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This Lesson Plan
This lesson plan provides you with all the information 
about the ITIL Service Operation e-learning course. 
Before you begin your studies, please read through this 
document to help you plan your studying and revision 
activities. 

Good luck!

Tutor Support
Contact your tutor at any point during the course on 
itil-tutor@goodelearning.com

Technical Support
UK +44(0) 8435 235 096 
USA +1(917) 472-9842 
support@goodelearning.com
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Welcome
Welcome to the ITIL Service Operation Certification 
course.

The ITIL Service Operation qualification is one of five 
ITIL Service Lifecycle Courses and will provide you 
with guidance that focusses on the coordination 
and execution of activities that enable the ongoing 
management and operation of the products or services 
developed or implemented during the service strategy, 
design and transition phases of the IT Service Lifecycle 
as well as any technology and support resources that are 
used to deliver them.

This is an accredited, interactive e-learning course for 
students who wish to become certified in ITIL Service 
Operation. As well as in-depth visual learning content, 
the online course contains audio and video narratives, 
quizzes and practice exams.

There are 2 objectives of this course. The first is to gain 
an introductory overview of the Service management 
lifecycle, its key processes, roles etc. You also want to 
pass the exam! It is the aim of the course to satisfy both.

• The course contains a number of videos, with a 
voiceover commentary.  

• You may stop and start the course whenever you like.

• Do not try and cover too much material at once; a 
benefit of e-learning is that you can take your time.

• Use the quizzes to check that you have understood 
the previous session. Where you have answered 
incorrectly, read the guidance, and then review that 
topic again.

• Use the exercises to further consolidate your 
learning. Remember, this course is not just about 
passing an exam; it is to give you an awareness of 
the importance of IT Service Management in real-life.

• The Case Study slides show you how the framework 
might be used in a fictional organization.

• Remember you can ask the tutor at any time, and will 
receive an email reply within 24 hours.

Prerequisites
This course is part of a range of ITIL Intermediate Level 
Qualifications. Before taking this course you must have 
successfully completed and passed one of the following 
foundation level qualifications:

• ITIL v3 or 2011 Foundation, or

• ITIL v2 Foundation and v2/v3 Foundation Bridge.

• The ITIL Service Strategy Certificate is part of the 
ITIL Intermediate lifecycle stream, and one of the 
modules that leads to the ITIL Expert Certificate in IT 
Service Management. 

 
Who will Benefit from this Course?
This course will be of benefit to any IT professional who 
needs to understand the concepts and activities of ITIL 
Service Operation at management level, but not specific 
details about each of the supporting processes.

It is also suitable if you have completed the ITIL 
Foundation certificate, and you are wishing to advance to 
higher level ITIL certifications.

Course Materials
When you log in to the course you will have access to the 
following learning materials.
A series of interactive tutorials that cover the following 
topics:
• Introduction to Service Operation
• Service Operation Principles
• Service Operation Processes
• Common Service Operation Activities
• Organizing for Service Operation 
• Technology Considerations
• Implementation of Service Operation
• Challenges, CSFs and Risks of Service Operation
• Exam Preparation

© Crown Copyright 2011.  Reproduced with permission from Axelos Ltd
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Exercises/Personal Revision
There are a number of exercises which can be used for 
personal revision, to consolidate learning. They also help 
to break up the videos.

Quizzes
Every module ends with a number of multiple choice 
quiz questions. These match, as far as is possible, the 
format of the official exam, and are intended to be 
equally challenging. By having these quiz sessions after 
each module, you will gain confidence that you are 
meeting the learning objectives of this qualification.

Additionally, the course contains the following:

• Exercises in a downloadable exercise booklet, to 
further consolidate your learning.

• Suggested answers to the exercises in a 
downloadable booklet.

• A downloadable copy of the official Acronyms 
document.

• A downloadable copy of the official Glossary which is 
also available online throughout the course.

