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EXIN INTERNATIONAL

A EXIN, the Examination Institute for Information Science, is an independent, worldwide IT
examination provider with more than 40 years of experience. EXIN is a not for profit
organization, specialized in establishing qualification programs, educational requirements and in
developing examinations for all major areas in IT.

A 1t is EXI Ningrovaihs gualivyrof thedT sector, the IT professionals and the IT
users, by means of independent testing and certification. EXIN achieves this goal by
supporting the worldwide dissemination of standards and best practices in IT.

A Over 1.000.000 certified IT professionals to this day, and every day new candidates take
EXIN exams in 15 different languages and in more than 130 countries.
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EXIN T CERTIFYING ITIL
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Lex Hendricks
EXIN Portfolio Manager
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EXIN International
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OUR MISSION IS STILL THE IMPROVEMENT OF THE
QUALITY OF THE IT SECTOR, BUT ALSO BY OTHER
MEANSE

T FUNDAMENTOS DO
— GERENCIAMENTO
OE SERVICQS DE Ti

ISOJIEC 20000

Guia completa de aplicacion
para la gestion de los servicios
de tecnologias de la informacion
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gg Principles of

IT Management

There are many advantages to Principles of IT Management certification, but its essgtingl fontdtisrcasribigatethe
and certification a means of measuring the success of their training plan. At the samevhimanitleips ndentifgithos
specialization, also understand the basics of the various related methodologies.

The ITMP program teaches the skills needed for professionals who want to combine gagshhc& ematiedanagem
business standards. It also meets the demand in developing the ISO 9001 Manage merdtiSysterabesoohaaiipirac
reference systems. This course will act as a guide in referring to the main IT standaedihesedsosiayadnhe foelgatir
goal€OBIT, VALIT, ITIL, CMMI, ISO2008T;1ME CPRICEZIAR, |ISO9001, BibH1X

The Principles of IT Managemesigoear$eriprofessionals at all levels in the organizaiasstiosdtalile Forawba is
for a shared vision of the IT services, its issues and its different management mejhadaeBalstheansigtitd tedhwese
experienced in defining or managing IT processes such as the Managing Director, IT fitansgetelhaoartmaho#ic
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VIRTUAL COMMUNITY OF 1.000.000+ PROFESSIONNALS
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Discussions
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The new IT servic Recent Activity Recent Discussions Most Comments

Le nouveau programme dt

¥ Featured Discussion

Nuevas prnfesinnes TIC al amparo de la crisis
By Luiz Miguel Rosa Nieto 3 monthe ago

Bienvenue surle site web

\ programme a plusieurs niv
répond aux exigences de ¢
Nos Examens

)

A [-Prease sectone- Follow dizcussion | 4 comments »
€& R . .
x , Tendencias en la evolucion de la profesion TIC
By Luiz Miguel Rosa Mieto 14 days ago
Follow dizcusszion | 4 comments »
Download center » Quick Links » Events »
S oo ot o B
orig Caclte vour sdo snmr b | 5 | romevntoe Invitacién Conferencia online: "Lidere Pensando en los demas”.- |IE
J“" Business School
By Raquel Gutierrez § davs ago

Follow dizscussion | Add comment »

commo O £43 Universidad | investigacion
¥ comercio 295 de Alcald e innovacion Adecco
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ITIL ? %
- MOF?
1ISO ?

ITSM = IT Service Management
According to | TIL, ISO/IEE
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ITIL / 1ISO-IEC 20000

& Best Prectice

Service Support

= Bent )

Service Delivery

578 Pages

INTERNATIONAL  ISOMEC

STANDARD 20000-1

ntormatin tsssmotogy — Sarves
araammart

Shaaioston

[RA——

INTERNATIOMAL ISOMEC
STANDARD 200002

mmmmmmmmmmm

STANDARD
INTERNATIGNAL
STANDARD

INTERNATIONAL
STA

1343 Pages

16 Pages/ 34 Pages
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MULTI-TASKING

Matt Richtel

Matthew D. Richtel joined The New York Times in January 2000 as a technology reporter in the San
Francisco bureau. Previously, Mr. Richtel was a freelance writer for various media outlets, including
The Times. In 2010, he won the Pulitzer Prize for National Reporting for "Driven to Distraction” a
series of articles on the troubling collision of 20th and 21st century technologiesd driving and
multitasking.

ARél n the motde
chime of incoming e-mail
can override the goal of
writing a business plan or
playing catch with the
children. 0o
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Focus !

ISO/IEC 20000 compliance
Part 1

Specification

ISO/IEC 20000 guidance
Part 2
Code of Practice

Supporting frameworks

ITIL®, MOF, COBIT™ etc.

