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Knowledge of Relevant Regulations
-Relevant Regulations
Relevant Knowledge -Accepted Norms * *
Corporate Ethics
Relevant Knowledge -Compliance with Code of Corporate Ethics * *
Contract Management
-Understanding of Contract Work
-Confirmation and Agreement of Contract Conditions
-Contract Closure
-Understanding of Outsourcing Agreement Work
-Understanding and Compliance of Relevant Regulations
Criteria and Standards
-International Standards of IT Services
-International Standards of Security
-Criteria of System Audit
o : * * * * * *
Relevant Knowledge -Criteria of Corporate Accounting
-Quality Management System Criteria
Customer Relationship
Customer Interaction -Establishment and Maintenance of Customer Relationship *
Relationship Management of User Departments
Customer Interaction -Understanding of Needs of User and Management *
Formulation of Systemization Strategy
-Understanding of User Vision, Goal and Business Strategy
Cust Int i -Systemization Strategy Formulation *
ustomer interaction -Systemization Strategy Formulation Utilizing Application Packages
User Service and Support
-Clarification of Compliance Rules for User
-User Support
Customer Interaction -Response to User Needs *
-User Consulting
Customer Satisfaction Management
-Understanding of Customer Satisfaction Concept
-Implementation of Customer Satisfaction Survey
_ -Analysis and Assessment of Survey Results %
Customer Interaction -Formulation and Practice of Customer Satisfaction Improvement Plan according to
Assessment Results
Personnel Plan
Personnel * * *
Management
Personnel Employment and Deployment
-Determination of Adoption Conditions
Personnel -Recruiting * * *
Management -Assessment and Adoption
Skill Management
-Technical Knowledge
-Work Experience
Personnel -Performance * * *
Management -Knowledge of Specialty Fields
Mechanism Creation and Personnel Deployment
Personnel * * *
Management
Human Resource Development
-Training Plan
-OJT
Personnel _OEEJT * * * *
Management -Fostering of Humanity

Training Course Group and Knowledge Item Matrix (ITSM)
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IT Service
Management

Training Course Group
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Common Skills to Job
Category

Specific Skills to
Specialty Field

Course Name
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Personnel
Management

Mental Health

-Specific Stress

-Counseling

-Detection and Measures of Stress
-Stress-related Disorders and Measures
-Mental Care

Personnel
Management

Coaching

-Pre-coaching

-Goal Setting

-Identification of Current Status
-Gap Analysis

-Behavior Decision

-Follow-up and Debriefing

Information Assets
Management

Purchasing of Service and Equipment

Information Assets
Management

Cost Allocation

Information Assets
Management

Assets Management

-Creation of Assets Management Procedure
-Inventory

-Stock Management

Technology

Computer Science Fundamentals
-Basic Theory of Information
-Data Structure and Algorithms

Technology

Computer System

-Hardware

-Operating Systems

-System Structure and Architecture
-System Application

Technology

Platform Techniques
-Hardware Architecture
-Storage Management
-Operating Systems
-Communications Control
-Transaction Processing
-Distribution Processing
-Parallel Processing

Technology

Database Technology
-Database Models
-Database Languages
-Database Control

Technology

Database Design
-Database Logical Design
-Database Physical Design

Technology

Relationship of Synchronization Points between Transaction Processes and
Database

Technology

Understanding and Utilization of Network Technologies
-Protocols and Transmission Control

-Encoding and Transmission

-Network Related Regulations

-Network Security

-Communications Equipment

-Network Software

-Technology for Lines such as ATM, Frame Relay, LAN, WAN

Technology

Internet Technology

-Internet History

-Web Related Technology

-Technology relating to E-mails

-Cryptographic Technology

-Digital Media Related Technology (VolP, Streaming, QoS, etc.)