• Two official Mock exams, with answers

• A number of additional downloadable resources 
which concentrate on a key concept or process. 
These resources are part of a library that is growing 
over time, so keep checking our website:  
www.goodelearning.com

Mock Exams
We strongly encourage you to attempt both mock exams 
as part of your revision. The mock exams are intended 
to closely simulate the exam conditions that you will face 
when taking the real thing. Tutor support is available if 
you are struggling to achieve a pass mark.

Taking the ITIL Service Operation Exam
Upon completing this course you should be able to 
prepare for the ITIL Service Operation Exam. This can 
be taken online at a place and time that suits you, using 
EXIN Anywhere.

Exin Anywhere is a service that allows you to take your 
certification exam online (virtually) from your own PC or 
laptop. If you purchased the course and a voucher for 
the exam, we will provide the voucher to you on request.

How to Book an Exam
You can book an EXIN Anywhere exam via the Exin 
Anywhere website. You will first need to create an EXIN 
account by filling in your personal details.

In order to book your exam, you will need an Exam 

Voucher. If you purchased this with your course, 
when you think you are ready to book, please contact 
support@goodelearning.com and we will send one 
immediately. The exam voucher is valid for 1 year from 
the date of issue.

How to Take the Exam
Because the exam is taken online, you can take it at a 
location and time that suits you.

Using EXIN Anywhere software, your computer’s webcam 
and microphone records your exam session from start 
to finish.

At the end of the exam, the recorded video and audio 
is then sent to Exin, to be reviewed retrospectively by 
a remote proctor. The proctor will look at the recorded 
footage to check you have complied with exam 
guidelines.

You will receive the final result within 10 days by e-mail 
and post.

A video introduction to Exin Anywhere and the exam 
process is available via the following link:

https://www.youtube.com/watch?v=NqeEx8yNui4

What does the ITIL Service Operation 
Exam Consist of?
This is a multiple choice exam consisting of eight 
scenario-based questions.

Each question is gradient scored, meaning that you  
will have four answer options to choose from, and each 
answer will either be worth five marks, three marks, one 
mark, or zero marks.

You will have 90 minutes to complete the exam. 

The exam is closed book - you cannot make use of any 
resources or materials during the exam.

There are a maximum of 40 potential marks in this  
exam; to pass you must get at least 28 out of 40 marks 
correct (70%).

How to Get Help from our ITIL Trainer  
and Mentor
For all enquiries, a qualified ITIL Tutor can always be 
reached by e-mail (itil-tutor@goodelearning.com) or 
by clicking a link from the ‘support section’ within the 
course. You will receive a response to your ITIL question 
or query within 24 hours.
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Detailed Lesson Plan
The following tables summarize each of the modules, their learning objectives, and the method(s) of delivery. The 
total studying time required for this course is 23 hours.

Module 1: Introduction to Service Operation (1 hour)

Upon starting Module 1, you will receive detailed instructions for navigating the e-learning course and how to access 
support for your studies.

Module 2: Service Operation Principles (1 hour)

Session Title Duration Learning Objective Delivery Method

Introduction This module covers the introduction of the core concepts and 
terminology of service operation in relation to the execution and  
co-ordination of the activities and processes required to deliver, 
manage and support services at agreed levels to business users  
and customers.

Lesson 1: The 
Purpose, Objectives 
and Scope of 
Service Operation 
and its Value to the 
Business 1 hour, 40 mins  

(for Lesson 1  
and 2 together)

Understand and describe:
• The purpose and objectives of service operation (SO 1.1.1)
• The scope of service operation  (SO 1.1.2)
• Service operation’s value to the business (SO 1.1.4)

Video and Voiceover

Lesson 2: Service 
Operation 
Fundamentals and 
the Context of 
Service Operation 
in Relation to the 
Service Lifecycle

Understand and describe: 
• Service operation fundamentals (SO 3.1)
• The context of service operation in relation to the other stages  
 of the service lifecycle (SO 1.2)

Video and Voiceover

Quiz 16 mins  
(to include review)

7 quiz questions to consolidate learning. Each question has an 
explanation provided, and the student may review their answers.

Multiple Choice Questions

Session Title Duration Learning Objective Delivery Method

Introduction This module addresses service operation principles. All aspects 
related to operations are covered including achieving balance in 
service operations, providing good service, involvement in other 
lifecycle stages and operational health.

