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1.2 AcademicFlexibility(30)

1.2.1 Number of Certificate/Value added courses offered and online courses of MOOCs, SWAYAM,
NPTEL etc. (where the students of the institution have enrolled and successfully completed during the
last five years)

AND

1.2.2 Percentage of students enrolled in Certificate/ Value added courses and also completed online
courses of MOOCs, SWAYAM, NPTEL etc. as against the total number of students during the last
five years

VAC Title: IT SERVICE MANAGEMENT AND BUSINESS VALUE: STRATEGIES FOR
OPTIMIZING SERVICE DELIVERY
Mrs.S.Sugithra, Mr.Anndhakumar,
Fullstack Developer, CEO,
Resource Person: | c CUBE Technologies, C CUBE Technologies,
Erode-63 8001. ErOde-638001 .
Dat e of conduct from: (12.02.2024 To: | 16.02.2024 Duration: | 30 Hours
Organized Department:  DEPARTMENT OF COMPUTER SCIENCE AND
ENGINEERING
Participant
2/3/4 Semester: EVEN | No. of Students 94
Year: Registered:
Venue: | Lecture hall of II & III year CSE
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Mrs.Sugithra, Mr.E.Anndhakumar,
: ResourcePerson Fullstack developer, CEO.
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Venue Lecture hall of IL&I year CSE
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! Topics Covered Duration 3 -2024/EVEN
s : % Date
mtroducﬁon to IT Service
Managgment (ITSM) 3 12.02.2024
i - R \
ITSM Frameworks and Standards 3
- 12.02.2024
Aligning IT Services with Business
: Goals , 3 13.02.2024
" Key ITSM Processes and Practices 3 13.02.2024
Sa‘hfegies for Optimizing Service 3
Delivery 14.02.2024
| K;gi&:xg and Enhancing IT Service 3 14.02.2024
Performance
| 7 | Digital Transformation and ITSM 3 15022024
\ 8 Advanced Topics in IT Service 3 15.02.2024
Delivery
) . = aci 3 16.02.2024
Real-World Applications | e ol e
N . 3 16.02.2024
Optimizing IT Service Delivery | ] N
Total Bours L’_,io,,——L,,

s VAC, the assessment test for the VAC
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<21 “VALUE ADDED COURSE

alue: St i
rategies for Optimizing Service Delivery”

uT Ser! . 0
f1rom .
I, 2.2024 to 16.02.2024 (5days)
purationt: g Academic Year:2023 -2024/EVEN
sofor 1iber
SNO_ R;flzs;;lz 22301 ABISHEK J ~ame of the students Branch/Year
21/ 132422104002 | AKILESH KUMAR § i i gzg
—H 732422104004 |ARUNKUMAR A =
r;/ ~32422104005 _ |ASWIN S o R
— | 732422104006 |BASHARATH MAHMOOD § 11 CSE
—— | 732422104007 |BASKAR S 11 GSE
— | 732422104008 |DEEPAK V mp—
.| 7352422104009 |DEEPAKRAJ R I CSE
. | 732422104010 |DHARSHINI R 1 CSE
To_ | 732422104011 |DHARUN T 1 CSE
01 | 732422104013 FARGATH A 1 CSE
N2 | 732422104014 GUHAN KR 1I CSE
L 732422104015 GURUPRASAD R 11 CSE
14, | 732422104016 |HARUEEVA M 11 CSE
15. 732422104017  |HARIKRISHNAN B 11 CSE
16. 732422104018  |HARIPRIYA V II CSE
17. 732422104019  |IRUDHAYA VISHVA A 11 CSE
18. 732422104020  |JEENA D 11 CSE
9. 732422104021  |JEEVA S 11 CSE
0. 732422104022  |JEEVA S . 11 CSE
1. 732422104023  |[KALAISELVAN R - II CSE
2. 732422104024 |[KARTHIKA K 11 CSE
3. 732422104027 |MAHESWARI T II CSE
ik 732422104028 |MATHAVAN C IT CSE
3. 730422104030 MOHAMMED THAMEEMMUL ANSARI C]J 11 CSE
6. 732422104031 |[NANDHINI MR 11 CSE
7. 732422104052 [NAVANEETHA KRISHNANM 11 CSE
g. 732422104033 NAVEENA M 1l CSE
— 732422104034 NAVEEN KUMAR V E ggg
L 732422104035 [PANDL E 7 -
L1 732422104036 |REVATHI P == CSE
2| 732422104037 |SABARIYANANDHAN T AN e 11 CSE
Dr'M'VlJ‘:’RINCIPAL T

: @ ' <IE COLLEGE OF ENGINEERING,
' Scl?:liémangalam - €38 0565, Tirupur (Dt).




