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Les acteurs du référentiel et de la
certification

@AXELOS

GLOBAL BEST PRACTICE

www.axelos.com (UK)
* Auteur des publications du référentiel ITIL et d’autres référentiels

* Autorité du schéma de certification ITIL, des programmes de cours (Syllabus)
et des examens ITIL

PEOPLECERT

Certifying Professionals
http ://www.PeopleCert.org (Chypre)

* Undes leaders mondiaux dans l'industrie de la certification (180 pays)

* Partenaire exclusif d’AXELOS depuis le 1/1/2018 et propriétaire d’Axelos
depuis juin 2021

* Livre et corrige les examens de certification, délivre et gere les certificats
dans une relation personnelle avec les candidat(e)s

* PeopleCert est aussi l'autorité des référentiels de management Lean et Six-
Sigma
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Les acteurs du référentiel et de la
certification

PeopleCert onsexaLr oF (€) AXELOS

QITiL
/N Qualiopi ),

F c T processus certifié

SMD e = M REPUBLIQUE FRA”CAISE

QITIL
ACCREDITED TRAINING ORGANIZATION

PeopleCert onseHaLr oF (@) AXELOS

La certification qualité a été délivrée au titre
de la catégorie suivante : actions de formation

www.fctsolutions.com (France)

* Organisme de Formation et de Certification ITIL® accrédité depuis 2005

ITIL, Agile (Scrum, Safe), DevOps (Found, SRE), Cybersécurité (ISO 27001, 27005), Prince 2, Management et
Environnement durable (ISO 14001,26000, 50001)

* 1ler Centre ITIL francais depuis 2008, Top 3 des Centres ITIL européens
» Agréé par toute la réglementation frangaise de la formation professionnelle

(gouvernance Qualiopi)

Formateurs et superviseurs, formé (e)s en continu et accrédité (e)s en continu
par AXELOS et PeopleCert
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Solutions

Le parcours d’'apprentissage ITIL

ITIL Master*

ITIL Practice ITIL Managing ITIL Strategic
Manager (PM)* Professional (MP) Leader (SL)

~ Monitor, Support and Fulfil — .
: upp o Direct, Plan
SD | INM | PRM | SRM | MEM and Improve
- Plan, Implement and Control - i
High-velocity IT Digital and IT
CE | RM | SCM| DM |ITAM Strategy

Collaborate, Assure and Improve- Drive Stakeholder
Value

ITIL Extension modules

Cl 'SLM RSM| ISM | SM

Acquiring and Sustainability Business IT Asset
Managing in Digital Relationship Management
Cloud Services and IT Management Create, Deliver

and Support

ITIL Foundation

ITIL Overview™*

*[TIL4 Master will be awarded to candidates who achieve the Practice Manager (PM), Managing Professional (MP), and Strategic Leader (SL) designations.
**To be awarded the Practice Manager designation, a candidate must achieve ITIL MP CDS certificate and ANY five practice-based certifications, OR ITIL MP CDS certificate and any ONE of the pre-bundled
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*[TIL4 Master will be awarded to candidates who achieve the Practice Manager (PM), Managing Professional (MP), and Strategic Leader (SL) designations.
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Practice Manager : maitriser 5 pratiques ITIL

ITIL Practice
Manager (MP)

Monitor, Support and Fulfil
I SD | INM | PRM | SRM MEM

Plan, Iimplement and Control Mis a jour en mars 2023 Service Configuration Management

Service Desk

Incident Management
Problem Management
Service Request Management Change Enablement

Monitoring & Event Management Release Management

CE RM SCM DM  ITAM Deployment Management

Collaborate, Assure and Improve
I Cl {SLM RSM ' ISM | SM ‘

IT Asset Management

Mis a jour en juillet 2023

Continual Improvement

Service level Management

Create, Deliver and Relationship Management

Support (CDS)

Information Security Management

Supplier Management

ITIL Foundation Mis a jour en octobre 2023
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15 pratiques mises a jour en 2023
QT