Lesson 1: Service 
Operation Principles 

50 mins The learning objectives for this lesson cover the knowledge, 
interpretation and analysis of service operation principles: 
• Achieving balance in service operations (SO 3.2)
• Providing good service(SO 3.3)
• Involvement in other lifecycle stages (SO 3.4)
• Operational health(SO 3.5)
• Communication (SO 3.6)
• Documentation (SO 3.7)
• Service operation inputs and outputs (SO 3.8)

Video and Voiceover

Quiz 12 mins 
(to include review)

5 quiz questions to consolidate learning Multiple Choice Questions
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Module 3: Service Operation Processes (7 hours)
Session Title Duration Learning Objective Delivery Method

Introduction The module covers the managerial and supervisory aspects of 
service operation processes. It excludes the day-to-day operation of 
each process. More detailed process operation guidance is covered 
in the service capability courses.

Each process is considered from the management perspective. 
That means at the end of this module you should understand those 
aspects that would be required to understand each process and its 
interfaces, oversee its implementation and judge its effectiveness 
and efficiency.

Lesson 1: Event 
Management - Part 
1

5 hours, 40 mins  
(for lessons 1 to 10)

Understand, describe and apply the following topics
• The purpose and objectives (SO 4.x.1)
• The scope of the process (SO 4.x.2)
• Value to the business (SO 4.x.3)
• The policies, principles and basic concepts which apply to it (SO 4.x.4)

Video and Voiceover

Lesson 2: Event 
Management - Part 
2

Understand, describe and apply the following topics:
• High level process activities, methods and techniques (SO 4.x.5)
• Triggers, inputs, outputs and interfaces (SO 4.x.6)
• CSFs and KPIs (SO 4.x.8)
• Challenges and risks (SO 4.x.9)

Video and Voiceover

Lesson 3: Incident 
Management - Part 
1

Understand, describe and apply the following topics
• The purpose and objectives (SO 4.x.1)
• The scope of the process (SO 4.x.2)
• Value to the business (SO 4.x.3)
• The policies, principles and basic concepts which apply to it (SO 4.x.4)

Video and Voiceover

Lesson 4: Incident 
Management - Part 
2

Understand, describe and apply the following topics:
• High level process activities, methods and techniques (SO 4.x.5)
• Triggers, inputs, outputs and interfaces (SO 4.x.6)
• CSFs and KPIs (SO 4.x.8)
• Challenges and risks (SO 4.x.9)

Video and Voiceover

Lesson 5: Request 
Fulfilment - Part 1

Understand, describe and apply the following topics
•  The purpose and objectives (SO 4.x.1)
• The scope of the process (SO 4.x.2)
• Value to the business (SO 4.x.3)
• The policies, principles and basic concepts which apply to it (SO 4.x.4)

Video and Voiceover

Lesson 6: Request 
Fulfilment - Part 2

Understand, describe and apply the following topics:
• High level process activities, methods and techniques (SO 4.x.5)
• Triggers, inputs, outputs and interfaces (SO 4.x.6)
• CSFs and KPIs (SO 4.x.8)
• Challenges and risks (SO 4.x.9)

Video and Voiceover

Lesson 7: Problem 
Management - Part 
1

Understand, describe and apply the following topics:
• The purpose and objectives (SO 4.x.1)
• The scope of the process (SO 4.x.2)
• Value to the business (SO 4.x.3)
• The policies, principles and basic concepts which apply to it (SO 4.x.4)

Video and Voiceover

Lesson 8: Problem 
Management - Part 
2

Understand, describe and apply the following topics:
• High level process activities, methods and techniques (SO 4.x.5)
• Triggers, inputs, outputs and interfaces (SO 4.x.6)
• CSFs and KPIs (SO 4.x.8)
• Challenges and risks (SO 4.x.9)

Video and Voiceover

Lesson 9: Access 
Management - Part 
1

Understand, describe and apply the following topics:
• The purpose and objectives (SO 4.x.1)
• The scope of the process (SO 4.x.2)
• Value to the business (SO 4.x.3)
• The policies, principles and basic concepts which apply to it (SO 4.x.4)

