
Foundation certification exam and serves as an on-the-job reference. ITIL Foundation All-in-One Exam Guide takes you through ITIL
Foundation v3 (2011), explaining the fundamentals of IT Service Management, the five stages of the service lifecycle, ITIL processes,
functions within them, and their crucial interactions, all while clearing up common misapprehensions about ITIL and adding valuable insights
and examples. The ITIL is the best practice framework adopted worldwide for managing IT services, and the ITIL Foundation Certification can
be considered a pre-requisite for success for all involved in IT services, as well as a stepping stone to IT Service Management certifications in
ITIL. Exam Tips, accelerated reviews, and end-of-chapter practice exam questions ensure you’re on track to pass the Foundation exam.
Filled with practical exercises and examples that reinforce learning, the book and electronic content include more than 300 practice exam
questions and exclusive, real-world examples of how an understanding of ITIL can be used to address common service management
challenges. ITIL Licensed Product -- an official endorsement of the quality and accuracy of the book's content Electronic content includes
practice exams in a customizable test engine, video training from the author on key concepts, worksheets, and a Quick Review Guide Indepth case studies analyze projects end-to-end through ITIL's framework, taken from the author's 40 years of experience as an ITIL
consultant Jim Davies, ITSM UK’s 2013 Trainer of the Year and ITIL Champion provides his “10 Commandments” of IT Service
Management
Everything you need to prepare for the ITIL exam – Accredited to 2011 syllabus The ITIL (Information Technology Infrastructure Library)
exam is the ultimate certification for IT service management. This essential resource is a complete guide to preparing for the ITIL Foundation
exam and includes everything you need for success. Organized around the ITIL Foundation (2011) syllabus, the study guide addresses the
ITIL Service Lifecycles, the ITIL processes, roles, and functions, and also thoroughly explains how the Service Lifecycle provides effective
and efficient IT services. Offers an introduction to IT service management and ITIL V3 service strategy Highlights the topics of service design
and development and the service management processes Reviews the building, testing, authorizing, documenting, and implementation of
new and changed services into operation Addresses creating and maintaining value for customers through monitoring and improving
services, processes, and technology Download valuable study tools including practice exams, flashcards, a glossary of key terms and more.
If you prefer self-study over the more expensive training course, but you don't want to skimp on information or preparation, then this study
guide is for you.
The Business-Focused, Best-Practice Guide to Succeeding with ITIL Capacity Management Using ITIL® capacity management processes, IT
organizations can eliminate waste and overbuying, reduce both equipment and staffing costs, drive more value from existing investments,
and consistently provide the right resources to meet the needs of the business. Now, in this comprehensive, best-practice guide, leading ITIL
expert Larry Klosterboer systematically explains how to manage capacity using the ITIL framework and techniques. Drawing on his extensive
ITIL experience, Klosterboer covers all facets of ITIL-based capacity management, and offers proven solutions to the challenges IT
organizations encounter in implementation. He presents expert guidance on accurately projecting demand and growth, planning and staffing,
tool selection, process implementation, and much more. This book’s practical insights will be invaluable to every IT leader who wants to
leverage ITIL’s best practices for capacity management, and for every business and technical manager who wants IT to deliver greater
value, efficiency, and effectiveness. Coverage includes Making the business case for capacity management Establishing specific goals for
capacity management Mastering ITIL capacity management terminology Predicting capacity in dynamic, fast-changing organizations
Implementing systems that help you anticipate trends Defining capacity plans, staffing capacity management teams, and implementing
ongoing processes Linking capacity with performance management and with other ITIL processes Selecting the right capacity management
tools for your environment Integrating capacity issues into your IT project management discipline Using “business capacity planning” to help
the entire business become more agile
The ITIL pocket guides of Van Haren Publishing are since long recognized as the industry classic guide on the topic of ITIL, in many
languages. Over the years this authoritative guide has earned its place on the bookshelves and in the briefcases of industry experts as they
implement best practices within their organizations. This pocket guide will provide readers with an understanding of the ITIL 4 service
management framework, by: * understanding the key concepts of service management * understanding how the seven ITIL guiding principles
can help an organization adopt and adapt service management * understanding the four dimensions of service management * understanding
the purpose and components of the ITIL service value system * understanding the six activities of the service value chain, and how they
interconnect * knowing the purpose and key terms of 15 of the 34 ITIL practices * understanding seven of these 15 ITIL practices in detail All
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exam requirements for the ITIL 4 Foundation exam are covered in this pocket guide. It also provides support for everyone who has
knowledge of previous ITIL editions and is looking for a bridge to the new edition. ITIL 4 took a big leap into the modern world of IT service
management, covering the latest principles and practices in a customer-focused, service-centric way, enabling Agile principles for maximum
support of any business. Bron: Flaptekst, uitgeversinformatie.