WARTICIPATION LIST

=21 —VALYU
ALUE ADDED COURSE

_.41"104018 SARAN B
y ~~4“'7104019 SARAVANAN R
g 7422104040 SELVAPRIYA C ’ 11 CSE
il 57100041 [SHANMATHI CT 11 CSE
B T 77104042 [SIKKANTHAR BATHUSH II CSE
gl 5172104043 [SRIRAJ S AR 11 CSE
5s 5120104044 ISUBASH M 11 CSE
“® L ——530104045 ISWATHI R 11 CSE
% -*14"7104046 THIRUPATHI P I1CSE |
ol 5152104047 __|[VASANTH A Less
{;" 7:742:104048 VASANTHKUMAR P - I CSE
44/_ 7324 422104301 ARUN PRAKASH G 1 CSE
{ 732422104302 DHANUSH B T CSE
= 122104303 |GUNASEKAR S 1 CSE
j ~37422104304 _ [NITHISH KUMAR V II CSE
g | 732421104003 DHARUNKUMAR M 11 CSE
D 732421104004 DIVAKAR S 111 CSE
0. | 732421104005 GOKUL S I CSE |
51. 732421104006 INDHU K 111 CSE
52. 732421104007 NANDHINI S ITI CSE
53. 232421104008 |NIVETHITHA K 111 CSE
54. 32471104009  |PAVITHRA S III CSE
55 732421104010 |PRAKASH P ige)
56. 732421104011 |RAGU M e
57. 732421104012 RANJITH S L ESE
S8. 732421104013 SANJEEVAN R fiike -3
9. 732421104014 SAPNA PARVEEN A E; SSE
60. 732421104015.. |SATHYA M — C:E
2 Z_:‘3471104016 SHARAAPETCHI K e p—
63: 13;4:] 104017 SHARVIN P 111 CSE
T ,_:;4 1104018 SOWNDHAR M p——
= | 7.:;4:1104019 SOWNDHARYA S [l CSE
T 7-;;;:10402}‘ SRISELVASAKTHIMAARI D 1[I CSE
L - 47110402; THANGAVEL R 111 CSE
32421104023 VIGNESH M S R | 11 CSE
\ . _pnD. HICSE
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—  STUDENTS PARTICIPATION 1,57

— [ 732420104001 BALAJI M 2 =VALUE ADDED COURSE

%’ 732420104002 DEPAKAR B ' IV CSE
| 232420104004 |KIRUBAKARAN M IV CSE
> | 732420104006 |NIVETHA § 1V CSE
5. | 732420104008 SUDHAKAR M [ IEET =
—4 | 732420104009 |SUDHARSON R [V CSE
TS 732420104010 VIGNESH M IV CSE
=~ 732420104501 PRIYA § IV CSE
L 732422243001 __|ADEEF M IV 52
=g | 732422243002 ANAND G NAMBOOTHIRI IIII AIDS
=9, | 732422243003 DHANAVARSHINI P IIAIDS
§0. | 732422243004 DIVYADHARSHINI A IAIDS
31, 732422243005 [FAIZULRAHMAN K IIAIDS
0. 732422243006 JOSHIKACHANDRA G IAIDS
83. 732422243007  [MADHUSURYAKUMAR R TAIDS
84, 732422243008 OHESWARAN K TAIDS
85. 732422243009 NAVEENKUMAR K IIAIDS
86. 732422243010 JITHKUMAR R TAIDS
87. 732422243011 [SARANYA E TAIDS
88. 732422243013 TAMILARASAN K IIAIDS
89. 732421243001 |ARUN A 111 AIDS
90. 732421243003 |[SANTHOSHKUMAR A IIL AIDS
o1. 732421243004 [SIVAKUMAR TV 11 AIDS
92. 732421243301 [MADHAN KUMAR C 11 AIDS
93. 732420243001 |BHARADHWAIJ S TVAIDS
94. 732420243301 __INTHARESH P IV AIDS
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Service Delivery

| Mrs.Sugithra, \W
o7l | 3 Mr.L.Anndhakumar,
ResTTCE Pers ; Fullstack developer, CEO. umar.

