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Training is the critical enabler in an
organization’s pursuit of quality.

QAI Global Institute has trained over 75,000 practicing profes-
sionals from multinational, private and public sector compa-
nies, defense and research organizations in five continents of
the world.

QAI Global Institute offers a suite of on-site public and cus-
tomized in-company training programs in Software Engineer-
ing and Management, Contact Center/BPO Management and
Soft Skills.

The workshops are designed and delivered by people who
have domain expertise in software/Customer Contact Centers
in addition to being experts on the functions / framework /
methodology.

QAI Global Institute trainings are aimed at ‘Learning by Do-
ing’ and equip participants to go back and implement learnings
on-the-jaob.

All our courses provide practical, ready-to-use inputs, with

access to state-of-the-art and state-of-practice research papers,
enablers, tools, guides and case studies.

“Helping the best
get Better~

Introduction
QAI Global Institute

e \World’s Premier
Knowledge Corporation in the area of
‘Operational Excellence’ providing
Measurable Competitive Advantage

In addition, the organization draws from its association with
QAI Global Institute, The Quality Connection, Software Tech-
nology Transition and COPCSM,

QA Global Institute works with organizations to help them

achieve their business goals through Operational Excellence.

e Business Process Improvement

»  Software Process Improvement through CMM® &
CMMI®

*  Human Capital Management

e Contact Center/ Business Process Outsourcing BPO)
Management

»  Process Re-engineering through Six Sigma

e Quality Management

*  Knowledge Management

e Change Management

e IT Service Management

* Innovation Management

“Relentless Innovation”

QAI Global Institute training is also online

Edista

Edista is the exclusive platform that brings to-
gether subject experts and QAI Global Institute’s
consulting and training experience. The online
curriculum facilitates knowledge, competence and
skill creation in the domains of Software Engi-
neering and Quality Management. It has over 45
courses spanning 13 domains. It’s online content is
available to both individuals and organizations.



n
(@)
=
=
]
=
O
(@)
g
=
©
—
I_

Table of Contents

Certifications

CAST CertifiCatioN EXAIM PIEP . .ueiiii ittt ettt ettt e e oottt e e e e ek b e et e e e e bb et e e e e aabb et e e e aabeeeesabnneeeean 1
CSTE CertifiCation EXAM PrOP . ..e ittt ettt e ettt e e e et b et e e e e bb et e e e aab b e e e e e aabe e e e s abbeeeeean 1
CMST CertifiCation EXAIM PrEP. ... cii ittt e ettt e e o bttt e e o ab bt e e e s bbbt e e s ettt e e e e s annbeeee s 2
CASQ CertifiCAtiON EXAIM PrEP .. .. ittt ittt ettt e bt e e e ot et e e e e aa b b et e e e skt e e e e e e aabbe e e e e aanbeeesabbeeeeean 2
CSQA CertifiCatiON EXAM PrEP .. ..eiii ittt ettt e e et e e e e ek b e e e e e s bb et e e e e aab b et e e e aabeeeeeabbeeeeean 3
CMSQ CertifiCation EXAIM PrED ......ciiiiiiiiiei ittt ettt e ettt e e e ekt e et e e e e bb et e e e e aabb e e e e e aabbe e e s abbeeeaeae 3
CABA CertifiCation EXAM PrEP .....iii ittt ettt e e ettt e e e e ek bt e e e ekt et e e e s aab b et e e e aabe e e e e abbeeeeean 4
CSBA CertifiCation EXAM PrEP . ... itttk e e ettt e e e e et b e et e e e s bb et e e e s aab bt e e e e aabe e e e e abbneeaene 4
CSPM CertifiCation EXAM PTEP .....eiiiiiiiiiieiitiet ettt ettt e e e st bt e e s 1a bt e e e e skt b et e e e abb et e e e s aabee e e e e aabbeeeeabbeeeeean 5
Certified BPO Quality ANAlYSt (CBQA) ...eeiiiitiiiee ittt e e e st e e e e s bb et e e e e sk b b et e e e ane e e e s abbeeeaean 5
Certified BPO Team Leader LEVEI 1 (CBTL-1) ...coiuiiiiiiiiiiiiiee ittt ettt e et e e et e e e sbbeeee e e 6
Certified BPO Team Leader LEVEl 2 (CBTL-2) .....iuuiiiiiiiiiiiee ettt ettt e et e e b e e e e e 6
[dEALION TRIZ IPS PraClliONET .....ciutieiii ettt ettt ettt e e e bt e e e s et e e e e be e e e e e et b e e e e e annbn e e e e e anenes 7
(1T i) {Tor= 11[o] g I = £ o =10 1 PR P PP PPPPRPPPPPPR 7
COUISE TEIMPIALE ...ttt e oot e e ook bt e e e o4 bbbt e e e e oh bbbt e e a4kt e e e e ek be e e e e s anbb e e e e e aabbneeeean 8
Software Engineering and Testing