Incident Management
ITIL®4 Practice Guide

Incident Management
ITIL"4 Practice Guide

K-
QAXELOS @ AXELOS ‘

5 pratiques « run » 5 pratiques « build » 5 pratiques « générales » 3 certifications

¢ ¢ ¢ ‘—

Mars 2023 Juillet 2023 octobre 2023 mars 2024 10
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La certification MISF

Monitor, Support & Fulfil

Service Desk

Incident Management

Problem Management

Service Request Management

Monitoring & Event Management

* 3 jours de formation

e Examen de 90 minutes / 60 questions
65 % pour réussir, soit 39 / 60
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La certification PIC

Plan, Implement & Control

Change Enablement

Release Management

Service Configuration Management

Deployment Management

IT Asset Management

* 3 jours de formation

e Examen de 90 minutes / 60 questions
65 % pour réussir, soit 39 / 60
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La certification CAl

Collaborate, Assure & Improve

Continual Improvement
Service level Management

Relationship Management

Information Security Management

Supplier Management

* 3 jours de formation

e Examen de 90 minutes / 60 questions
65 % pour réussir, soit 39 / 60
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ITIL4 PRACTICE MANAGER ITIL certification path EeT;
Solutiores,

ﬁ Practitioner's routes: Foundation + 5 Practices + CDS = Practice Manager Master's designation: Practice Manager + Managing Professional +Strategic Leader = [TIL Master

——00 -0

Practice [Manager Managing Strategic Leader
Professional

4 I =N N . .- L L L b 1L} J I
I Voo pEEmm————
= e Collaborate, Assure and Improve - ; Direct. P d Digital and IT Strat
] | 1 Create, Deliver and irect, Plan an igital an rategy
‘00000 I
aa ="
® Q. |
= |
5 I g |
- 1 35 1
1@ | | o: !
.g 1 One-practlce one- 1 ';T
2" - day courses @?,
P or s
.12 | five-practice ¢% : Drive Stakeholder Value High-velocity IT
1
3 I three-day courses 3 !
I o
| @ .
= - ——
1 |
! I
| .
=— _____________ _! Pecplecert glll;:wdi.g'l'lﬁzl:lﬂ PespleCent Internatianal Led.

14
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La structure d’un practice guide

* General information * Information and technology
e Purpose and description * Information exchange
* Terms and concepts e Automation and tooling
* Scope

Practice success factors
* Key metrics

Partners and suppliers

Capability assessment and

Incident Management

* Value streams and processes

development
* Processes o + Capability levels i e
* Value stream contribution « Capability self assessment Problem Managemerf
* Organization and people * Capability development - 2
* Roles, competencies, and i pactescu o0
responsibilities * Recommendations for = o
e Organizational structures practice success

and teams
16
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“Defion Les Practice Success Factors (PSF)
* Processus

« Flux de val . . . .. .
; Flux de valeur Continually improving incident The key PSF metrics (2/3) @.

T i
« Organisation management |
° Automatisation Why? How? To understand if incidents are resolved quickly and efficiently, measure:
‘ Mat,uf'te . . - / ,\ \ Time between incident detection and acceptance for diagnosis
* Amélioration To improve efficiency Time of diagnosis
To share knowledge A &8

Number of reassignments

Periodic review of - Individual post- Percentage of waiting time in the overall incident handling time

+ First-time resolution rate

To improve user and incidents over the  closure review of
: 5 eriod major, new, and N . .
customer satisfaction \ P Dutst;nd‘-ng-midems Meeting the agreed resolution time
User satisfaction with incident handling and resolution
\/ - Percentage of incidents resolved automatically
Review and improvement depend on concurrent, Review and Waork with other Percentage of incidents resolved before being reported by users.
complete, and comprehensive incident data. improvement of the practices inthe
incident models ~ service value stream
ITIL® & Incident Mansgerment Fractice Peopl
PeopleCert |, v H
The key PSF metrics (1/3) @‘:"‘"I
To understand if incidents are detected early, measure:
Incident management practice success y me between Percentage of incidents
incident occurrence detected via monitoring and
faCtors and detection event management