| C CUBE Technologies, O,
C CUBE Technologies,

| Emfje—6380()] | Erode-638001
W]%M.ZO‘% To: | 16.02.2024 Duration: 30 Hours
' org_mld by: g%’g;g ;thigiiiiff: ENGINEERING and IQAC in association with
i Acedemic Year: das—ales. Semester: EVEN
L
participant Year: | ILIILIV Year CSE.AI&DS " No.of Students Participated: o4

~Vense. | Lecture hall of IT &I1I year CSE,AI&DS

I Outcome of Value Added Course(VACQC)

st the end of the Course, Students can be able to

Identify the different phases pf the ITIL service lifecycle: Service Strategy, Service Design, Service Transition,
Service Operation. and Continual Service Improvement.

Understand and apply ITIL best practices to manage IT services effectively.

Analvze business requirements and translate them into IT service requirements, ensuring that 1T services
provide measurable value to the business.

» Apply performance management techniques to ensure services are delivered within agreed-upon service levels

L

(SLAs).
b s Understand the financial aspects of ITSM, including cost modeling, budgeting, and resource allocation for 1T
SeTvices.

AssessmentProcess

» Students, who are securing more than 70% on total score in the VAC test and secured more than

75%nVAC attendance is eligible to receive the course completion certificate for the VAC attended

* Total Score=(0.5* Attendance in VAC out 0f100 percentage+0.5 *Test mark in VAC out of 100marks)

94 Students based on the above assessment

No.of students successfully completed the VAC course 1S

process.
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This is to Certify that Mr.Tamilarasan K, [I/AIDS has successfully completed the Value Added Course titled “IT Service

Management and Business value: Strategies for Optimizing Service Delivery” Organized by the Department of Computer

Science Engineering in association with IQAC of Sasuric College of Enginecring and C CUBE Technelogies from
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Thx & to Cerniv that MrBaskar S, I/CSE has successfully completed the Value Added Course titled “IT Service
Manacement and Business value: Strategies for Optimizing Service Delivery” Organized by the Depariment of Computer
Science Engineering In association with IQAC of Sasurie College of Engineering and
12.02.2024 10 16.02.2

C CUBE Technologies trom
2.2024 (5 days).
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DEPARTMENT OF COMPUTER SCIENCE ENGINEERING
Certificate of Participation

This 1s to Certify that Mr.SIVAKUMAR V, III/AI&DS has successfully completed the Value Added Course titled ~iT
Service Management and Business value: Strategies for Optimizing Service Delivery” Organized by the Department of

Computer Science Engineering in association with IQAC of Sasurie College of Engineering and C CUBE Technologies

from 12.02.2024 to 16.02.2024 (5 days).

Cox g« Head of the Department Principal

Dr.M.VIY/ <>xc_<_>m ME., Ph.D..
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\U Register Number:
s
D Answer all the uestions:
What is the primary goal quT Service Management (ITSM)?
I To improve the technical skills of IT staff
g)TO deliver high-quality IT services that meet business needs
C; To reduce the cost of IT infrastructure

; '.’ s
,,gcmcnl and Business valye. Sty

p) To implement new technologies in IT systems
2, Which ITSM framework is widely adopted to align IT services with business 1<2
A)ITIL (Information Technology Infrastructure Library)

B)COBIT (Control Objectives for Information and Related Technologies)

()ISO/EC 27001
D) Six Sigma

3. What does the "Service Lifecycle” in ITIL primarily focus on?
A)Monitoring IT infrastructure

B) The stages through which IT services progress

C) Developing new IT technologies

D) Managing IT security incidents

. Which of the following is an objective of the "Service Strategy" phase in ITSM?