Training Course Group and Knowledge Item Matrix (ITSM)
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WINDOWS, Linux, etc.)
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Middleware Technologies
-Messaging Technology
-Internet Technology
-Distributed Object Management
Technology -Directory Services
-Transaction Processing
Basic Function of Relational Database Management Systems
-Basic Structure of Relational Database Systems
-Retention Functions of System Catalogues
-Fetch and Execution Functions of Relational Tables
-Interpretative Functions of Database Utilization Demands
Technology -Record Functions of Database Utilization
-Database Backup/Recovery Functions
-Integrity Assurance Functions
Application Security
Technology -Design, Development and Installation of Application Security Functions
Data Modeling
-Utilization and Practice of Data Modeling Techniques
Technology -Selection and Utilization of Data Modeling Tools
Database Operation Design
Technology -Performance Design, Failure Measure
Information System Development and Maintenance
-Design, Development, Operation, and Maintenance of System Components
Technology
Computer System Structure
Technology -System Components, System Combination, Positioning of Each Component
System Development Environment
-System Development Techniques
Technology -Understanding and Utilization of Languages, Tools, and Software Packages *
Security and Privacy
-Secret Preservation
-Measures for Prevention of Falsification
-Intrusion Prevention
-Computer Virus
-Integrity Measures
-Availability Measures
Technology -Safety Measures * * *
-Social Engineering
-Privacy Protection
-Risk Management
-Guidelines and Relevant Regulations
Latest Trends in IT Market
-Understanding of IT Market Scale and Trends Domestic and Abroad
-Understanding and Utilization of Technology Trends Related to Applications
Technology -Understanding and Utilization of Technology Trends Related to Business Model * *
Patents
-Understanding and Utilization of Next-generation E-business and its Development
Latest Technology Trends
-Understanding of Latest Hardware Technology Trends
-Understanding of Latest Middleware Technology Trends
-Understanding of Latest Platform Technology Trends
-Understanding of Latest Network Technology Trends
Technology -Understanding of Latest Database Technology Trends *
-Understanding of Latest Security Technology Trends
-Understanding of Latest System Management Technology Trends
System Platform Technology
-Utilization and Practice of Operating System Technology (Mainframe, Distributed
Technology Computing Systems (Small Business Computers Proprietary OS), UNIX, *

Training Course Group and Knowledge Item Matrix (ITSM)
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-Usage of Graphical Development Environment
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Programming Languages / Markup Languages
-Various Languages such as C, C++, COBOL, Java, UML, HTML, XML
-Characteristics of Notation
Technology

Design

Design of Development Environment
-Definition of Development Environment Requirements
-Platform Selection

Design

Requirements Definition

-Clarification of User Demands, Project Scope and Objectives
-Project Prioritization and Coordination with Related Departments
-Implementation of Requirement Investigation

-Requirements Definition and Documentation

-Resource Reguest Investigation

-Systemization Planning

Design

Understanding of Database, Middleware, and Distributed Computing

Design

-Selection of Optimal Database, Middleware, and Distributed Computing
-Understanding of Functions and Restrictions of Databases, Middleware, and
Distributed Computing

-Practice of Application Design utilizing Databases, Middleware, and Distributed
Computing

Design

Understanding and Utilization of Modeling Techniques
-Utilization and Practice of Data Modeling Techniques
-Utilization and Practice of Process Modeling Techniques
-Utilization and Practice of Performance Modeling Techniques
-Utilization and Practice of Prototyping Techniques

-Utilization and Practice of Benchmarking Techniques

Design

Design Methods
-Object-oriented Design
-Structural Design
-Data-oriented Design

Software Engineering

Program Design

-Development Techniques and Platform Selection
-Program Design Criteria

-Creation of Program Specification

-Creation of Test Plan and Specifications

Software Engineering

Design Methods
-Object-oriented Design
-Structural Design
-Data-oriented Design

Software Engineering

Development Methods

-Development Method Selection

-Utilization and Practice of Development Methods

-Waterfall Models, RAD (Rapid Application Development) Models, Spiral Models
-Application Package Specific Development Methods

Software Engineering

Utilization of Development Support Tools
-Development Environment

-Various Application Development Tools
-Management Tools

-Debugger, Simulator, etc.