For the incident management practice to achieve its purpose, the service

provider needs to:
WS The key PSF metrics (3/3) @'

Continually improve —]]

Detect incidents early incident management

Peop To understand if incident management is continually improved, measure:
@ (&) incdent reselutons improvement of
Resolve incidents ! - the key practice
icklv and efficient] \/ using previously Percentage of indl‘ca}'goprs over Balance between the
quicidy and efticiently identified and incidents resolved time speed and
recorded solutions using incident effectiveness metrics
. models for incident
PeopleCert |{,, "2 resolution

PeopleCert | T4 s pansgsment e

Copyright® 2001 PecpleCert
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* Definition

« PSF

* Processus

* Flux de valeur
*Lesrbles

* Organisation

» Automatisation
* Maturité

* Amélioration

Monitoring and event data

\ User queries

\ Configuration information

\ IT asset information

\ Service catalogue

| SLAs with consumers and supplierslpartners:

| Capacity and performance information

\ Continuity policies and plans

|

|
|

Information security policies and plans
Problem records m<
Knowledge base

KAA

Les Processus

Incident
detection

Incident
records

Incident
registration

Resolution is not confirmed

Solution is available

Incident Incident Incident
classification diagnosis resolution

Incident Incident records Incident records

records Problem investigation Change requests
requests Updates to the

knowledge base

Incident
closure

Incident report
Incident records
Updates to the
knowledge base

Incident records

Problem
investigation

requests

Updates to the
knowledge base

Incident status
communications

Change requests

Incident reports

Restored Cls and
services

18
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» Definition
* PSF
* Processus

. Elux q? valeur The incident management processes

* Les roles Incident resolution as a service

* Organisation 77\ i

L ganisaton ’,’ ‘ o ’ value stream (2/3) Cé

» Maturité
* Amélioration

\/ Incident management activities | Practices involved = How do these practices
contribute to each

+ " N < o s . N Incident detection Service desk (for user-reported incidents) incident t
Incident handling and resolution Periodic incident review Pt ¢ ? ! ;"cct:\,ﬁ;, managemen
Moanitoring and event management
Focused on the handling and Ensures that the lessons from RS, * How s the cooperation
resolution of individual incidents, incident handling and resolution - — e between these practices
i Incident registration Incident management managed?
from detection to closure are learned and that approaches to
incident management are Incident classification Incident management
continually improved
Incident diagnosis Incident management
PeOPLECert | (o rare-ura reoecon iarmacerai. Knowledge management

Problem management

— PeopleCert | 7"

Value stream step 1 Value stream step 2 Value stream step 3

Activities of Activities of Activities of

Practice A Practice B PracticeN Service

Analysing a service value stream Gé

How should incident management be

. considered at each step? Use the ‘to be’ VSM,
P ra Ct| Ce D plan improvements
Create a ‘to be'
M
. Reflect on the
P ra Ct | Ce E value stream
Do the service JaRE (M) ‘
. value stream walk
Define th f il
Practice’ b
Identify the the business standpoint
' scope of the
Practice Z analysis

70 it Managerentacie
PeopleCert | oo veatucun iz




ITIL4 PRACTICE MANAGER Les rOles et compétences Ee
Soidions

-

» Definition
* PSF
* Processus

* Flux de valeur

*Lesrdles

[ Qrganisation Incident manager (e

» Maturité Typical responsibilities:

« Amélioration teZ:lir‘;as:)e:ngiigc;groarllaor * coordination incident handling
many in

o] Major incident manager (MIM) Gé

affected produ
C

Similar responsibilities to
incident manager, but

focused on major incidents Needs wider authority and
What competencies (L. @ may have dedicated
PryTeR— resources to deal with major
PeopleCert | ¢ ozs eaieco ° incidents J

The main point of contact and

The com petency mOdeI coordination during major

incidents
ITIL uses the LACMT competency model:

What competencies (LACMT) are needed for the MIM?
Leader

° PEOPIECET | Copptyo 22 eiecon et
Technical ° ° Administrator
expert % -

Methods and techniques o ° Coordinator/communicator
expert

.
PeopleCert | ¢y un zozs eotecan terssonsied




* Definition

« PSF

* Processus

* Flux de valeur
*Lesrbles

* Organisation

» Automatisation
* Maturité

* Amélioration

ITIL4 PRACTICE MANAGER

'automatisation

/N

/

\_

7,

o "
i = ‘ [ Pay attention to measurement and reporting from the

‘ En

Automate the service value stream, not the practice alone

\ [Allow for swarming and other forms of cross-team ]

Allow different workflows for user- and event-based incidents

Do not overcomplicate the workflows, business rules,
and interfaces

]

start

|

collaboration

sure effective communication

Leverage machine learning capabilities
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Solullions,

» Definition
* PSF
* Processus /;

0 Assessing the incident management
elf-assessment of the SR ractice: capability criteria (1/4)
* Flux de valeur practice capability SP9 p pability criteria |
~ PSF Criterion Dimension | capability
*Les roles
. . Detecting Incidents are detected immed after occur Value streams and 2
. Organlsatlon ] w Detecting usually iately after they Ve st
A . Start with the level 2 criteria. Based on the knowledge of your early et datection B atiomated WhererSavert inforenation and 5
* Automatisation o organization, answer the question: ‘Is this a valid description of : technology
« Maturité our organization in MOST cases?' T v e e e e S
EJ [ ) incidents and report them as soon as possible people
o Ame“oraﬂon Incident detection is integrated into the relevant value streams ~ Value streams and 3
If the answer is ‘yes’, make a list of at least three types of processes
Z 3 Partners and suppliers 3
9 material evidence that could prove the answer. These can be
records, documents, interviews with business stakeholders Vauesteamsand 2
and/or service provider’s employees, and so on S a A TR G Wik v g AR e Vet i || 2
processes
Value streams and 3
processes
If the answer is ‘yes’ to ALL criteria of level 2, this level is The resolution of incidents is automated, where relevant informationand 3
considered achieved. Proceed to the criteria of level 3. bl 16
resources are available people
Wcallz;‘xd;:m:x:ﬁ;wm Thy *—;,.:.,w m“'“ resolution are identified and third-party  Partners and 3
Information about incident resolution s tracked and managed in an integrated Information and 3
If not all criteria of level 2 are met, the practice is considered to Incident resclution s cptimized for the complexity of the smironment Veluestresmsand 4
be at level 1. Focus on the criteria that are not met: what is 7 : 7 procssss
missing in the organization? Why? How can it affect the eI A e S 2l N S e el
business relationship? What can be done to meet the criteria The effectiveness of inci on is measured Valuesreamsand 4
that is currently missed? procs=
The effectiveness of inddent resolution is regularly reviewed and continually improved Value streams and 5
processes
Same approach is applied at every next level. The practice is [ZTTTITTA The approach to defined, Value streams and 3
considered to be at the level where ALL criteria are met. It is AR 2" 28reed at the relevant evel of the
important to focus on the missing capabilities and management ;h;resgo;s::ﬂlylorthe approach to incident managementis  Value streams and 3
improvement opportunities, rather than on a formal Coay (0 procee
achievement of a high capability level. The foqctedforp is O lodcent OrgizatocsMdiRR
/alue streams and a
one processes
Capability levels Developing a capability s
/alue streams and 5
Level 5: The practice is continually improving organizational capabilities 4 Continual processes
associated with its purpose A r improvement /
Measurement
and reporting
Dependencies
Level 4: The practice achieves its purpose in a highly organized way, and its A [re— and integration continually
rmance is continually measured and assessed in the context of the service A procedures continually  improving
|:*::;z:::,. messuredand @y
o w 5 assessed
Level 3: The practice is well defined and achieves its purpose in an organized way, e w(i!l : : fz'gﬁd
using dedicated resources and relying on inputs from other practices that are ganizecs °

4 Stakeholders
integrated into a service management system e and and resources integrated
o basic set of
objectives
activities; e 4
specialized Vi
Initial/intuitive resources

Level 2: The practice systematically achi

re

ieves its purpose through a basic set of

Level 1: The practice is not well organized; performance is initial/intuitive. it may
occasionally or partially achieve its purpose through an incomplete set of activities.