In house procedures

ISO 20000Rart1 / Part2)

ITIL v2 $erviceSupport+ ServiceDelivery)

ITIL v3
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5.5 Capacity management

Objective: To ensure that the service provider has sufficient capacity to meet the
current and future agreed demands.

. . S . 6.1 Introduction
The service provider shall produce and maintain a capacity plan. A ———

. he lvi of t-effect
The capacity management process shall address the customer e, Th process encomptageas e e o cockefecive s ety

requirements and include: »: e monig o priemnce md oighpit of 1 Secvinm e pporioy

a) current and predicted capacity and performance requirements; :”"‘“’k‘:g':"“-"“"T"f”""“‘“’";“m:;“;,ﬁ','},“*“““"““;;i:;ﬁ::,g
. T . . forecasts for future requirements
b} identified time-scales, thresholds and costs for service upgrades; » g e arand et pariag i corpcicn i Foancia
c) evaluation of the impact of service upgrades and requests for i Asduchon oL CSheth L YA Sl i T Saric i o O
cha nge; As shown in Figure 6.1, Capacity Management is essentially a balancing act: balancing
d) evaluation of the impact of new technologies and new = oo agnva Capacky L. the et e i iochentis Copuck finte
techniques; SUpp st demand - 6. making sure et e avelabl supply of processi
. ’ . . . N m!mmmmmdsmm%nKbywbuslnmvwhm&vdw?:m:l’;um

e) predicted impact of legislative and other external changes; L may aiso be necessary 1o manage or inlence the demand o a patcar

f) data and processes to enable predictive analysis.

2 2
Methods, procedures and techniques shall be implemented to monitor
service capacity, analyse service data, tune service performance and /
provide adequate capacity.
= '~:~Z& By

Figure 6.1 — Capacity Management — a balancing act

This Chapter provides guidance on:

« how to justify and establish a Capacty Management process
= the activities and tasks that need to be undertaken

« planni Capacity inaniT

« the responsibiities of the Capacity Management process.

Capacity Management in ISO/IEZD00G1

Xl YR N345payes)
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FRAMEWORKS & STANDARDS

Enterprisewide IT-specific
_-P‘A"\l-_ _-F'A'\l-_
— T ——
Quality and Corporgte [IT governance| IT service IT IT
improvement] governapce and management functions assets
management
5 Investors
Z : Tickit in people
3 TQM King
& P >
i i Peopl
(Ealdrldge ‘ CobiT MR L ISO 17790)| FEAF
\ | ITIL =

g IS0 9000 \b—Eodo — = TOQAF
3 B P ISO 20000 P‘
E EFQM cosq ‘ = Zachman

\r— 1 SAS 70 PMBOK [ ——
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Source: IT Governance Institute
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Management Track Audit Track

Executive Manager

Internal Auditor

Consultant i Manager Intern Quality Auditors and Intern Control
teams of companies

ClOs Independent auditors
IT Managers, Operational Managers, IT

Service Management Agents, Specialised
Consultants, etc.

Professional Level

Support of IT Control of IT Management & Alignement of Delivery of IT
Services Services Improvement of Business and IT Services
ITSM Processes

Level aiming to train and certificate IT professionals as IT Service Management Specialists

5 courses based on a functional grouping of the ISO/IEC 20000 requirements

Foundation Level

Understand the principles and definitions of IT Service Quality Management
Understand the role of ISO/IEC 20000 in IT Service Management

Learn more about the quality specifications for IT Service Management (ISO/IEC 20000-1)
Learn more about the Code of Practice of IT Service Management (ISO/IEC 20000-2)
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ITSM TRAINING

€ =————
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IT Service Management goes beyond the process of technology management, it is
intended to guarantee the effective use of best practices in managing IT services in an
organization.

EXI N6s | TSM training and certification pro
all the concepts of comprehensive services management and is positioned as a
compass to "navigate" the ocean of frameworks and standards, while retaining as a
guide, the requirements of the standard thus avoiding losing focus.
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Roland Edelmann, IBM Deutschland

David Bathiely Fernandez, Telefénica Empresas
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Marcus Giese, TUV SUD

Andreas Grasmuck

Dr. Armin J. Hampel, Hewlett-Packard

Dr. Heinz-Gerd Hegering, Ludwig-Maximilians-
Universitat

Dr. Lex Hendriks, EXIN

Akihiko Komase, Asgent Inc.

Uwe Laubner, TUV SUD Akademie

Wolfgang Moser, ITSM Partner Consulting
Eveline van Oostrom, EXIN

Dr. Angelika Plate, AEXIS Security Consultants
Dennis G. Ravenelle, Harvard University
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How to Survive:
A Generate Profits

How to Generate Profits:

A Generate Income Higher than Costs

How to Generate Income Higher than Costs:

A Selling
A Managing Costs and Inversions Adequately

How to Sell:
A Know my Customer and Clearly Identifying its Needs
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FROM THEORY TO PRACTICE

How do | Produce Desired Outcomes?