Software Engineering

Programming Techniques
-Various Programming Languages Techniques
-Utilization and Practice of Notation

Software Engineering

Programming Languages
-Characteristics of Various Languages such as C, C++, COBOL, Basic
-Development in Graphical Development Environment

Training Course Group and Knowledge Item Matrix (ITSM)
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Software Engineering

Testing Techniques

-Test Case Design
-Specification Determination
-Test Environment Set-up
-Management

-Test Data Preparation
-Test Tool Utilization

Software Engineering

Reuse Methods

-Utilization of Software Components
-Deliverables Utilization of Advanced Project
-Utilization and Practice of Reuse Methods
-Architectural Patterns

-Design Patterns

-Frameworks, etc.

Software Engineering

Security and Privacy

-Security Measures (Secret Preservation, Measures for Prevention of Falsification,
Intrusion Prevention, Computer Virus, Integrity Measures, Availability Measures,
Safety Measures, Social Engineering)

-Privacy Protection

-Risk Management

-Guidelines and Relevant Regulations

Software Engineering

Implementation and Inspection of Security Systems
-Selection and Installation of Security Products and Tools
-Security System Development

-Security Technology Implementation

Software Engineering

Utilization and Practice of Technology Verification Methods
-Prototyping
-Simulation

Software Engineering

Object-oriented Development
-Object-oriented Basic Concept

-UML

-Object-oriented Development Process
-Analysis, Design, Implementation
-Main Object-oriented Techniques

Software Engineering

Utilization of Verification Methods
-Walk Through and Inspection

Software Engineering

System Audit

-System Audit Fundamentals

-System Audit Planning

-System Audit Implementation and Reporting

Software Engineering

External Design

-External Design Procedure
-System Function Design

-Data Model Design

-Creation of External Specifications

Software Engineering

Internal Design

-Function Design

-Interface Design

-Internal Data Design

-ldentification and Role-definition of Subcomponents
-Relationship Definition among Subcomponents
-Creation of Internal Specifications

Software Engineering

Debugging Methods
-Utilization and Practice of Debugging Tools

Software Engineering

Object-oriented Development
-Object-oriented Basic Concept

-UML

-Object-oriented Development Process
-Analysis, Design, Implementation
-Main Object-oriented Techniques

Training Course Group and Knowledge Item Matrix (ITSM)
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Standardization
-Standardization of Process for Development and Deals
-Standardization of Information System Infrastructure
Software Engineering -Data Standardization
-Design and Management of Standard Organizations
System Audit
-System Audit Fundamentals
Soft Enai : -System Audit Planning
ortware Engineering -System Audit Implementation and Reporting
Informatization and Management
-Information Strategy
-Corporate Accounting
Analysis of Business -Management Engineering | o | *
Operations -Utilization of Information Systems in Engineering System Area and Business
System Area
-Understanding and Compliance of Relevant Regulations
Industry Knowledge
-Knowledge Utilization of Industry Common Applications
-Knowledge Utilization of Industry Specific Applications
-Understanding of Industry Business Trend, Technology Trend, and Competition
Analysis of Business Status _ . _
Operations -Understanding and Utilization of Industry Terms and Relevant Regulations
-Understanding and Utilization of Industry Specific Business Environment
-Understanding and Utilization of Industry Specific Business Practice
-Understanding and Utilization of Industry Specific Business Contents
System Value Verification
: : -IT Value Definition
Analysis of Business
: -Framework Development of IT Value Management
Operations
Analysis of Technical Requirements
-Existing IT Environmental Analysis
Analysis of Business -Understanding of New Technical Requirements
Operations -Needs Analysis and Prioritization
Analysis of Business Operation Requirements
: : -Understanding of User Needs
Analysis of Business ; o
) -Needs Analysis and Prioritization
Operations
System Operational Management Techniques
-Incident Management
-Issue Management
-Change Management
-Release Management
-Configuration Management
_ -Service Level Management
Business -Availability Management * * * * *
Management -Capacity Management
-Service Continuity Management
-Financial Management for IT Services
-Security Management
Business Continuity Management Skill
-Activity Definition
-Schedule Control
_ -Information Distribution
Business -Performance Reporting *
Management -Stakeholder Management
-Risk Management
Organization al Integration Force
-IT Governance
-Management Plan Creation
-Execution Instruction
Business -Operatlor&s I\;I]onltorlng and Control " x
Management -Integrate C ange Management
-Team Acquisition
-Team Management
Supplier Management
Business *