- MTodefine the service provider's vision and objectives

T : ' .
) To ensure scrvices are delivered on time

O\ Toi '
1)110 implement operational procedures for services

0 hand]e customer complaints

Vi . 9
:?:] ls,thc Purpose of the "Service Design' phase In ITSM?
BT, ch(s)um‘Or service performance
0T, Tesolre the service meets customer requirements
D)1 ha veservice incidents
¢ servs
SCrvice requests 7
i ageme tmqg/
an IT service manage DQ"(\\

A Erp the following is an example of

Bjc.  \eltempri :
C} i;_fvcrlceNg\?nsc Resource Planning) system Dr.M.VIJ A;‘:\;(zﬁfc(lgATAR ME., Ph.D..
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) o following ITIL processes js "CSPOHSi\’»lQ f

or .

~h O ~ment m i

2 WIS Managem® t -

LS, ot remen '

Y Manageme nt

(B Ll Manageme

5) g -."LC\ ~ment

) s et Maﬂﬁg‘mm
ble

y) P i rati

) nService Operation" phyg, of

o< the .
i e strategies

td -
&“’kl ing Sfr‘nL N
WD the service

T eciening g services on a dav.
BIDSEL  and managing day

QP ing and improving services
pRETTTE

+ orocess is responsible for identifyipe
process

g and resolyg
s g the rqq :
E ‘m:l-:m Management t causes of recurring incidents?

ent
3 roblem Managem
ﬂ?znﬁ Management
D) Relsse Managemernt

to-day basig

3 ess focuses on ensuring that IT servi
.thchrHL proc 5 IVices meet agreed-y i 2
ig hiboc 1 evel Management g Pon service levels?
) cident Management
Sarvice Contimuity Management
D) Financial Management

I1. What does the concept of "Business Value" jp ITSM refer to?
4)The cost savings achieved by IT services

B) The alignment of IT services with business goals and objectives

() The technical specifications of IT infrastructure

D) The mmmber of IT services provided

I What is the purpose of "Change Management" in ITSM?

4) To restore normal service operations as quickly as possible

B} To ensure that changes are made with minimal disruption to services
OTo develop new IT services

- DjToprevent all changes to the IT environment

3. Which of the fol]owing is a key benefit of ITSM in terms of business value?
A?F?ﬁter preduct development

z D
?‘“hch ofthe follmﬁng defines a "'Service Level A.gr'cemellt" I(Sllol;\q)c;rvicc expected
E}fx “actbetween the IT team and the business outlining the level of's
a - . . & o
O A kg O;m?m U{at Specifies the pricing for IT services
s, '=hnica] requirements for IT systems
"eline for
5y Wi ITSM?
VIS the s . Tanacement' in - .
4 €Primary f "Release Manag ) oducion
Hnﬁ SUre the > unc_tfon of "R - e from development to pro¢ YA UMAR ME,, Ph.D.,
1To SMooth transition of services fro A

Service delivery

YN
O e berformance of 1T covive . DrM P OF ENGINEERING,
e serviee disruptions SASURIE CoLL 056, Tirupur (Dt).

Vijayamangalam - 638
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o lowing ITIL processes l (:]pg ide

il NMily 4y
agement @ many,,
h ity Manag 8¢ the riglq o = )
\;f;lcc C1 ;1:; n}; s S Associated with 1T services?

Jem ment
! ’”Emﬁ .Ma ntfz:;;d Configuration Managemenp,
£o0 1ccA'
, m-“” Ic of "Financial M.ln.xgcmcm for 1'p Seiye
| the 10 delivered evicess
| . “mf at services arc delivered on time )
| i;-roagure!l’]‘:b costs associated with dehvcrmb IT se Cr'Viceg

cial transactions [or IT vendoyg

LK
) Tom an
B pandle fin liance with regulatory financ;

mesur comp al eporting
ing is a key str ategy for o
the following 1s ])flml/mo Sorvi . .
A ‘hich (::t'm" an automated system f01 Inciden( Jesponse i dclwery in ITSM?
Jucing the number of IT staff
) Rodu costs for IT infrastructure
U;." uﬂgsg]ng the number of IT services offereq
5 D) iner

o lmP'eme

19, Which phase in the ITIL service lifecycle s responsible for continua] improvement of services?
A) Service SlIIl.thy

) Service DCSlgn_

() Service O[)eral{on

D) Continual Service Improvement

20. Which ITSM process is responsible for defj Ining,
- A)Service Level Management

. B)Releasc Management

() Problem Management

D)Change Management

agreeing on, and managing service levels?

