
ITIL® Continual Service Improvement (CSI) (ITIL®-CSI)

Modality: Virtual Classroom

Duration: 3 Days

If you enroll in this course you will receive a Free Official Exam Voucher  for the ITIL®-CSI
Exam, provided you submit your ITIL Foundation Certificate.

About this course:

This IT Ops training program is specifically designed to assist students in getting hold of the
extensive knowledge of ITIL continual service management. From helping students offer better
management services to performing various crucial tasks, this course intends to strengthen their
product and industry knowledge furthermore. This course is designed to help you educate more on
the ITIL Lifecycle so you can efficiently and effectively review product feature and design strategies to
help organizations in need.

From the learning received from this course, you will be able to create, manage, operate, and make
changes to the various products of a company with ease. Furthermore, you will learn techniques to
indulge in CSI activities without any trouble. Our professionals guide you using their extensive
experience and knowledge to assess and eliminate risks while preparing you for the ITIL Intermediate
Module – Continual Service Improvement Certification exam.

This ITIL continual service improvement course helps you learn about the ITIL lifecycle stream using
a wide range of modules focusing on different targeted topics. Once completed successfully, you will
come out as an ITIL professional with expert certification, ready to get out there and work
professionally. The certification is going to add 3 credit value points to your resume.

Course Objective:

After completing this course, students will be able to:

Prepare for and pass the ITIL® Continual Service Improvement (CSI) exam
Apply the seven-step improvement process
Deliver CSI using proven techniques
Organize for CSI by defining responsibilities with tools and technology
Implement CSI while analyzing challenges, critical success factors, and risks

Audience:

This course is intended for:

Individuals who require a detailed understanding of the ITIL® continual service improvement
stage of the ITIL® service lifecycle and how it may be implemented to enhance the quality of
IT service provision within an organization
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IT professionals working within or about to enter a continual service improvement
environment and requiring an understanding of the concepts, processes, functions and
activities involved
Individuals who have attained the ITIL® Foundation Certificate in IT Service Management and
wish to advance to higher level ITIL® certifications
Individuals seeking the ITIL® Expert Certification in IT Service Management for which this
qualification can be one of the prerequisite modules
Individuals seeking progress toward the ITIL® Master Certificate in IT Service Management
for which the ITIL® Expert is a prerequisite.

Prerequisites:

Hold the ITIL® Foundation Certificate in IT Service Management (or equivalent) which must
be presented as documentary evidence to gain admission
Attend an accredited training course
In addition, it is desirable that students have a basic IT literacy and around 2 years IT
experience and it is recommended that students complete at least 21 hours of personal study
by reviewing the syllabus and the ITIL® Continual service improvement publication in
preparation for the examination.

Course Outline:

Module 1: Continual Service Improvement

Purpose, Objectives, and Scope
Business Value
CSI Approach
Context of CSI within the Service Lifecycle
Inputs and Outputs

Module 2: CSI Principles

CSI Success Depends on Understanding Change within an Organization
CSI Success Depends on Clear Ownership and Accountability
How the CSI Register Supports CSI
CSI is Driven and Influenced by Service Level Management
Importance of Knowledge Management and the Deming Cycle to CSI
CSI Used to Ensure Effective Governance
Frameworks, Models, Standards, and Quality Systems Supporting CSI

Module 3: Seven-Step Improvement Process

Purpose, Objectives, and Scope
Business Value
Policies, Principles, and Basic Concepts
Process Activities, Methods, and Techniques
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Triggers, Inputs, Outputs, and Process Interfaces
Other Processes Support the Seven-Step Improvement Process

Module 4: CSI Methods and Techniques

Assessments
Gap Analysis
Benchmarking
Service and Process Measurement
Metrics and Measurement Frameworks
Calculating Return on Investment
Service Reporting Policies and Principles
How Availability Management, Capacity Management, IT Service Continuity
Management, Problem Management, and Knowledge Management Support CSI

Module 5: Organization for CSI

Service Owners
Process Owner and Process Managers
Process Practitioners
CSI Manager
The Nature of the Seven-Step Improvement Process Activities and the Skills
Required
CSI Manager vs. Other Supporting Roles
How Responsibility, Accountability, Consultancy, or Informational (RACI)
Models Can Be Used to Clarify Roles and Responsibilities for CSI

Module 6: Technology Considerations for CSI

IT Service Management Suites
Systems and Network Management Tools
Event management
Automated Incident/Problem Resolution
Performance Management
Statistical Analysis Tools
Project and Portfolio Management Tools
Financial Management Tools
Business Intelligence and Reporting Tools

Module 7: Implementing CSI

Critical Considerations and Where to Start
Role of Governance to CSI
Effect of Organizational Change for CSI
Communication Strategies and Plans

Module 8: Challenges, CSFs, and Risks
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Challenges Facing CSI
CSFs for CSI
Risks Associated with Implementing CSI

Module 9: Exam Preparation/Mock Exam
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