Training Course Group and Knowledge Item Matrix (ITSM)

6/16

©2008 IT Skill Standards Center, Ministry of Economy, Trade and Industry




ITSSV3_2008_20090331

IT Service
Management

Training Course Group
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Business
Management

Quality Control

-Administrative Responsibility

-Operating Management from point of View of Quality Management System
-Service Implementation

-Measurement, Analysis and Improvement

Business
Management

Risk Management

-Formulation for Method of Risk Management

-Risk Identification

-Risk Pre-assessment

-Risk Handling

-Formulation of Management Objectives and Methods
-Approval of Residual Risks

IT Service
Management

IT Service Management Installation Planning

-Vision Setting

-Current Situation Survey

-Objectives Setting

-Definition of IT Service Value

-Operations Design (Operation, Service Desks, etc.)
-Review of Installation Methods

-Review of Installation Schedule

-Continuous Assessment

-Framework Definition of IT Service Value Verification
-Setting of Organization and Roles (Operation, Service Desk, etc.)
-Formulation of Implementation Flow for IT Services
-Establishment of Management Structure

IT Service
Management

Security Management-Security Requirement Setting
-Implementation of Security Protection

-Detection of Security Problems

-Initial Process of Security

-Analysis of Security Problems

-Recovery from Security Problems

Service Delivery

Service Level Management

-Business Knowledge

-Service Level Items Setup

-SLA Formulation

-Service Level Monitoring and Assessment
-Improvement of IT Services

-Network Audit

-System Audit

Service Delivery

Availability Management
-Utilization and Practice of Availability Management Tools, Process, and Services

Service Delivery

Capacity Management

-Business Capacity Management
-Service Capacity Management
-Resource Capacity Management

Service Delivery

Financial Management of IT Service

Service Delivery

IT Service Continuity Management
-Risks

-Relevant Threat

-Vulnerability

-Impact

-Contingency Planning Structure
-Direction in case of Disasters

Service Support

Incident Management

-Business Knowledge

-Cause Investigation of Service Quality Loss
-Processing Method of System Change Request
-Processing Methods of System Failure
-Understanding of Possibility for Service Quality Loss

Training Course Group and Knowledge Item Matrix (ITSM)
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IT Service
Management

Training Course Group
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Common Skills to Job
Category

Specific Skills to
Specialty Field

Course Name
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Service Support

Problem Management

-Assessment and Analysis of Failure Impact

-Failure Record Management

-Failure Identification, Cause Diagnosis

-Development of Failure Recovery and Failure Preventive Measures

-Planning of Failure Recovery and Failure Preventive Measures

-Analysis along with Failure Recovery and Failure Preventive Measures
-Phenomena Definition

-Data Collection

-Implementation of Measures

-Utilization and Practice of Problem Management Tools Utilization and Practice of
Problem Identification Methods in Multi-vendor and Multi-platform Environments

Service Support

Release Management

-Application Operations Design
-System Change Plan

-System Change Monitoring

-Creation of System Release Procedure
-Implementation of System Release
-System Change Tracking

Service Support

Change Control
-Utilization and Practice of Change Management Methods

Service Support

Configuration Management

-Definition, Collection and Update of Configuration Information
-Checkup of Asset Management Information

-Practice of Configuration Management

Facility Management

Knowledge of Safety Management, such as Crime and Disaster Prevention
Measures in Data Center Facilities

-Constructional Safety

-Electrical Safety

-Ensuring Safety and Health

-Occupational Safety and Health related Laws

-Plan and Implementation of Safety and Health Management Structure and
Integrated Safety and Health Management

Facility Management

Basic Knowledge of Facilities Management Related Regulation and Standards
-Basic Knowledge of Safety and Health Management
-Basic Knowledge of Environment Related Laws

Facility Management

Facility Management

Business
Administration of IT
Service Management

Work Flow Analysis of IT Service Management
-Organizational Chart and Responsibility Sharing Chart
-Work Flow Chart