The Service Design phase of the ITIL Service Lifecycle uses business requirements to create services and their supporting
practices. This edition updates design principles for applications, infrastructure, processes and resources, as well as sourcing
models. Service managers will also find guidance on the engineering of sound requirements, supplier management and design
considerations for outsourcing.
How do you measure and report your ITIL processes? Which ITIL metrics matter the most to Senior Executives? Finally, there is a
book that shows you how! This is not a theoretical treatise, but a practical guide that shows you the operational metrics to use and
how these can be calculated into Key Performance Indicators (KPIs) and Critical Success factors (CSFs) that resonate with Senior
Management. In this book you will learn about: Defining and building a comprehensive ITIL metrics program; Which metrics are
the most important and how to calculate them; Dealing with staff resistance to a metrics program; Tips and suggestions for what to
do if inadequate tools and reporting exist; Suggested work plan for how to build your metrics program step-by-step. In addition, this
book contains a helpful CD with a helpful IT Service Management modeling tool that covers all 10 ITIL processes. Simply enter
your key operational metrics and the KPIs and CSFs get automatically calculated! This is a comprehensive guide for building any
ITIL metrics program with all the information you need in one place. "Finally, someone tackled the mystery of ITIL metrics and put
it all in one place!" "No theory here…this gives us the real metrics we can easily go after…" "A fantastic addition to our ITIL reference
library and our IT Service Management solution set!"
This book is a revised edition of the best selling title Implementing IT Governance (ISBN 978 90 8753 119 5).For trainers free
additional material of this book is available. This can be found under the "Training Material" tab. Log in with your trainer account to
access the material.In all enterprises around the world, the issues, opportunities and challenges of aligning IT more closely with
the organization and effectively governing an organization s IT investments, resources, major initiatives and superior uninterrupted
service is becoming a major concern of the Board and executive management. 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 management, program and project management, IT service management, strategic sourcing and outsourcing,
performance management, metrics, compliance and others. Much less has been written about a comprehensive and integrated
approach for IT/Business Alignment, Planning, Execution and Governance. This title fills that need in the marketplace and offers
readers structured and practical solutions using the best of the best practices available today. The book is divided into two parts,
which cover the three critical pillars necessary to develop, execute and sustain a robust and effective IT governance environment:Leadership, people, organization and strategy,- IT governance, its major component processes and enabling technologies.Each of
the chapters also covers one or more of the following action oriented topics: - the why and what of IT: strategic planning, portfolio
investment management, decision authority, etc.; - the how of IT: Program/Project Management, IT Service Management
(including ITIL); Strategic Sourcing and outsourcing; performance, risk and contingency management (including COBIT, the
Balanced Scorecard etc.) and leadership, team management and professional competences.
For trainers free additional material of this book is available. This can be found under the "Training Material" tab. Log in with your
trainer account to access the material.This book and its predecessors have become the industry classic guide on the topic of ITIL.