Induction Program fOr SOftWAIE TESTING ......eveeiiiiiiieeiit et e e bt e e e e e e e e e e e 9
Introduction to RequiremMentS MaNAGEMENT ........uuiiiiiiiiiie et e et e e et bt e e s et e e e abb e e e e e s nnees 9
Introduction to Security Engineering and SSE-CMM..........ocuiiiiiiiii e 10
INtroduCtion 10 SOA BASEA TESHING ... eeeeiiutiiiie etttk e et e e e e bbbt e e s et et e e e e abbe e e e e e annes 10
INtroduction t0 SOftWAre ENGINEEIING ...couviiiie ittt e e e e e ettt e e e e bb e e e e anees 11
BOOt Camp fOr SOfWAIE TESTEIS. ... .tieieiiiitei ettt e e e a bt e e e s bbbt e e e s aabb et e e e e atba e e e e s anbbneeeeaaae 11
Design for Reliability - Applications iN SOMWAIE ........c.uiiiiiiii e 12
Effective Methods for User ACCEPTANCE TESTING ....eoiiiriiiieiiiiiie ettt e et e e 12
Effective Methods of Software Testing - TESt CaSE DESIGN .....cciiiiiiiiieiiiii et 13
Effective Methods of Software Testing - TESt PlanniNg........c.ueviiiiiiiie e 13
EffeCtiVe TEST CASE WITTING......eeiiiiiiiiie ettt e ettt e e e et e e e e b et e e e e bbb e e e e e e bbe e e e e e nnnnes 14
Efficient Testing with All Pairs and Orthogonal ArTAYS .........cuueiii it 14
Essentials of Leadership iN TESTING .. ..coiiiiiiieiiiiiie ettt e et e et e e et e e e e anbbe e e e e annes 15
Manual Testing SKills for Better ProGUCTIVILY...........ooiiiiiiiiiiiiie et 15
Practical Test Driven Development Using NUNIT & VS NET 2008 Team Studio ..........cevvveiieeeeeeiniiiiiiiiiiieeeeeeennn 16
Lo (=SS To] A T =21 1] o o O ST PPPPPPPPPON 16
ReqUIremMeENt BASEA TESTING ....eieiiiriiieeiiiiii ettt ettt ettt e ettt e e e ottt e e e e s a b et e e e e bbb e e e e bbbt e e e e anbbe e e e e e neees 17
11 =To I =y o] (o] =10 YA =21 1] o [ PP PPPPPPPPTP 17
SOTIWAIE TESE ESTIMALION .....eeeeiiiitieie ettt e ottt e e sttt e okt e e e s bbbttt o4 aa bbbt e e sttt e e aabb bt e e e anneneee s 18
Y011V =R =21 U] o o PP PPP PRSPPI 18
Structured Methods iN SOMWAIE TESTING ....c.iveeiiieiiiii ettt e et e st e e e e s anneneeeas 19
Test Case Development USING RUP ... ettt e et e e e 19
Testing DUring CoNStruCtioN =UNIt TESTING «...oiuuriiieiiiiiiee ettt e e e e st e et e e e e enees 20
Testing for Internationalization and GIODANZALION ...........coiiiiiiiiii e 20
Testing fOr INtErOPEIraDIIITY .........oii ettt et et e e e et e e e et e e e e anees 21
Testing Multimedia APPlICAtIONS & PrOTUCES .........oiiiiiiiiii ittt e e 21
Testing Web-Based Software APPIICALIONS .........uiiiiiiiiie ittt e e nb e e e e enes 22
UNIE TESTING USING NUNIT.....eee ettt ettt ettt e oo ek b bt e e e o bbbt e e e e aab et e e sabb e e e e e abbae e e e e anbbeeeeeann 22
Web APPIICAtioN SECUNLY TESTING ....vtieiiiieiiee ittt e e st e e e e st bt e e s b et e e e e nbb e e e e e nnees 23
WED SEIVICE SECUIMLY TESTING ...eiiittiitei ittt ettt ettt e bt e e et e e e ekttt e e e s b e e e et e e e e e e nbb e e e e e nnees 23
Advanced ConCepts iN SOFWAIE TESTING .. .eeiiuuriiieiiiiiie ettt e st e e e et e e e et e e e e nnees 24
Advanced Course fOr TESE AICIITECT ..........eiiiiiiiiie et e e e e e et e e e enees 24
AAVANCEA TESE CASE DESIGN .eeeiiiiiiiiei ittt ettt e bbbt e e e e bt e oo ek b bt e e e st b et e e e bt e e e e e e anbb e e e e e e nnees 25
Software Test Automation

