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Nouri Associates, Inc.  (NAI)  

 
Achieving leadership through adoption of IT Best Practices  
 
NAI  is a leading provider of traini ng  and consulting solutions in the area of IT management and 
control best  practices . NAI  delivers  innovative methodologies and learning solutions and offers a 
comprehensive portfolio of Blended,  eLearning and Classroom training programs to corporat ions , 
governments and individuals worldwide.  

 
NAI  focuses on we ll known IT process frameworks which organizations use to  develop competent and 
world -class IT organizations. NAIôs focus areas include :  
 

o IT Service Management ( ISO 20000 & ITIL Best Practices)  
o Softwar e Development and Systems Integration  (CMMI Best Practices)  
o Project Management (PMBOK and PRINCE2 Best Practices)  

o IT Governance and Control (C OBI T)  
o Applied IT Service Management Frameworks  (MOF ï Microsoft  Operations Framework)  

 
NAI  recognizes the need to develop an individualôs competency in order for the organization at large to 
have the required organizational knowledge and competence to succeed and deliver. E ach  training 
course offered  within the NAI  portfolio is a part of a competency portfolio  require d by both the  

individual and the  organization.  
 
NAI training solutions are localized and are available in several languages  including Japanese, Chinese, 

German, Spanish, Portuguese, Dutch and French  to ensure the effectiveness of the solution s for  
individu als world wide . 
 

Domain Expertise  
 
NAI offers the most comprehensive portfolio of training solutions across the well known frameworks 
like ITIL/ITSM , CMMI, PMBOK,  COBI T, ISO 20000 , MOF etc. These training solutions have been 
used by several hundred  well kno wn co mpani 5es to train several thousand IT professionals and to  
attain visible and sustain able cost savings and service quality improvements within their IT 
organizations. Several NAI  training solutions are available in Chinese, Japanese and German.  

 

Globa l Delivery Capability  
 
With certified trainers in 50 locations across 20 countries, NAI  offers its corporate clients access to a 
global network of delivery partners. NAIôs trainers can deliver trainings in multiple languages.  

NAI  offers its products in eig ht languages: English, Chinese (Mandarin), French, German, Japanese, 

Portuguese, Spanish, and Dutch. Through its multilanguage capability and global delivery network, NAI  
enables global organizations to rapidly deploy training programs to their operations across the globe, in 
the local language.  
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ITIL/ITSM Courseware  
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5

Workshops

*ITIL Practitioner Support & Restore (IPSR)
ITIL Practitioner Release & Control (IPRC)
ITIL Practitioner Agree & Define (IPAD)
ITIL Practitioner Plan & Improve (IPPI)
ITIL Practitioner Service Level Management (3 Days)
ITIL Practitioner Security Management (3 Days)

ITIL for Executives

.5 or 1 Day, Classroom

ITSM Mobilization

5 Days Classroom

3 &

(V2 & v3)

(V2 )

(V2 )

(V2 )

(V2 )

ITIL v3 Differences

1 Day, Classroom

 
 
ITIL: The Best Practices in IT Service Management  
 

IT Infrastructure Library (or ITIL) is a collection of Best Practices for the management & delivery of IT 

serv ices and IT infrastructure. Owing to 2 decades of constant revision, these best practices have 
become a de - facto standard for IT departments with all kinds of organizations. These best practices 
cover key service management processes such as Incident Manag ement, Problem Management, 
Release Management, Change Management, Service Level Management, Financial Management, 
Service Continuity Management, Availability & Capacity Management and so on. ITIL also recommends 
the concept of a Service Desk ï designed to improve the function of the conventional Help Desk. The 

core ITIL guidelines are currently available in a series of 8 books.  
 
NAIôs ITIL courses take an intensive IT Process Competence training solutions approach. The courses 
provide the learner with the essentials of the best practices of ITIL processes adopted worldwide. NAI 
delivers  the courses as a customizable and integrated training program to enable a knowledge driven 
learning process.  
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ITIL / ITSM Awareness  

 

Certification: None  

Duration:  2  Hours  

Course Delivery: Self Paced  e- learning  
 

 

Course Introduction -  
The ITIL/ITSM Awareness course is perfectly suited for Managers and non -core IT people who do need 
an overview of IT Service Management and the role of ITIL within the service manageme nt domain.  

 
Course Description -  
This course gives you an overview of the key concepts within the IT Infrastructure Library Best 
Practices. ITIL  Best Practices are globally recognized as the preferred way of managing and delivering 

IT Services in an  organi zation . 
 