Video and Voiceover

Lesson 10: Access 
Management - Part 
2

Understand, describe and apply the following topics:
• High level process activities, methods and techniques (SO 4.x.5)
• Triggers, inputs, outputs and interfaces (SO 4.x.6)
• CSFs and KPIs (SO 4.x.8)
• Challenges and risks (SO 4.x.9)

Video and Voiceover

Excercise 20 mins 
(to include review)

Service operation access management process exercise Text

Exercise 20 mins 
(to include review)

Service operation processes exercise Text

Quiz 40 mins 
(to include review

25 quiz questions to consolidate learning Multiple Choice Questions
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Module 4: Common Service Operation Activities (3 hours)
Session Title Duration Learning Objective Delivery Method

Introduction This module covers the activities commonly performed in service 
operation.

The learning objectives for this module cover the knowledge, 
interpretation and analysis of service operation principles, 
techniques and relationships and their application to the delivery and 
support of services at agreed levels.

Lesson 1: 
Monitoring and 
Control

2 hours, 50 mins  
(for Lessons 1 to 3)

Understand, describe, apply, or analyse: 
• Monitoring and control, as it relates to event management in  
 service operation (SO 5.1)

Video and Voiceover

Lesson 2: Service 
Operation Activities

Understand, describe, apply, or analyse:  
• IT operations for management of the operational environment  
 (SO 5.2) 
• Server and mainframe management and support (SO 5.3)
• Network management (SO 5.4)
• Storage and archive (SO 5.5)
• Database administration (SO 5.6)
• Directory services management (SO 5.7)
• Desktop and mobile device support (SO 5.8)
• Middleware management (SO 5.9)
• Internet or web management (SO 5.10)
• Facilities and data centre management (SO 5.11)

Video and Voiceover

Lesson 3: Service 
Operation Activities 
Through the 
Lifecycle

Understand, describe, apply, or analyse:  
• How the activities of service operation interact with the processes  
 in the other lifecycle stages (SO 5.12)
• Improvement of operational activities (SO 5.13)

Video and Voiceover

Quiz 14 mins 
(to include review)

6 quiz questions to consolidate learning Multiple Choice Questions
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Module 5: Organizing for Service Operation (4 hours, 30 mins)
Session Title Duration Learning Objective Delivery Method

Introduction The learning objectives for this module cover the knowledge, 
interpretation and analysis of the organization of service operation 
through the service operation functions (e.g. service desk, 
technical management, IT operations management and application 
management) and maps these functions to roles, responsibilities and 
activities as well as organizational structures.

Lesson 1: Service 
Operation Functions 
- Service Desk Part 1

3 hours, 20 mins  
(for Lessons 1 to 6)

This lesson covers:
• Organization of service operation through the service operation  
 function of the service desk (SO 6.3)

Video and Voiceover

Lesson 2: Service 
Operation Functions 
- Service Desk Part 2

This lesson covers: 
• Organization of service operation through the service operation  
 function of the service desk (SO 6.3)

Video and Voiceover

Lesson 3: Service 
Operation 
Functions Technical 
Management

This lesson covers: 
• Technical management function (SO 6.4)

Video and Voiceover

Lesson 4: Service 
Operation Functions 
IT Operations 
Management

This lesson covers: 
• IT operations management function (SO 6.5)

Video and Voiceover

Lesson 5: Service 
Operation Functions 
Application 
Management

This lesson covers: 
• Application management function (SO 6.6)

Video and Voiceover

Lesson 6: Service 
Operation 
Functions Roles 
and Organizational 
Structures

This lesson covers: 
• Maps this function to roles, responsibilities and activities (SO 6.7)
• Organizational structures (SO 6.10)

Video and Voiceover

Exercise 45 mins 
(to include review)

Organizing for service operation exercise Text

Quiz 25 mins 
(to include review)

10 quiz questions to consolidate learning Multiple Choice Questions
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Module 6: Technology Considerations (2 hour)

Module 7: Implementation of Service Operation (2 hours)

Module 8: Challenges, CSFs and Risks (1 hour)

Module 9: Exam Preparation (1 hour, 30 mins)

Session Title Duration Learning Objective Delivery Method

Introduction This module covers technology as part of implementing service 
management process capabilities. It also covers the special 
technology functions and features that are related to service 
operation practices.  