Business
Administration of IT
Service Management

Installation and Setup of Operating Application Management System
-Installation and Customization of Various Information Transmission Tools for
Operating Application Management (Workflow Tools, Web Server, Mail Server,
CTI)

Business
Administration of IT
Service Management

Administration of Operating Application Management System

-Maintenance Management of Various Information Transmission Tools for
Operating Application Management (Workflow Tools, Web Server, Mail Server,
CTI)

Application
Management

Driving Control
-Jobnet Design
-Job Driving Control Tools

Application
Management

Operating Methods during Failures

-Failure Detection (Including Failure Message System)
-Release Failure Recovery Methods

-Emergency Release Methods

-Recovery Methods

-Fail-safe Methods

Application
Management

Performance Management
-Performance Monitoring Tools
-Tuning Techniques

Training Course Group and Knowledge Item Matrix (ITSM)
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Configuration Management
Application -Library Management Tools *
Management
Acceptance of Application System
-Assessment of Test Plan/Results for Developing Quality
Application -Assessment of Design and Test Results of Operating Methods during Failures *
Management -Assessment of Design and Test Results of Performance
Platform Design Architecture as Common Infrastructure
-Requirement Definition (Performance and Availability, etc.)
-Architecture Design
-Prerequisite Network Environment Setup
System Platform -0OS Inst:_;tllatlon | | x
Management -O_S Environmenta P_arameter Setting
-Middleware Installation
-User Environment Setup
Platform System Management
-Failure Monitoring Tools
-Performance Monitoring Tools
-Configuration Management Tools
System Platform -Backup Management Tools *
Management -System Maintenance (Program Stop, Patch Work, Hardware Parts Exchange,
Measurement of Maintenance Work Failure)
Acceptance of System Platform
-Assessment of Test Plan/Results for Configuration Quality
System Platform -Assessment of Design and Test Results of Operating Methods during Failures *
Management -Assessment of Design and Test Results of Performance
Database Design Architect as Common Infrastructure
-Logical Data Model Creation
Database -Physical Database Design N
Management -Installation and Migration
Database System Management
-Backup/Recovery
-Performance Monitoring and Tuning
-Log Suction
Acceptance of Database System
-Assessment of Test Plan/Results for Configuration Quality
-Assessment of Design/Test Results for Backup/Recovery
Database -Assessment of Design and Test Results of Operating Methods during Failures *
Management -Assessment of Design and Test Results of Performance
Network Design Architecture as Common Infrastructure
-Requirements Definition (Functions, Performance, Reliability, Security, etc.)
Network -Network Design (Protocols, Topology, Equipment Selection, etc.) *
Management -Architecture and Tests
Network System Management
-Failure Monitoring Tools
-Performance Monitoring Tools
Network -Configuration Management Tools *
Management -Security Management Tools
-Plan and Implementation of Maintenance Update
Acceptance of Network System
-Assessment of Test Plan/Results for Configuration Quality
Network -Assessment of Design and Test Results of Operating Methods during Failures *
Management -Assessment of Design and Test Results of Performance
Security Techniques
-Network Protection (Firewall, Intrusion Detection, etc.)
-Data Protection (Encryption, Transmission, etc.)
_ -Access Management (Authorization, Log Monitoring, etc.)
Security -Malware (Virus, Spyware, Worm, Adware) * * *
Management -Security Tools (Free, Commercial)
-Security Test Items

Training Course Group and Knowledge Item Matrix (ITSM) 9/16 ©2008 IT Skill Standards Center, Ministry of Economy, Trade and Industry
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IT Service
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Security
Management

Collection of Latest Security Information
-Security Hole Information

-Security Recommendation

-Patch Information

-External Security Diagnosis Services

Platform Operation

Platform Techniques (Hardware)
-Processor

-Storage Equipment

-Network Connection Equipment
-Printing Equipment

Platform Operation

Platform Techniques (Software)
-Operating Systems
-Middleware

-Database Systems
-Transaction Systems
-Operations Tools

Platform Operation

Platform Product Knowledge
-Hardware Products
-Software Products

Network Operation

Network Technology

-Network Protocols

-Telecommunications Services

-Network Services

-Error Code Acquisition

-Log Acquisition

-Memory Dump Acquisition

-Understanding and Utilization of Trace Tools

Network Operation

Network Product Knowledge
-Utilization of Network Product Knowledge

IT Service Operation

Business Knowledge
-Understanding of Business Contents
-Business Take-over
-Business Instruction