- 21 Which of the following is NOT an ITIL process?
z A) Incident Management

B)Service Catalog Management

' C)Financia Accounting

.--'1 D) Change Mapa gement

En
§ i) Whatis the pajy Purpose of "Incident Management" in ITSM?
i_; B“;’I"Wcm incidents from happening
‘ O)To; onilor (he mpact of incidents on business
()lmtorc "ormal service operations as quickly as possible
enlify ang resolve the root cause of incidents
Ay : _ :
o eh ; . " services align with the needs and expectations of
& ‘uslome ,lSM Process is focused on ensuring that IT services alig
: Sy
LC S“& *Ov

B)S{T\K eD e &)

C)\ il GSigp
i l)Jphblu eve Ml““”“'unun

2 ‘m“"tlllcm //7

W

Ay sy,
?'B)’]l’“pr“\ld\ Plirpose of "Knowledge Management" in I lbl\,]u o}umluﬂg M.ViJ pﬁﬁaﬁgATAR =
Mo Selrate apg u ] Ation o support sery
B tor p-to-date infornx |
nd anOI changes to IT systems SASURIE COLLEGE OF ENGINEERING,
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Jgement and B s value: Strategles for Optimj'/jng Sery

o Mande ice Delivery™
e From 12.02.2024 tq 16.02.2024 (5days)
tion:30 Hours Academic Year : 2023 -2024 /EVEN
pur
Date of Test :16.02.2024
MULTIPLE CHOICE QUESTIONS (25X1=25 Marks)

same of the Student: Year/Sem:

M

0 Register Number:

ypawer all the uestions:

fatis the primary goal of IT Service Management (ITSNH)?
Toimprove the technical skills of IT staff

Yioddliver high-quality IT services that meet business needs
:',Toreducethe cost of IT infrastructure /
J Toimplement new technologies in IT systems

.Which ITSM framework is widely adopted to align IT services with business needs?
JITL (Information Technology Infrastructure Library)

ICOBIT (Control Objectives for Information and Related Technologies) /.
T80IEC 27001

5 Sigma

Mhat does the "Sepvi . " - . . ,
mmoring T ervice Lifecycle" in ITIL primarily focus on?

Mgy infrastructure
.) Df’:’dosje; through which T services progress /’
) 'gg new IT technologies

Secunity incidents

Wy
ha . . 2
ﬂﬂdtﬁne heefﬂuowmg is an objective of the "Service Strategy" phase in ITSM?
Mo ergre Sm.“.“’lce Provider's vision and objectives
'?jmp]t ‘s are delivered op time -
Moty ltcugzg’]cmlmna] procedures for services

€T complain

s

By
1 Ly
oy purpy SN
1, gy o "POSE Of the "Service Design” phase in ITSM?
)}f‘:‘””t‘ lhesklccpcrformancc »
b By UTViCE e .
J'u}Qrﬂ;éSLijcC inﬁczgch Customer requirements / Py
.')'L’[\/i " nts >
A ¢ e e
U’"ch oy sts \\}\
b , . Ph.D..
" }ll 0"0‘ . . - " hlAR ME--
Q?;;ct}',[LTDrigu R Ying s ap example of an IT service mzm:l:i"ﬁg”.ijiﬁq'éIgAL
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KU -ment

y \\Nfilqu Mnnng“mcl l

A1t o

pINt ot Mmlﬂg“mm yement
ﬂ'(‘hm" evel Mmm;,r
e )
l]Smh]cm Managemc!

e

Sponsible fg)- Managing

SCrvice (lisruptinns and incidents?

e "Service Operation” phase of I'TSM focus on?

pat does HIE =
b \l\)h;mmu service st ateglcs

clintiic .
! soning the service y o |

D8 “jing and managing scrvices on a day-to-day basis ﬂ
viding anct & ! o

/rgo\iewinﬂ and improving scrvices

m ¢ o |

isr ible for identifyjne and r ,.

g Which process is responsib ying and resolyin
I ) ncident Management
 fyProblem Management /7

f)Chrmge Management

D)Release Management

g the root causes of recurring incidents?