Lesson 1: 
Technology 
Considerations 
Introduction

50 mins This module enables understanding of the following: 
• The generic requirements for service management tools (SO 7.1)
• Event management (SO 7.2)
• Incident management (SO 7.3)
• Request fulfilment (SO 7.4)
• Problem management (SO 7.5)
• Access management (SO 7.6)
• Service desk (SO 7.7)

Video and Voiceover

Exercise 60 mins 
(to include review)

Service management toolset exercise Text

Quiz 12 mins 
(to include review)

5 quiz questions to consolidate learning Multiple Choice Questions

Session Title Duration Learning Objective Delivery Method

Introduction This module covers how implementation considerations contribute 
to service operation.

Lesson 1: 
Implementing 
Service Operation

1 hour, 50 mins Understand, describe and analyse:
• Managing change in service operation (SO 8.1)
• Service operation and project management (SO 8.2)
• Assessing and managing risk in service operation (SO 8.3)
• Operations staff involvement in service design and service transition  
 (SO 8.4)
• Planning and implementing service management technologies within  
 a company (SO 8.5)

Video and Voiceover

Quiz 12 mins  
(to include review)

5 quiz questions to consolidate learning Multiple Choice Questions

Session Title Duration Learning Objective Delivery Method

Introduction This module covers the challenges and risks facing service operation 
and how critical success factors (CSF) contribute to service operation.

Lesson 1: 
Challenges, CSFs 
and Risks

50 mins The learning objective for this module is to understand the:
• Challenges (SO 9.1)
• Critical success factors (SO 9.2)
• Risks (SO 9.3)

Video and Voiceover

Quiz 12 mins  
(to include review)

5 quiz questions to consolidate learning Multiple Choice Questions

Session Title Duration Learning Objective Delivery Method

Exam Preparation 1 hour, 30 mins This module summarizes the material covered in the previous 
modules and prepares candidates for the examination.

Video and Voiceover
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ITIL Terminology
After studying this course you should be able to understand the meanings of the following terms in the context of 
service operation. A full ITIL glossary with definitions is available from within the course and as a PDF download.

Accounting

Analytical Modelling  

Application Portfolio

Asset

Billing

Budgeting

Business Case

Business Impact Analysis

Business Objective

Business Relationship

Business Unit

Capability

Capacity Plan

Capital Cost

Change Proposal

Charging Policy

Contract

Control Perspective

Core Service

Cost Centre

Cost Element

Cost Model

Cost Type

Cost Unit

CSI Register

Customer Agreement

Customer Portfolio

Customer-Facing Service

Depreciation

Design Co-ordination

Direct Cost

Economies of Scale

Effectiveness

Efficiency

Enabling Service

Enhancing Service

Excitement Factor

External Customer

External Service Provider

Financial Year

Fixed Cost

Function Service Charter

Indirect Cost

Insourcing

Internal Customer

Internal Rate of Return

Internal Service Provider

ISO 9001

ISO/IEC 20000

IT Service Management

IT Steering Group

Kano Model

Management Information

Management System

Market Space

Mission

Modelling

Near-Shore

Net Present Value   

Network

Notional Charging

Off-Shore Value

On-Shore

Operational Cost

Opportunity Cost

Pattern of Business Activity

Plan-Do-Check-Act

Portfolio 

Profit Centre

Project

Project Portfolio

Real Charging

Return on Investment Manager

Service Analytics

Service Catalogue

Service Contract

Service Knowledge Management 
System

Service Level Agreement

Service Model

Service Option

Service Owner

Service Portfolio

Service Provider

Service Provider Interface

Supplier

Supporting Service

Total Cost of Utilization

Type I Service Provider

Type II Service Provider

Type III Service Provider

Unit Cost

User Profile

Value Chain

Vision

  


