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Nouri Associates, Inc.  (NAI)  

 
Achieving leadership through adoption of IT Best Practices  
 
NAI  is a leading provider of training  and consul ting 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 Software Development  and Systems Integration  (CMMI Best Practices)  
o Project Management (PMBOK 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  required 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  
individuals world wide . 
 

Domain Ex pertise  
 
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 known co mpani 5es to train se veral 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.  

 

Global 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 eight languages: English, Ch inese (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: The Best Practices in IT Service Management  
 
IT Infrastructure Library (or ITIL) is a collection of Best Practices for the management & delivery of IT 
services and IT infrastructur e. 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 Management, 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 t he conventional Help Desk. The 
core ITIL guidelines are currently available in a series of 5 books  focusing on lifecycle of IT Services .  

 
NAIôs ITIL courses take an intensive IT Service and Process Competence training approach. The 
courses provide the lea rner with the essentials of the best practices of ITIL processes and Service 
Management best practices adopted worldwide. NAI delivers  the courses as a customizable and 
integrated training program to enable a knowledge driven learning process.  
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IT IL  v2 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 Managem ent and the role of ITIL within the service management 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  organization . 
 
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 i n 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 -  

-  Com puter (Pentium IV, Internet Explorer 5.x, Cookies enabled, 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  
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ITIL v2 Extended Awareness  

 

Certification: None  

Duration: 4 Hours  

Cours e Delivery: Self Paced  eLearning  
 

 

Course Introduction -  
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 Be st 

practices and  also introduces the principles of all 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 th e ITIL processes integrate to provide 
smooth functioning 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 User s, 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  
-  Recognize the benefits of ITIL and ITSM for an organization  
-  Identify the ways in which ITIL can be a pplied within your organization  

-  Recall the major processes 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, Macrom edia 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 1 

German  ITLG 1011  

Japanese  ITLJ1011  

Chinese  ITLC1011  
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ITIL  v3 Awareness  eLearning  

 

Certification: None  

Duration: 4  Hours  

Course Delivery: Self Paced  eLearning  
 

 

Course Introduction -  
The ITIL/ITSM v3 Awareness course is perfectly suited for Managers and non -core IT people who need 
an overview  of IT Service Management and the role of ITIL within the service management domain.  

 
Course Description -  
This non -certificate course has been designed for IT and business executive and staff who need a brief 
overview  and awareness of ITIL v3 concepts. Th is course structure is ideal for those who require a 

basic understanding of  the ITIL best practice in a time -efficient manner, with delivery via a self -paced 
e- learning course. The ITIL® v3  Awareness course introduces the basic concepts of ITIL v3 to the 
learner, with a focus on the Service Lifecycle  approach to managing the design and delivery of IT 
services to the business. ITIL is globally recognized as the  preferred guidance to manage and deliver IT 
services within an organization . 
 

The ITIL v3 best pra ctice is composed of five core disciplines:  
 

-  Service Strategy  
-  Service Design  
-  Service Transition  
-  Service Operations  

-  Continual Service Improvement  

 
These disciplines represent a Service Lifecycle framework that enhances alignment with the business 
while  demo nstrating business value, improving ROI, and enabling IT to solve specific operational 
needs.  
 
Audience -  

-  IT and business executives who want to receive an overview of the concepts and significance of 

ITIL v3  as it applies to their business in a time -effic ient manner.  
-  IT and business staff who need a brief overview and awareness of ITIL v3 concepts.  

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

-  Identify the history of ITIL as an international best practice for IT services.  

-  Articulat e the structure of ITIL and its significance as a framework to guide IT and business.  

-  Identify the Service Lifecycle approach of ITIL v3.  
-  List the processes and functions associated with the Service Lifecycle approach of ITIL v3 and 

have a  very high - level understanding of their value to the business as part of the Service 
Lifecycle.  

-  Understand how ITIL v3 fits in with other compliance, regulatory, and IT frameworks.  
-  Understand the key elements of the ITIL Programs (People, Processes, Partners, and Products) . 

 
Course Organization Logistics -  

-  Pentium IV, Internet Explorer 6.x, Cookies enabled, JavaScript enabled, Macromedia Flash 
Player 8.0 and  above, speakers or a headset, minimum 1024 x 768 pixel resolution )  

-  Broadband Internet connection  

Language  Course ID  
 

English  ITL101 7 
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ITIL for Executives  

Certification: None  

Duration: 0 .5 or 1 Day  

Course Delivery: Classroom (In struction, Facilitation and Discussion)  

Credits: 0  towards  ITIL Expert and 4 or 7  PMI PDU s 
 

Course Introduction -  
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 or ganizations 
align with  business needs and deliver quality 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 implementation 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:  

-  Identify 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 Practi ces 

-  Recognize the benefits of ITIL and ITSM for an organization  

-  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 supp ort staff with focus on the 
Service  Desk function, Incident 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 introdu 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 staf f/Personnel, Help Desk Analysts, Customer Support Staff  
 
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 Practi ces 

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

Management,  Change Management, Configuration Management, Problem Management and 
Service Desk processe s/functions  
 

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 Key Defin itions  
 

Language  Course ID  
 

English  ITL101 3 

German  ITLG 1013  

Japanese  ITLJ1013  

Chinese  ITLC1013  