Over the years this authoritative guide has earned its place on the bookshelves and in the briefcases of industry experts as they
implement best practices within their organizations.This version has now been upgraded to reflect ITIL 2011 Edition. Written in the
same concise way and covering all the facts, readers will find that this title succinctly covers the key aspects of the ITIL 2011
Edition upgrade.The ITIL 2011 Edition approach covering the ITIL Lifecycle is fully covered. The new and re-written processes in
ITIL 2011 Edition for strategy management and business relationship management are included, as well as the other new and
improved concepts in ITIL 2011 Edition . This means that it is easy for all readers to access and grasp the process concepts that
are so pivotal to many service management day-to-day operations. This title covers the following: Lifecycle phase: Service
strategy Lifecycle phase: Service design Lifecycle phase: Service transition Lifecycle phase: Service operation Lifecycle phase:
Continual service improvement
How do you measure and report your IT services and processes? Which metrics matter the most to senior executives? Finally,
here is a book that shows you how! Not theory, but a practical guide that shows you the operational metrics to use and how these
can be calculated into key performance indicators (KPIs) and critical success factors (CSFs) that resonate with senior
management. In this book, you will learn about the following: Defining and building a comprehensive metrics program Metrics that
are the most important and how to calculate them How to measure your IT services Tips and suggestions for what to do if
inadequate tools and reporting exist Suggested approach for how to build your metrics program step-by-step In addition, this book
directs you to free sources for IT service management process and service metrics and reporting dashboards that you can use
yourself. Simply enter your key operational metrics and the KPIs and CSFs get automatically calculated! "A comprehensive guide
for building any service management metrics program with all the information you need in one place!" "No theory here . . . this
gives us real metrics we can easily go after." "A fantastic addition to our IT service management solution set!""
"ITIL® 2011 At a Glance" is an important update to the internationally-recognized ITIL® best practices for IT Service Management.
"ITIL® 2011 At a Glance" provides graphical and textual memory joggers for the primary concepts of those best practices. IT
organizations worldwide are implementing ITIL® as a vehicle for improving IT service quality and improve return on investment for
IT services. This book is an update based on the ITIL 2011 Update. The desk reference’s unique graphical approach will take
otherwise complex textual descriptions and make the information accessible in a series of consistent, simple diagrams. "ITIL®
2011 At a Glance" will be of interest to organizations looking to train their staffs in a consistent and cost-effective way. Further, this
book is ideal for anyone involved in planning consulting, implementing, or testing an ITIL® implementation.
A plain-English guide to managing IT from the customer's perspective Practical guidance on delivering and managing IT so that it
meets the multiple needs and demands of a company and its customers and end-users–both inside and outside the
organization–is hard to come by; this accessible book takes a common-sense approach that explains exactly what IT services are
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and how to fit them most effectively into a business Topics include setting a framework, keeping costs down, improving efficiency,
and maintaining standards and best practices This concept of how IT should be wired specifically into the goals and need of the
company and its customers is part of a broader picture that includes ITIL, BPM, SOA, and Six Sigma
A GUIDE TO CUSTOMER SERVICE SKILLS FOR THE SERVICE DESK PROFESSIONAL, the definitive service desk text now
available in a fully revised fourth edition, teaches technical professionals the skills and work habits needed to successfully interact
with customers and achieve job satisfaction. Each chapter describes a specific business skill, soft skill, or self-management skill
required to deliver effective technical customer support while providing proven, how-to techniques for mastering that skill.
Research and references have been updated in each chapter, and the latest ITIL vocabulary and concepts are reflected
throughout the text. Important Notice: Media content referenced within the product description or the product text may not be
available in the ebook version.
ITIL® Foundation Essentials ITIL 4 Edition is the ultimate revision guide for candidates preparing for the ITIL 4 Foundation exam. It is fully
aligned with the Foundation course syllabus and gives a clear and concise overview of the facts. This second edition has been updated to
align with amendments to the ITIL® 4 Foundation syllabus.
This book covers the requirements for the capacity management process in clause 6.5 of ISO/IEC 20000. It describes the capacity
management process and its role as a link between business plans, workloads, capacity and performance. It also covers the planning
required to ensure a service provider is able to deliver a service that allows the customer's business to operate effectively. The book
describes capacity management for all types of resources within the scope of service management.
This book helps people prepare for the ITIL® 2011 Edition Foundation qualification exam. It contains direct links to the full syllabus and
specifies the terms and definitions required. In addition it gives sample questions for practice both within the text and also a number of the
official exams questions in the back. The content of this book is based on the ITIL® 2011 Edition core guidance and APMG’s ITIL
Foundation Certificate syllabus edition 2011. Written by globally experienced trainers and reviewed by other professionals this unique work
provides clear and concise guidance for all those seeking to achieve success at the ITIL Foundation Level. Covering: A clear and concise
explanation of the exam structure; Key text for the exams; Sample exam questions and sample answers and Hints and Tips and practical
examples this book will highlight for readers the key items they need for the ITIL Foundation Exam that will increase chances of success. By
this book is a separate file (free, via internet) available: • All images in the book, in Powerpoint format. Click on the button Training Material
by the book on our website.
