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Egitim Hakkinda

BT Hizmet Yonetimi Specialist: Drive Stakeholder Value egitimi, IT hizmetlerinin degerini
maksimizasyonu hakkmdadir. Bu egitim, BT Hizmet Yonetimi ¢ercevesinde, IT hizmetlerinin
deger yaratma siirecini tiim ayrintilariyla ele alir. Ister bir IT ydneticisi, ister bir i analisti
veya bir sistem muhendisi olun. Bu egitim, IT hizmetlerinin tasarimindan teslimatina kadar
olan surecgleri yonetmenizi saglar. Bunun igin ihtiya¢ duydugunuz becerileri kazanmaniza
yardimci olacaktir.

Drive Stakeholder Value egitimi, IT hizmetlerinin stratejik hedeflerle uyumlulastirmay1
hizmetlerin kalitesini ve verimliligini arttirmay1 6gretir. Bu egitim ayrica, paydaslarmizin
beklentilerini anlamaniza ve karsilamanizi saglar. Bununla birlikte siire¢ler arasindaki
iliskileri ve isbirligini nasil gelistireceginize odaklanir. Bu beceriler, IT hizmet yonetiminde
fonksiyonel, taktiksel ve stratejik boyutlari kapsar. IT hizmetlerinin degerini maksimize
etmeye yardimc1 olur.

Drive Stakeholder Value egitimi, IT hizmet yonetiminde firsatlar1 tanimay1 ve
degerlendirmeyi 6gretir. Bu egitim ayrica, paydaslarla iletigsimi ve isbirligini nasil
gelistireceginizi, siirekli iyilestirme kavramini nasil benimseyeceginizi ve uygulayacagmizi da
Ogretir.

Sonug olarak, BT Hizmet Ydnetimi Specialist: Drive Stakeholder Value egitimi, IT
hizmetlerinin degerini maksimize etmeye yonelik ¢esitli stratejiler ve teknikler hakkinda
derinlemesine bilgi sunar. Bu egitim, IT hizmet yonetimi silire¢lerinin ¢esitli yonlerini
kapsayan kapsamli ve ayrintili bir yaklasimla, katilimcilar1 IT hizmetlerinin degerini
maksimize etmek i¢in gerekli olan becerilerle donatmaktadir. Bu egitimi tamamladiktan
sonra, katilimcilar IT hizmetlerinin degerini maksimize etmek icin stratejik hedefleri
belirleme, hizmet kalitesini ve verimliligini artirma, paydas beklentilerini anlama ve
karsilama, stiregler arasi iligkileri ve isbirligini gelistirme gibi konularda giiglii yeteneklere
sahip olacaklardir.

Neler Ogreneceksiniz

BT Hizmet YOnetimi Specialist: Drive Stakeholder Value egitiminde su konular1
ogrenebilirsiniz:

o BT Hizmet YOnetimi yonetim sistemi gercevesinde stok sahibi degerinin
maksimizasyonunu

e IT hizmetlerinin stok sahibi agisindan deger yaratma siireglerini

e IT hizmetlerinin maliyet ve risklerinin minimize edilmesini

e IT hizmet yonetiminde firsatlarin taninmasi ve degerlendirilmesini

o Stok sahipleri ile iletisim ve isbirliginin gelistirilmesini

o Siirekli iyilestirme kavraminin benimsenmesi ve uygulanmasini
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e IT hizmet yonetiminin stratejik, fonksiyonel ve taktiksel boyutlarini

e IT hizmet yonetimi disiplininin son gelismeleri ve en iyi uygulamalari1 6greneceksiniz.

o Egitim, teorik bilgi ve uygulamali ¢caligmalar araciligiyla IT hizmet yoneticilerinin
stok sahibi degerini maksimize etme kapasitelerini artirmasini amaglar.

Kimler Katilmali

o BT Hizmet Y0Onetimi Specialist: Drive Stakeholder Value egitimi, IT hizmet
yOneticileri, IT hizmet yonetimi stireglerinden sorumlu yoneticiler, IT hizmet yonetimi
ve stok sahipleri arasindaki iligkileri gelistirmeyi amaglayan profesyoneller i¢in uygun
bir egitimdir. Egitim, IT hizmet yonetiminde verimliligi ve kalitesini artirmay1, stok
sahiplerinin beklentilerini anlamay1 ve karsilamay1 hedefleyen IT ¢alisanlarinin da
yararlanabilecegi bir egitimdir. BT Hizmet Yonetimi Specialist: Drive Stakeholder
Value egitimi, IT hizmet yonetiminde uzmanlasmak isteyen ve stok sahibi degerinin
maksimizasyonunu saglamaya yonelik pratik uygulamalar1 6grenmek isteyen herkes
icin uygun bir egitimdir.