Anfluence Quality
Anfluence Price jl>

Anfluence Productivity

Conformity
Efficiency
Processes

Automation

4

4 Through Management..] Management Frameworks / Standards A
They cover all these necessities
\ They need to be focused on the desired outcomes P




ITSERVICE
MANAGE i
MENT 20000

SECTION lll: LEGAL, ECONOMIC, FINANCIAL AND TECHNICAL INFORMATION
11.1) CONDITIONS RELATING TO THE CONTRACT

l.1.1)  Deposits and guarantees required: /l/o

l.1.2)  Main financing conditions and payment arrangements and/or reference to the relevant provisions regulc %

l.1.3)  Legal form to be taken by the group of economic operators to whom the contract is to be awarded: 0400/

I.1.4)  Other particular conditions to which the performa nce of the contract is subject: % ’
No.

11.2) CONDITIONS FOR PARTICIPATION
l.2.1)  Personal situation of economic operators, including requirements relating to enrolment on professional or trade

registers: /SO 9001 QU&//[J/)

.22)  Economi
mation and formalities necessary for evaluating if requirements are

rs' audited accounts.

l.2.3)  Technical capacity: /SO 14000 E/?V//’O/?/T)E'/?ﬂ
Minimum level(s) of standards possibly required: BS150001-1-2002 or EU equivalent.

hodnocenych wvanant netn:l nabldek ne.
Iv.2% KRITERIA PRO Z il '°4> 1SO 27001
IY.2.1) Kritéria pro zag 20 juyhodne,
Mrirabttkion | T || Certificates g Cx 40(4@
1. Kwalita technologic &Q 1SO 20000 ?
2, Celkova nabidkova cena za DbdDbl Eu Iet pDEkytDuanl sluzZeb ASW (k. v
DPHY. vaha: 20.
3. Minimalni procento dostupnosti poskytovanych sluZeb ASW (procento).
“aha: 15.
4, ¥yse slevy v pfipadé niZsiho procenta dostupnosti poskytovanych sluzZeb,
nez je minimalni dostupnost sluZeb (procento z mésieéniho pausalu). Yaha:
10.
5. Den zahajeni produktivnibo provozu ASW,. Yaha: 10.
6. Sankce {Smluur‘n pokutat v nfinads ceadloni s naucfemim terminem /SIe
produkti rovozu (v KZ za den pdeIenl) Yaha: 10. 0/,6
7. Zaliezpeteni poskytovani sluZeb ASW podle norm s ISO/EC 20000 pO 47.
Informac i2 - Management sluzZeb. Yo ’P)?/ /O/j?
Iv.2.2% Bude poufita ele 6‘4
I%.3) ADMINISTRATIVRI <

Ministério da Saude lang

ui. O Anexo Técnico do Caderno de Encargos do concurso 2/2009, para forneciment
4 £ servicos de manutencao de aplica¢des informaticas, ndo so exige expressamente que as empresas concorrentes po
‘ OSNIAFAOlFI A2 L{hkL9/ wnodnnn O2Y2 FI1 + YSayl SEA3Isy
7 uma empresa estrangeira vencedora venha a subcontratar uma empresa nacional para realizar parte dos servi¢cos
?/ , OzyﬁNJ-ﬁl-ﬁz“cb ot {{z ézyﬁl-()ﬁl-ﬁl- LISt 2 tgotAad2s RYAGS
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Alguns Exemplos de Empresas

Certificadas

Atos
Origin )
2.0

>
accenture s
€2Covie fngts’
‘ : 5{ PPS

uth lru urgmant

HITACHI

IVI/—\I—‘//—\I_
vV
TATA
TATA STEEL

»+ - -Systems-

Brasil:

Asyst Sudamerica, HP,
CPMBraxis, T-Systems,
Halogica, Prodesp, Nexa,
NetService, Tivit, Bancodo
Brasil
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TECHNOLOQYR TECHNEMANAGEMEN?

Gartner Group nearly80%o0f production outages occur as a result of
operator error (40%) and application failures (40%). The remaining
20% are a result of technology errors caused by the operating system
YR KIF NRgI NBX

A Technology Clearly idission Critical

A Technological Investments are necessary but insufficient:
T Management of IT ServicesQ&ITICAL

A Use of Methodologies, Frameworks and Standards has becoreaeCissue.
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How IMPORTANT IS TRAINING?

6 Hours a Day
5 Days a Week
= 30 Hours

1 Match a Week:
90 Minutes => 1 Hour 30
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How IMPORTANT IS TRAINING? - 1l

Yearly:

Approx. 70 Hours of Training
For 1750 Hours of Effective Work