Audience -  
IT Support Staff, IT Consultants, Key Business Users, IT Developers  
 
Learning Objectives -  

At the end of this course, you will be able to:  
-  Identify the need for IT Service Management in your IT organization  
-  Recall the major processes as  covered in the ITIL Best Practices  
-  Recognize the benefits of ITIL and ITSM for an organization  
-  Identify the ways in which ITIL can be applied within your organization  

 

Course Organization Logistics -  

-  Computer (Pentium IV, Internet Explorer 5.x, Cookies en abled, Macromedia Flash Player 6.0, 
Speakers  or a headset, 1024X768 pixel resolution)  

-  Broadband Internet connection  
 

Language  Course ID  
 

English  ITL1010  

German  ITLG1010  

Japanese  ITLJ1010  

Chinese  ITLC1010  



ñflexible learning  solutions ò 
 

200 7  Education Catalog  1 (415) 267 - 7611  Page 6  of 48  

 
 
 
 
 
 

ITIL / ITSM Extended Awareness  

 

Certification: None  

Duration: 4 Hours  

Course Delivery: Self Paced  eLearning  
 

 

Course Introducti on -  
Besides introducing ITIL and ITSM, this course also gives an introduction to each of the ITIL processes. 
The  extended awareness course provides you with an overview of the concepts within the ITIL Best 

practices and  also introduces the principles of a ll ITIL processes.  
 
Course Description -  
This course gives you an overview of the concepts within the ITIL Best Practices and also introduces 

you to the  key ITIL processes. The course also explains how the ITIL processes integrate to provide 
smooth functio ning of  organizations and ensure high -qual ity services to their customers  (Designed for 
audience not likely to take  ITIL Foundation Course) .  
 
Audience -  
IT Support Staff, IT Consultants, Key Business Users, IT Developers  

 
Learning Objectives -  
At the end o f this course, you will be able to:  

-  Identify the need for IT Service Management in your IT organization  
-  Recognize the benefits of ITIL and ITSM for an organization  
-  Identify the ways in which ITIL can be applied within your organization  

-  Recall the major pro cesses as covered in the ITIL Best Practices  

-  Define the role/purpose of each of the key ITIL processes  
 
Course Organization Logistics -  

-  Computer (Pentium IV, Internet Explorer 5.x, Cookies enabled, Macromedia Flash Player 6.0, 
Speakers  or a headset, 1024X7 68 pixel resolution)  

-  Broadband Internet connection  
 

Course/Student Material -  
-  ITIL Key Definitions  

Language  Cour se ID  
 

English  ITL101 1 

German  ITLG 1011  

Japanese  ITLJ1011  

Chinese  ITLC1011  
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ITIL for Executives  

 

Certification: None  

Duration: .5 or 1 Day  

Course Delivery: Classroom (Instruction, Facilitation and Discussion)  
 

 

Course Int roduction -  
This course is designed for IT Leadership and senior IT managers. It covers the importance of ITIL as a 
best  practices framework for IT departments and organizations in order to help the IT organizations 

align with  business needs and deliver qu ality and cost effective services to their business counterparts.  
 
Course Description -  
Designed for senior IT Managers, this course introduces the ITIL framework and direct and indirect 

benefits  that the organizations can expect to achieve through the imp lementation of ITIL. The course 
also addresses the  issues of Business IT Alignment and Business Case (ROI) for ITIL Implementation.  
 
Audience -  
IT Leadership, Senior IT Management  
 

Learning Objectives -  
At the end of this course, you will be able to:  

-  Ident ify the various ITIL processes that can be implemented in an organization.  
-  Identify the need for IT Service Management in your IT organization  
-  Recall the major processes as covered in the ITIL Best Practices  
-  Recognize the benefits of ITIL and ITSM for an o rganization  

-  Develop a rough business case for ITIL Implementation  

-  Recall some case studies of successful ITIL implementations by well known companies  
 
Course Organization Logistics -  

-  6-  12 participants  
-  Overhead  projector, white board, flip chart  

Language  Course ID  
 

English  ITL101 2 
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ITIL for Help Desk Agents  

 

Certification: None  

Duration: 5 Hours  

Course Delivery: Self Paced  eLearning  
 

 

Course Introduction -  
This course is specially designed for help -desk agents and first - level support staff with focus on the 
Service  Desk function, I ncident Management, Change Management, Configuration Management and 

Problem Management  processes.  
 
Course Description -  
ITIL for Help Desk Agents is designed to give the IT help -desk and support staff an overview of ITIL 

and IT  Service Management, and an i ntrodu ction to the key ITIL processes.  
 
Audience -  
Technical Help Desk staff/Personnel, Help Desk Analysts, Customer Support Staff directly effect the 
help -desk  staff.  
 