Introduction to Clinical Engineering focuses on the application of engineering practice within the healthcare delivery system, often defined as
clinical engineering. Readers will explore the fundamental concepts integral to the support of healthcare technology to advance medical care.
The primary mission of clinical engineers is the utilization of medical devices, software, and systems to deliver safe and effective patient care
throughout technology’s lifecycle. This unique and interdisciplinary workforce is part of the healthcare team and serves as the intersection
between engineering and medicine. This book is aimed at practitioners, managers, students, and educators to serve as a resource that offers
a broad perspective of the applications of engineering principles, regulatory compliance, lifecycle planning, systems thinking, risk analysis,
and resource management in healthcare. This book is an invaluable tool for healthcare technology management (HTM) professionals and
can serve as a guide for students to explore the profession in depth. Offers readers an in-depth look into the support and implementation of
existing medical technology used for patient care in a clinical setting Provides insights into the clinical engineering profession, focusing on
engineering principles as applied to the US healthcare system Explores healthcare technology, hospital and systems safety, information
technology and interoperability with medical devices, clinical facilities management, as well as human resource management
This practical guide is a great solution to address the key problem how to implement ITIL and ISO 20000 when initial training has been
completed. It supports the basic approaches to the fundamental processes small to medium sized companies will find the concise, practical
guidance easy to follow and implement. It avoids the complex, enterprise-wide issues which are not required for many organisations. Each
chapter has the following structure:Improvement activities Process inputs and outputs Related processesTools and techniques Key
Performance Indicators Critical Success FactorsProcess Improvement roles Benefits of effective Process Implementation challenges and
considerationsTypical assets and artefacts of an Improvement program
For trainers free additional material of this book is available. This can be found under the "Training Material" tab. Log in with your trainer
account to access the material.In the world of international IT Service Management the previous editions of this book have acquired an
excellent reputation as guidance on the topic of ITIL. Over the years this authoritative guide has earned its place on the bookshelves and in
the briefcases of industry experts as they implement best practices within their organizations.This revised edition is based on ITIL 2011
Edition. It is written in the same concise way as the previous editions and covering all the facts. Readers will find that this title succinctly
covers the key aspects of ITIL 2011 Edition. It is endorsed by AXELOS, the official ITIL Accreditor.The ITIL Lifecycle is fully covered. In
addition there is much attention to the 26 IT Service Management processes and 4 Functions. These are described in detail. This means that
it is easy for all readers to access and grasp the concepts of processes and functions that are so pivotal to many service management day-today operations.This title covers the following: Introduction to the Service Lifecycle Lifecycle phase: Service Strategy Lifecycle phase: Service
Design Lifecycle phase: Service Transition Lifecycle phase: Service Operation Lifecycle phase: Continual Service ImprovementNew,
compared with the previous edition on ITIL V3, are the processes for Strategy Management and Business Relationship Management. Also
the other new and revised concepts of ITIL are covered in this book. Well written and presented, this publication provides a useful addition to
the core ITIL publications for anyone wanting to understand IT service management. Kevin Holland, Service Management Specialist, NHS
Pierre has produced an extremely useful summary of the current version of ITIL. This will be an invaluable day to day reference for all
practitioners. Claire Agutter, ITIL Training Zone
Translate technical expertise into an effective career in computer user support with the help of Knapp's A GUIDE TO SERVICE DESK
CONCEPTS, 4E. This trusted, contemporary guide introduces the latest developments, research, resources and trends as they happen in
computer user support. Readers explore the various types of service desks and gain a solid understanding of the diverse roles and skills
required. This edition also reviews the processes and technologies that ensure the service desk is operating efficiently and examines how
today's leading organizations measure service desk success. The author references the very latest ITIL 2011 best practices, leading quality
and IT service management frameworks and standards to ensure this edition presents the most recent information regarding the role of
outsourcing and certification in the service desk. New case studies and case projects provide on-the-job practice, while updated chapters
highlight the evolving role of the service desk to relationship managers and how technology trends, such as cloud computing, virtualization,
mobile technology and consumerization, are impacting the service desk. New material also examines the current emphasis on self-help and
the effects of self-healing capabilities within newer generation technologies. A GUIDE TO SERVICE DESK CONCEPTS, 4E provides the
overview needed for success in computer user support today. Important Notice: Media content referenced within the product description or
the product text may not be available in the ebook version.
