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It feels good to hire the right people





ITIL v3 Intermediate Operational 
Support and Analysis (OSA) Course

Course Agenda:

Day 1

Welcome (30 minutes)

Introduction to IT Service Management and the Service Lifecycle (1 ½ hours)

Processes

Event Management (2 ½ hours)

Incident Management (3 hours)

Day 2

Review of Day 1 (½ hour)

Processes

Incident Management (2 hours)

Request Fulfillment (4 hours)


Access Management (½ hour)

Day 3

Review of Days 1 and 2 (¾ hour)

Processes

Access Management (2 hours)

Problem Management (4 ¼ hours)
Day 4

Review of Days 1 - 3 (1 hour)

Processes

Problem Management ( ¾  hour)

Functions

Service Desk (3 ½ hours)

Functions (1 ¾ hours)

Day 5

Review of Days 1 - 4 (1 ¼ hours)

Functions

Functions (2 ¼ hours)

Technology and Implementation Considerations (2 hours)

Mock Exam/Review (1 ½ hours)

Exam (1 ½ hours)
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