IT Service Operation

Application System Operation
-Consol Operations

-Patch Operations

-Data Operations

-Tape Operations

-Print Operations

-Remote Maintenance
-Operating Manual Creation
-Various Checklist Creation

IT Service Operation

Job Schedule

-Periodic Processing (Daily, Weekly, Monthly, Annual, As Needed)
-Exception Processing

-Unplanned Processing

IT Service Operation

Job Schedule

-Periodic Processing (Daily, Weekly, Monthly, Annual, As Needed)
-Exception Processing

-Unplanned Processing

IT Service Operation

Runtime Environment Management
-Understanding of Normal Status
-Understanding of Monitor Target Items
-Recording of Operating Status
-Reporting of Operating Status

IT Service Operation

Failure Management

-Response during Failure
-Escalation

-Contact with Relevant Departments
-Failure Record

Training Course Group and Knowledge Item Matrix (ITSM)
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Forms Delivery
-Confidential Forms Handling
IT Service Operation [-Massive Forms Handling *
Media Management
-Media Storage
-Media Conversion
IT Service Operation |-Storage limitation *
-Media Discard
Maintenance of Quality and Skills
-Interview (Periodic, Non-periodic)
-Individual Performance Goals Setting
Staffing (Operations) -Goals Setting Progress Review * *
-Educational Plan Formulation
Work Schedule Management
-Understanding of Work Schedule
: : -Understanding of Personal Schedule % *
Staffing (Operations) -Deployment of Appropriate Personnel and Number of Personnel
Management Personal Goals
-Definition of Job Description
-Management of Individual Performance
Staffing (Operations) |-Management of Employee Satisfaction *
-Recognition and Rewards Programs
Human Interaction Skills
Customer Support | 5004 Diction
Skills PP -Understanding for Real Intention of Other Party *
Listening Skills
-Merits of Positive Listening
Customer Support |-Basis for Listening .
Skills -Repetition Methods
Speaking Skills
-Clear Diction
Customer Support  |-Appropriate Expression of Sympathy *
Skills -Appropriate Usage of Terminology
Writing Skills
-Records of Incident, etc.
Customer Support  |-Email Creation Manners N
Skills -Report Creation
Significance of Knowledge Management
-Advantage of Knowledge Management
Knowledge *
-Knowledge Management Process
Management
Knowledgebase
Knowledae -Knowledge-base Contents
g -Knowledge-based Formulation and Maintenance *
Management
FAQ
-FAQ Creation Procedure
Knowledge *
-FAQ Release
Management
Computer Telephony
K led ¢ -Functions of CTI
| rf]owte gte 0 ¢ -Merits of CTI *
nirastructure tor -Consideration on CTI Installation
Support Center
Call Tracking System
K led ¢ -Functions of CTS
| rf\owte gte © ¢ -Merits of CTS *
nirastructure for -Consideration on CTS Installation
Support Center

Training Course Group and Knowledge Item Matrix (ITSM)
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Knowledge of
Infrastructure for
Support Center

Incident Management System

-Functions of Incident Management Systems

-Merits of Incident Management Systems

-Consideration on Installation of Incident Management Systems

Knowledge of
Infrastructure for
Support Center

Knowledge Management System

-Functions of Knowledge Management Systems

-Merits of Knowledge Management Systems

-Consideration on Installation of Knowledge Management Systems

Knowledge of
Infrastructure for
Support Center

Utilization of Various Tools
-FAQ/On-line Self-help, Remote Monitoring/Remote Support, Staffing, Report
Tools

Individual Activity

Business Knowledge
-Business Take-over
-Business Instruction

Staffing (Service
Desk)

Maintenance of Staff Quality and Skills
-Development Plan

-Skills Management

-Training Course Development
-Training

Staffing (Service
Desk)

