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Full Spectrum

American Power Conversion Makes ITIL
Certification a Must-Have

B y  E l i z a b e t h  F e r r a r i n i

AMERICAN POWER CONVERSION, THE MANUFACTURERS OF UNINTERRUPTIBLE

power supplies in Rhode Island, has begun a global ITIL initative to
deploy all 10 service support processes, as well as some aspects of
service management, such as financial management. The first mile-
stone includes service desk and incident management, and the second
milestone includes problem management, and configuration manage-
ment, as well as some programs for service level management. In
addition to the service delivery progress, the company has aggres-
sively been working on another ITIL goal—get everyone from the
rank and file help desk staff to senior managers certified on some
aspect of ITIL.

Terri Ward, the director of end user operations, has been evangeliz-
ing ITIL certification at the company. Ward and 30 people from her
group have gotten their ITIL Foundation certification. Her group over-
sees Lotus Notes, telecommunications, asset management, the global
service desk, and desktop engineering. “The Foundation certification
enables you to get a good understanding of ITIL. That’s why I encour-
aged all of my staff to get it.”

Right now Ward and several of the senior managers are working on
the ITIL Service Manager or Masters certification. Several of her staff
are working on the Practitioner certification in release management
and problem management. “Getting deeper in ITIL is a definite asset
to the company.”

Ward says even the CIO, the director of data center operations, and
the director of Oracle, have the ITIL books and plan to get the
Foundation certification. “These people have the challenge of finding
time from their busy schedule to attend the training class.”

American Power Conversion contracted with a training company to
provide on-site 2 1/2 hour training classes for the Foundation certifica-
tion. Before the class began, the staff read the ITIL service support
book, which happens to be a little dry and a plethora of details.
However, the coursework materials included an abbreviated version of
each of the 10 sections in the book. “Most of the material is common
sense.” At the end of each class, staff members took the multiple choice
exam. “We had an 87 percent pass rate on the certification. People need
to see some benefit from their efforts.”

For the other two certification courses American Power Conversion
decided not to go with on-site trainers. Some staff members have
attended the five-day practitioner certification course given by BMC
Software in its Boston or New York office. Once a week, Ward flew to
Chicago for the Masters certification course. She spread the 10-day
training class over a three-month period. She’s waiting to take the test.

Ward, who has no other certifications, says that the IIIL certification
initiative is a form of professional development. “These certifications

give credence to what we’re trying to accomplish.” In fact, Ward knows
what she’s talking about. She has worked on the service desk, the
Seibel team, managed the service desk, and then got promoted to her
current position.

If you work for a company which isn’t ready for ITIL, Ward says that
you should consider getting at least a Foundation ITIL certification.
“ITIL provides a framework for running an IT organization. It allows
you to understand best practices for compliance issues, such as
Sarbanes Oxley. ITIL also allows you to think about protecting the
company. It allows you to think more about how IT can align with busi-
ness operations, especially in areas such as service level agreements.
ITIL makes IT more fiscally responsible for what it does. Likewise, the
business unit realizes that IT isn’t free.”

FOUNDATION CERTIFICATION CAN MEAN MORE ITIL
FRUSTRATION

On occasion, I get e-mail messages from an IT professional looking
for help with a problem. Jim Leonard, who works for a large company,
wrote that he didn’t know what aspects of the ITIL service desk to use
in conjunction with a specific piece of software. He didn’t know what
to tell his CIO. Based on a 10-minute telephone conversation, I learned
that Jim, who was very stressed over this task, got a Foundation certi-
fication in anticipation of setting up a service desk for his company, an
outsourcer of IT services. He wasn’t sure if he should start first with
incident management. He added that the software vendor said the prod-
uct complied with ITIL, but his Web search didn’t find any references
to connect the product with ITIL. He had to give a report to his CIO in
a few weeks.

I suggested that he should think first of the ITIL processes he needs
to carry out and not worry about the product. I then suggested that he
speak with someone from a company that has carried out ITIL or hire
an ITIL consultant. In fact, I gave him Terri Ward’s contact informa-
tion. If he was still concerned about the product, I suggested that he
speak with the vendor.

I concluded that getting a Foundation certification might provide you
with a broad knowledge of ITIL, but it might not give you the muscle
to carry out an ITIL deployment. Certification will not be a substitute
for experience, even if that certification covers IT best practices.  

NaSPA member Elizabeth M. Ferrarini is an IT consultant from Boston, Massachusetts.
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