
 

APPLICATION MANAGEMENT 

SUPPORT 
SERVICE DELIVERY. 

CONTINUOUS IMPROVEMENT. 

SLA MONITORING & REPORTING.  

 

Application Management Support 

Application Management Support is a long-term engagement with clients, providing their 

users with support and continuous improvement.  This engagement is driven by ITIL 

standards and processes. This program will cover the ITIL Book of Knowledge and 

additional topics that are relevant for practitioners viz. reporting techniques, FTE 

calculations, operational performance indicators, service credits process et al.  

 

 

EDG Cornerstone  

India Engagement Centers: Bengaluru, Delhi, Kochi 
Mobile: +91-9739539394 Website: www.edgcornerstone.com 

 

 

YOUR COURSE OF 

STUDY 

Knowledge Transition 

Shadow 

Reverse Shadow 

Baseline 

Steady State 

Ticket Workflow 

Ticket Management 

Managing shifts 

Incident Management 

Service Requests 

Change Requests 

Major Incident Management 

Problem Management 

Cyber Security Management 

Project Items 

Operating Model 

SLA Definition 

Monitoring and Reporting 

Continuous Improvement 

Training 

RCA 

SOP 

KPI 

OPI 

LEAN 

SLA Effectiveness 

Service Credits 

FTE 

Productivity 

Utilization 

Triage 

 

 

 

 

 

PARTICIPANT 

PROFILE 

Graduates with an interest in building 
their careers in service delivery.  
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