Work Schedule Management

-Forecast of Call Volume

-Determination of Level and Number for Required Staff
-Work Schedule Creation

Service Desk
Management Index

Measurement Index

-Average Response Time
-Abandon Rate

-Talk Time

-Availability

-Problem Solving Time
-Percentage of Requests Solved
-Customer Satisfaction
-Escalation Rate

-Frequency of Self-help Utilization
-Performance Report
-Employee Satisfaction

Service Desk
Management Index

Monitoring Techniques
-Monitoring Techniques (Call Monitoring, Incident Monitoring, Knowledge
Monitoring)

Service Support

Incident Management Process
-Incident Acceptance

-Incident Records

-Incident Resolution, or Dispatch
-Incident Progress Management
-Incident Closure

Problem Solving

Desk)

Techniques (Service

Problem Solving Skills
-Problem Solving Skills

Project Management

Project Integration Management

-Develop Project Charter

-Develop Preliminary Project Scope Statement
-Develop Project Management Plan

-Direct and Manage Project Execution
-Monitor and Control Project Work

-Integrated Change Control

-Close Project

Project Management

Project Scope Management
-Scope Planning

-Scope Definition

-Create WBS

-Scope Verification

-Scope Control

Training Course Group and Knowledge Item Matrix (ITSM)
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Project Management

Project Time Management
-Activity Definition

-Activity Sequencing

-Activity Resource Estimating
-Activity Duration Estimating
-Schedule Development
-Schedule Control

Project Management

Project Cost Management
-Cost Estimating

-Cost Budgeting

-Cost Control

Project Management

Project Quality Management
-Quality Planning

-Perform Quality Assurance
-Perform Quality Control

Project Management

Project Human Resource Management
-Human Resource Planning

-Acquire Project Team

-Develop Project Team

-Manage Project Team

Project Management

Project Communications Management
-Communications Planning
-Information Distribution
-Performance Reporting

-Manage Stakeholders

Project Management

Project Risk Management
-Risk Management Planning
-Risk Identification
-Qualitative Risk Analysis
-Quantitative Risk Analysis
-Risk Response Planning
-Risk Monitoring and Control

Project Management

Project Procurement Management
-Plan Purchases and Acquisitions
-Plan Contracting

-Request Seller Responses
-Select Sellers

-Contract Administration

-Contract Closure

Leadership

Leadership

-Fundamentals and Principles of Leadership

-Teamwork and Communication

-Project Objectives Setting

-Project Promotion

-Project Execution

-Project Management

-Collaboration Between Team Members

-Motivating Team Members and Provision for Feelings of Accomplishment

Communication

2-Way Communication

-Dialogue and Interview

-Information Transfer

-Utilization and Practice of Communication Techniques
-Utilization and Practice of Effective Speaking and Listening

Communication

Transmission of Information

-Utilization and Practice of Presentation Techniques

-Utilization and Practice of Creation of Official and Non-official Documents
-Technical Writing

-Media Selection

-Utilization and Practice of

Training Course Group and Knowledge Item Matrix (ITSM)
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Communication

Organization, Analysis and Retrieval of Information

-Development and Practice of Status Response Capabilities to Understand
Situations

-Utilization and Practice of Capabilities to Understand Situations
-Utilization and Practice of Meeting Management Techniques

Negotiation

Negotiation

-Utilization and Practice of Negotiation Process

-Utilization and Practice of Effective Negotiation Techniques
-Establishment of Trust Relationship

-Objectives Setting

-Common Interest

-Practice of Logical Thinking

-Utilization and Practice of Problem Solving Techniques

System Operation
Management

Backup Management
-Utilization and Practice of Backup Management Tools, Processes, and Services

System Operation
Management

Recovery Management
-Utilization and Practice of Recovery Management Methods
-Assessment and Analysis of Recovery Steps

Service Support

Formulation of System Operation Management Policy

Service Support

Configuration Management

-Definition, Collection and Update of Configuration Information
-Checkup of Asset Management Information

-Practice of Configuration Management

Service Support

Contingency Planning
-Contingency Planning

Service Support

Reliability Management
-Reliability

-Availability
-Serviceability
-Network Audit
-System Audit

Service Support

Facility Management

Service Support

Problem Management (Operation)