I0.Which ITIL process focuses on ensuring th
MService Level Management

B)Incident Management

()Service Continuity Mana gement

D)Financial Management

at IT services meet agreed-upon service levels?

1. What docs the concept of

"Business Value" in ITSM refer to?
A) The cost savings

achieved by IT services

B”:“':’ligmpcnt of IT services with business goals and objectives ><
hE tehnical Specifications of IT infrastructure
number of |T services provided

AL Whoy s
"")T\;l::\? Elle Purpose of "Change Management" in ITSM?
8 oensu:é;]]]ormal Service operations as quickly as pos§ible '
To dey, o A changes are made with minimal disruption to services
D1, o P new [T services

ntall ¢ .
changes (4 the IT environment 7(

. 7 2
| md’lllcl ﬂollowing is a Key benefit of I'TSM in terms of business value?
" Cvelop
0y oveg Clis Pment

g e Omer Satisfaction
Wrtygeg Wmmgyey
§

CIVer nawr
I Performapee

T " (Q ?
l)lct“:,ﬂ‘l!o“'i"k'. defines a "Service Level z\.g'_'cc'"c!':‘ ,ﬁl(:;\q)u
{'Mh\&u'“cln 1 o the Iy team and the business outlining the lev
} lingy. hnicg SI:L-ACIF.ICS the pricing for I'T services
for .rV;:l.luru.ncnls for I'T systems )
¢ (lcll\’cry

"in I'TSM? \W
n ¥ Tunej " Relense Management” in . 3
VI :ILKSI 0t} lrzmsilli‘(::: z:ll qu‘l:\jilggf:tl'l'()lll Llc;L‘]“l”"cm Q m thNM'VIJAPYZﬁJ}C(lgATAR SENDs
Perlormanee of 1 s A ShSURE COLLEGE CF ENGINEERING,
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” ITIL processes helps identify and map, h
) 2e the
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zm e +

B ofthe 7 s fanagement ﬂ
?‘:isﬂ’,‘b cammuﬁY =

1 e (arage™

I dﬂ ]
gff‘ﬂ > Maﬂf’gem Jnfiguration Management
) g

nisks assocjated with IT senvices?

x ,
e fFinancial Management for IT Servieesmo

g e0 - -
et ‘,;;OIIT services are delivered on time

-A)‘Ia gl ce the costs 3550612{16d with delivering IT services /7
ormﬂ;] nancial transactions for IT vendors _
e

fito pan - compliance with regulatory financial reporiing
ensuf

pTe ’ _
. rthe following is 2 Key strategy for optimizing service delivery in ITSM?

l"-wh]l;l:lerﬂing an automated system for incidemt résponse i

%cina thcunumber of IT staff /-)

fm (ing eosts for IT infrastructure

mi:@:ing the number of IT services offered

19Wh1ch phase in the ITIL service lifecycle is responsible for continual improvement of services?
4)Service Strategy

B)Service Design ‘/)

() Service Operation

#]Contimual Service Improvement
RS

;-";;Which ITSM process is responsible for defining, agreeing on, and managing service levels?
4 Sewvice Level Management

B)Release Management /)
) Problem Management
D)Changc Management

gi;‘¥'pich of the following is NOT an ITIL process?
W cident Management

E)Scmce Catalog Management
j_,,) Financia| Accounting
P) Change Management -

i@)?oprt s the majn purpose of "Incident Managenrent” In TTSM?

BTy m:::?m incidents from happening
:;;{.’,anm nl:or the impact of incidents on business ) /]
DjTg:a < "ormal service opcrations as quickly as possible

0 ldeny; I :
ify anq resolve the root cause of incidents

hich with the needs and expectations af
:;%mer ) ISM Process is focused on ensuring that IT services align
s Sy
C) Sm;ce Desigp /
)P%Cel-c\/el Mans
- Oblen, dnagement \ y
W Managcmcm \W
atjs | e TSN VIJAYAKUMAR Mz PhS.
Pfc)vid}.lc Purpose of "Knowledge Management™ 11l TOShE- < DrM -~ PRINCIPAL

®accurate g up-to-date information 10 support service OpEi ﬂ;}sUmféoLLEGE OF ENGINEERING.
wj'yamang;hm - 638 055, Tirupur (Dt
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