Audience -  
Technical Help Desk staff/Personnel, Help Desk Analysts, Customer Support St aff  
 
Learning Objectives -  
At the end of this course, you will be able to:  

-  Identify the need for IT Service Management in your IT organization  

-  Recall the major processes as covered in the ITIL Best Practices  

-  Recognize the benefits of ITIL and ITSM for an o rganization  
-  Recall the concepts, objectives, activities, roles, relationships and metrics for Incident 

Management,  Change Management, Configuration Management, Problem Management and 
Service Desk processes/functions  
 

Course Organization Logistics -  
-  Compute r (Pentium IV, Internet Explorer 5.x, Cookies enabled, Macromedia Flash Player 6.0, 

Speakers  or a headset, 1024X768 pixel resolution)  
-  Broadband Internet connection  

 
Course/Student Material:  

-  ITIL Key Definitions  
 

Language  Course ID  
 

English  ITL101 3 

German  ITLG 1013  

Japanese  ITLJ1013  

Chinese  ITLC1013  
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ITIL Foundation Course ï Self Pace d  

 

Certification: EXIN  

Duration: 16 Hours  

Course Delivery: Self Paced  eLearning  
 
 

Course Introduction -  
The self paced ITIL Foundation Course is an award winning and EXIN accredited course comprising of 
an integrated  case study learning approach and rich  dynamic content in an interactive multimedia 

presentation. The 16 hour  long modularized self -paced e - learning course introduces you to the 
concepts of IT Service Management  (ITSM) and how to apply the industry standard IT Infrastructure 
Library (ITIL) Ser vice Support and Service  Delivery principles within an IT services driven organization.  

 
Course Description -  
The ITIL Foundation Course combines the advantages of anywhere -anytime convenience and can be 
accesses  from your office or home. The course also p rovides flexible course tracks that let you learn at 
your own pace  and an integrated case study to enable thorough understanding and retention.  
 

The course is developed in compliance with all the prerequisite training and exam specifications laid 
down by  EXIN and leads you to ITIL Foundation Certification.  
 
Audience -  
IT Support Staff, IT Consultants, Key Business Users, IT Developers  
 
Learning Objectives -  

At the end of this course, you will be able to:  
-  Identify the various ITIL processes that can be imple mented in an organization  
-  Identify the benefits of implementing each ITIL process in an organization  
-  Identify the basic concepts related to each ITIL process  
-  Identify the activities and roles involved in each process  
-  Identify the relationship of each ITIL process with other processes  
-  Identify the factors that affect the effectiveness of each ITIL process  

 
Course Organization Logistics -  

-  Computer (Pentium IV, Internet Explorer 5.x, Cookies enabled, Macromedia Flash Player 6.0, 
Speakers  or a headset, 1024X768  pixel resolution)  

-  Broadband Internet connection  
 

Course/Student Material -  
ITIL Foundation Student Material Package  

Language  Course ID  
 

English  ITL101 4 

German  ITLG 1014  

Japanese  ITLJ1014  

Chinese  ITLC1014  

Accredited By 
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ITIL Foundation Course -  Instructor Led  

 

Certification: EXIN  

Duration: 16 Hours  

Course Delivery: Virtual Classroom / Instruc tor - led e - learning  
 

 

Course Introduction -  
The ITIL Foundation Course -  Instructor - led provides you with an experienced ITIL Masters Certified 
Trainer to guide you through the course and enable an in -depth understanding of the ITIL concepts 

through schedul ed chats, conference calls and e -mail support.  
 
The ITIL Foundation Course is an award winning and EXIN accredited course comprising of an 
integrated case study learning approach and rich dynamic content in an interactive multimedia 

presentation. The 16 h our long modularized e - learning course introduces you to the concepts of IT 
Service Management (ITSM) and how to apply the industry standard IT Infrastructure Library (ITIL) 
Service Support and Service Delivery principles within an IT services driven organ ization.  
 
Course Description -  
The ITIL Foundation Instructor - led course provides an experienced ITIL trainer guides you through the 

course material and prepares you for the certification exam through scheduled conference calls and 
daily e -mail support. Th e course also offers flexible course tracks that let you learn at your own pace 
and an integrated case study to enable thorough understanding and retention.  
 
The course is developed in compliance with all the prerequisite training and exam specifications laid 
down by EXIN and leads the student to ITIL Foundation EXIN Certification.  

 

Audience -  
IT Support Staff, IT Consultants, Key Business Users, IT Developers  
 
Learning Objectives -  
At the end of this course, you will be able to:  

-  Identify the various ITIL processes that can be implemented in an organization  
-  Identify the benefits of implementing each ITIL process in an organization  

-  Identify the basic concepts related to each ITIL process  
-  Identify the activities and roles involved in each process  
-  Identify the  relationship of each ITIL process with other processes  
-  Identify the factors that affect the effectiveness of each ITIL process  

 
Course Organization Logistics -  

-  6 to 16 participants (for learner group sessions)  

-  Pre-agreed learning path (for example 3 days or 4 weeks)  
-  Participation in prescheduled virtual classroom sessions  
-  Audio conferencing facility (made available by customer)  
-  Computer (Pentium IV, Internet Explorer 5.x, Cookies enabled, Macromedia Flash Player 6.0, 

Speakers or a headset, 1024X768 pixel r esolution)  
-  Broadband Internet connection  

 
Course/Student Material -  

-  ITIL Foundation Student Material Package  
-  Copy of visual aids used in the classroom  

Language  Course ID  
 

English  ITL101 6 

German  ITLG 1016  

Japanese  ITLJ1016  

Chinese  ITLC1016  

Accredited By 