On Kosullar

o BT Hizmet Y6netimi Specialist: Drive Stakeholder Value egitimine katilmak i¢in
belirli 6n kosullar olabilir, ancak her egitim kurulusu ve uygulayicist bu kosullar
farkli sekilde tanimlayabilir. Genel olarak, BT Hizmet Y6netimi Egitimini
tamamlamis olmaniz ve IT hizmet yonetimi konularinda temel diizeyde bilgi ve
deneyim sahibi olmaniz beklenebilir. Ayrica, egitimi verilen dilin akici olarak
bilinmesi de bir 6n kosul olarak belirlenebilir. Egitim kurulusu veya uygulayicisindan
bu konuda daha ayrintili bilgi almaniz nerilir.

Egitim icerigi
Understand How Customer Journeys are Designed?

e Understand the Concept of the Customer Journey
e Understand the Ways of Designing and Improving Customer Journeys

Know How to Target Markets and Stakeholders

o Understand The Characteristics of Markets

e Understand Marketing Activities and Techniques

« Know How to Describe Customer Needs and Internal and External Factors That
Affect These

o Know How to Identify Service Providers and Explain Their VValue Propositions

3

www.digitalvizyon.net



‘ Digital Vizyon

Akademi

Know How to Foster Stakeholder Relationships

e Understand the Concepts of Mutual Readiness and Maturity

e Understand The Different Supplier and Partner Relationship Types, and How These

Are Managed

Know How to Develop Customer Relationships

Know How to Analyse Customer Needs

Know How to Use Communication and Collaboration Activities and Techniques

Know How the Relationship Management Practice can be Applied to Enable and

Contribute to Fostering Relationships

o Know How the Supplier Management Practice can be Applied to Enable and
Contribute to Supplier and Partner Relationships Management

Know How to Shape Demand and Define Service Offerings

e Understand Methods for Designing Digital Service Experiences Based on Value-
Driven, Data-Driven and User-Centred Service Design

e Understand Approaches for Selling and Obtaining Service Offerings

e Know How to Capture, Influence and Manage Demand and Opportunities?

e Know How to Collect, Specify and Prioritise Requirements from a Diverse Range of
Stakeholders?

e Know How the Business Analysis Practice can be Applied to Enable and Contribute to
Requirement Management and Service Design?

Know How to Align Expectations and Agree Details of Services

e Know How to Plan for Value Co-Creation?

o Know How to Negotiate and Agree Service Utility, Warranty and Experience?

e Know How the Service Level Management Practice can be Applied to Enable and
Contribute to Service Expectation Management?

Know How to Onboard and Off-Board Customers and Users

Understand Key Transition, On-Boarding and Off-Boarding Activities

Understand the Ways of Relating with Users and Fostering User Relationships

Understand How Users are Authorised and Entitled to Services?

Understand Different Approaches to Mutual Elevation of Customer, User and Service

Provider Capabilities

Know How to Prepare On-Boarding and Off-Boarding Plans

e Know How to Develop User Engagement and Delivery Channels?

e Know How the Service Catalogue Management Practice can be Applied to Enable and
Contribute to Offering User Services?

e Know How the Service Desk Practice can be Applied to Enable and Contribute to

User Engagement?

Know How to Act Together to Ensure Continual Value Co-Creation (Service
Consumption / Provisioning)
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Understand How Users Can Request Services?

Understand Methods for Triaging of User Requests

Understand the Concept of User Communities

Understand Methods for Encouraging and Managing Customer and User Feedback
Know How to Foster a Service Mindset (Attitude, Behaviour and Culture)

Know How to Use Different Approaches to Provision of User Services

Know How to Seize and Deal with Customer and User ‘Moments of Truth’

Know How the Service Request Management Practice Can Be Applied to Enable and
Contribute to Service Usage

Know How to Realise and Validate Service Value

e Understand Methods for Measuring Service Usage and Customer and User Experience
and Satisfaction

e Understand Methods to Track and Monitor Service Value (Outcome, Risk, Cost and

Resources)

Understand Different Types of Reporting of Service Outcome and Performance

Understand Charging Mechanisms

Know How to Validate Service Value

Know How to Evaluate and Improve the Customer Journey

Know How the Portfolio Management Practice Can Be Applied to Enable and

Contribute to Service Value Realisation
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