Annotation An easy-to-understand introduction to using best practice techniques within IT service management, 'ITIL for Dummies' provides
an easy-to-understand introduction to using best practice guidance within IT service management.
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The Management Guides are a concise summary of the Foundations of IT Service Management based on ITIL V3. A quick, portable
reference tool to the standards used within the Service Management community. Not only includes the Lifecycle Approach but in addition
covers the processes in a separate section as well. What are the key service management processes? What is the lifecycle approach? "] a
wonderful compliment to the Best Practice Series. As an ITIL Training Organization our consultants were required to reach each of the ITIL
V3 books. There was lots of complaining about how the books took too long to say very little. The Management Guides are a good alternative
for those who want a quick reference. They are in-depth enough to cover the subject without becoming overly verbose"(Ramon Smitherman,
Vice President Sales and Operations, Dream Catchers, Inc.)
This volume provides updated 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.
The publication of the IT Infrastructure Library® (ITIL®), published in July, 2011, introduces several new processes and concepts that are
paramount to the success of IT Service Management within an organization. As IT evolves from a technology provider to a service provider to
a true partner of the business, the concepts of Service Management become ever more important to allow the business to excel in a
competitive environment. This book, "Foundations of IT Service Management with ITIL® 2011", provides the reader with foundations-level
knowledge of the concepts of the IT Infrastructure Library® for both ITIL® v3 and ITIL® 2011 preparing the reader to achieve success on the
ITIL® Foundations certification exam as well as gain new insight on how IT can truly meet the needs of the business. These concepts help IT
align to the needs of the business. The IT Infrastructure Library®, by focusing on the principle of providing services, empowers IT and the
business with the tools they require to enable this alignment. Having become the de-facto standard in IT Service Management, ITIL® has
rapidly gained popularity across the globe. Written by an ITIL® Expert trainer who has taught thousands of students and hundreds of
organizations, "Foundations of IT Service Management with ITIL® 2011" provides a reader with the introduction to this approach to IT
services without the expense of a formal classroom course. While the focus is primarily on providing information required to pass the ITIL®
Foundations exam, this book goes beyond those basics to also provide a real understanding of ITIL® to further your knowledge and abilities
as a valuable part of IT/business alignment. Using a case-study approach, real issues are discussed that represents challenges experienced
by almost every IT organization. This book is supported with access to online sample exams that are constantly updated as new material is
available. Based on reader input and the latest ITIL® Foundations syllabus, this book has been updated to provide readers with the most upto-date exam preparation material possible.
Management, Computers, Computer networks, Information exchange, Data processing, IT and Information Management: IT Service
Management
Reflects the lifecycle of services, and covers the entire spectrum of people involved at various stages of the framework.
ITIL® is a framework for IT service management and provides best management practice to meet ISO/IEC 20k. The guide introduces ITIL to
Foundation Examination candidates and offers a practical understanding of IT service management. This new edition is compatible with the
2011 update to ITIL®. It includes the following additional processes: business relationship management; design coordination; strategy
management for IT services; transition planning and support. An ITIL® licensed product.
ITIL was created by the UK government in the 1980s as an efficiency-improving initiative. This text gives an essential guide to the overall
structure of ITIL and an outline of its principles.
Van Haren Publishing is the world’s leading publisher in best practice, methods and standards within IT Management, Project Management,
Enterprise Architecture and Business Management. We are the official publisher for some of the world’s leading organizations and their
frameworks including: The Open Group , IPMA, ASL BiSL Foundation, IAOP® and IACCM. This catalog will provide you with an overview of
our most popular and upcoming titles (including courseware), but also gives you a quality summary on internationally relevant frameworks.
Van Haren Publishing is an independent, worldwide recognized publisher, well known for our extensive professional network (authors,
reviewers and accreditation bodies of standards), flexibility and years of experience. We make content available in hard copy and digital
formats, designed to suit your personal preference (iPad, Kindle and online), available through over 50 distribution partners (Amazon, Google
Play, Barnes & Noble, Managementboek and Bol.com, etc.) and over 700 outlets worldwide.
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