T4 Incidont Managamans racice 22

PeopleCert | . .
pyright® 2023 PeopleCert Internationa! Ltd. ITH* 4 Incident Managemaent Practice

PeopleCert | oo renzuzs eopacumesmstoraiia
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* Processus

* Flux de valeur
*Lesrbles

* Organisation

» Automatisation
* Maturité

* Amélioration
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Plan d’action d’amélioration

/N

FCT,
Sclutions

Developing a capability

procedures

well-defined;
org,amled

Stakeholders
and resources
Purpaseand
objmms basic set of
dCUVIlIGS

Cert | T 4inador magrmare
PeopleCert | cooryn 202 pepiacare

Roles and
responsibilties
Processes and
activities

Dependencies
and integration
Tools and

Continual
improvement
Measurement
and reporting
conti

continually Ir
mea; and

Look at the incidents from the service consumer .
perspective .

Gather and reuse data

Understand, manage, and improve the incident
resolution value stream, not only the incident
management practice

Develop the practice continually, but do not
overcomplicate it

Adjust for complexity

Demonstrate business value

[T —
PeopleCert | & beamens

Recommendations for the success of
incident management

Focus on value

Collaborate and promote visibility
Collaborate and promote visibility
Optimize and automate

Think and work halistically
Focus on value

Start where you are

Progress iteratively with feedback
Keep it simple and practical
Optimize and automate
Collaborate and promote visibility
Focus on value

Collaborate and promote visibility.

ITIL guiding principles
Collaborate and
promote visibility

Progress
iteratively with

feedback Q

Keep it simple and
practical
Focus on
o
value {? 74  Optimize and
automate

08 I paragusanepractcn
PeopleCert | ¢oun 202 meopacar mamssonsisa

Think and work
holistically

Start where you

23
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La structure d’un practice guide

* General information * Partners and suppliers
* Value streams and e Capability assessment
processes and development

* Organization and people ~ * Recommendations for
practice success il
* Information & technology - e

Problem Management
ITIL*4 Practice Guide

Service Desk
ITIL*4 Practice Guide

24
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Historique FCT Solutions

ITIL V2 ITILV3

1°" organisme a délivrer en France = 1¢ organisme a délivrer en France la formation

des sessions de niveau avancé avec : certifiante ITIL Foundation V3 (en 2007)
- un support de cours rédigé en
francais et accrédité = 1¢ organisme a délivrer en France les formations
- Un formateur de langue certifiantes ITIL V3 Capabilities et ITIL V3 Lifecycle
maternelle francaise avec :

un support de cours rédigé en frangais et accrédité
Un formateur de langue maternelle frangaise
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Historique FCT Solutions

ITIL4
ITIL4 Practice Manager

1" organisme a délivrer en France :

= |aformation ITIL4 Foundation - 1¢" organisme a délivrer en France la formation ITIL4
= Les formations ITIL4 Managing Professional Practice Manager MSF
= Les formations ITIL4 Strategic Leader

A ce jour, la certification et le support de cours éditeur
avec : sont exprimés en langue anglaise.
- un support de cours rédigé en francais et accrédité Le formateur est de langue maternelle francaise.
- Un formateur de langue maternelle francaise
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Planification des sessions

Inter-entreprise

Intra-entreprise

FCT organise des a présent ces formations sur le mode
intra- entreprise dans toute la France métropolitaine
et au-dela ou en distanciel.
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Financements

Non disponibles a ce
jour

Existants

* LeCPF
e Les Actions collectives
CampusAtlas

 Par 'entreprise
 Par les budgets classiques OPCO
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Questions / Réponses
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