-Problem Discovery

-Divide and Conquer Method

-Incident Resolution

-Escalation

-Tracking of Problem Record, Analysis, and Resolution
-Assessment and Improvement of Situation when Problems arise

Service Support

System Management Methods

-Service Level Management

-Issues Management

-Performance and Capacity Management

-Change Management

-Resource Management

-Recovery Management

-Component Management

-Operations Management

-Selection and Installation of System Management Tools
-Implementation of System Management Requirements
-Assessment and Selection of Security Management Products

Training Course Group and Knowledge Item Matrix (ITSM)
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Service Support

Problem Management

-Problem Discovery, Divide and Conquer Method

-Problem Solving and Escalation

-Problem Record and Analysis

-Tracking of Problem Solving

-Assessment and Improvement of Situation When Problems Occur

(Service Support)

Problem Management

-Problem Discovery, Divide and Conquer Method

-Problem Solving and Escalation

-Problem Record and Analysis

-Tracking of Problem Solving

-Assessment and Improvement of Situation When Problems Occur

(Establishment of
Customer
Relationship)

Processing of Inquiries from Users
-Receiving of Inquiries from Users
-Response and Record of Inquiries from Uses
-Tracking of Inquiry Status

-Notification of Inquiry Status and Solution

Technology

System Management Methods

-Service Level Management

-Issues Management

-Performance and Capacity Management

-Change Management

-Resource Management

-Recovery Management

-Component Management

-Operations Management

-Selection and Installation of System Management Tools
-Implementation of System Management Requirements
-Assessment and Selection of Security Management Products

Technology

Definition of Platform Requirements
-CPU Performance Estimation
-Storage Capacity Estimation
-Estimation of Transmission Quantity
-Estimation of Transaction Quantity
-Response Time Estimation

System Platform
Development

Testing Techniques

-Test Case Design
-Specification Determination
-Test Environment Set-up
-Management

-Test Data Preparation
-Test Tool Utilization

System Platform
Development

Installation and Migration Planning
-Management of Installation and Migration Plan
-Operating Environment Setting

-System Change Control

-Decision on Service Level Requirements

System Platform
Development

Definition of Platform Requirements
-CPU Performance Estimation
-Storage Capacity Estimation
-Estimation of Transmission Quantity
-Estimation of Transaction Quantity
-Response Time Estimation

System Platform
Development

Basic Knowledge of Product

-Processors

-Storage Devices

-Printing Devices

-Operating Systems

-Database Systems

-Transaction Systems

-Assessment and Selection of Middleware
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Service Desk - Advanced Level -

Service Desk Management Indices

Service Desk Personnel
Management

Service Desk Fundamentals

Incident Management System

Service Desk Infrastructure

Knowledge Management

Operations - Advanced Level -

Operations Personnel Management

Operations Fundamentals

Operations Fundamentals

System Management - Advanced Level -

Network Management

Database Management

System Platform Management

Application Management

Administration of IT Service
Management Operations

Data Center Facility Management -
Advanced Level -

Data Center Facility Management

ITSM - Advanced Level -

ITSM - Advanced Level - (Il)

ITSM - Advanced Level - (1)

Community Activities

Community Activities

Latest Business Trends

Latest Business Trends

Latest Technology Trends

Latest Technology Trends

Personal Skills - Advanced Level -

Personal Skills - Advanced Level -

Customer Interaction

Business Management - Advanced Level -

Internal Control Framework

Business Management

Security Management - Advanced Level -

Security Management - Advanced
Level -

Risk Management - Advanced Level -

Risk Management

Project Management - Intermediate Level -

Project Management

Personnel Management - Intermediate
Level -

Mental Management

Personnel Management

Product Knowledge

Network Product Knowledge

Platform Project Knowledge

IT Essentials

IT Essentials

ITSM Fundamentals

Relevant Knowledge

ITSM Fundamentals (I1)

ITSM Fundamentals (I)

Security Management Fundamentals

Security Management Fundamentals

System Development Fundamentals

Network Construction

Platform Development
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