INtrodUCtioN 1O TEST AULOMALION .....ueiiiiiiiitie ettt ettt e e et e e e ekt e e e e bbb e e e e e anbbe e e e e e neees 26
AUtoMation CONCEPLS FOr BEGINNEIS ... ..ttt ettt e e et e e e e st e e e et b et e e e e nbb e e e e e nnees 26

Automation for Performance, Stress and LOAd TESHNG .. ..uuuiiiieeereiiiiiiiiiii et ee e e e e e e e s e e e e eeeeaeas 27



Understanding Test AUtOMALION FramMEWOTKS ... .....ooiiiiiiiieiiiiiiee ettt e e et e e e st e e s abbeeeeesanes 27

Effective Methods of Test Automation - An ROI Based APProach .........coocuviiiiiiiiiiieiiiieee e 28
Advanced Concepts iN TESTAULOMATION ......ciiiuiiiieiiiiii ettt e e et e e e e e e bb e e e e s bbe e e e e bbbt e e e e nnnaeas 28
BOrIand SilK V8.0 BEGINNET ... .ueiiiiiiitiite ettt ettt ettt e e e ottt e e e et b et e e a4k b b et e e e aabb et e e e et be e e e e e anbbeeeeeabbaeeeenane 29
Compuware Test PartNer V6.0 BeOINNEI..........iiiiiiieiiie ettt e e et e e st e e e s aneeneeas 29
Fundamentals of Rational Robot & Rational TESt MANAGET..........coiuuiiiiiiiiiiie et 30
IBM Rational Clear QUESE V7.0 BEOINNET........oiuuuiiieiiiiie ettt ettt e et e e e et e e e e st e e e e bba e e e e e nnnaeas 30
IBM Rational Functional TeSter V7.0 - BEOINNET ........uuiiieiiiiiee ettt ettt e et e e e e e nnaeas 31
IBM Rational TeSt Manager - BEOINMNET.........cciiuiiiieiiiiiiee ettt e et e e e e st e e e e s bt e e e e e snbbe e e e e anees 31
HP Load RUNNET V8.0 BEOINNET ... ittt ettt ettt e e ekttt e e e et bt e e e e aa bt et e e e ebbe e e e e s snbaneeaeaas 32
O IqTeT ol = a (o] g R (o R LS g =T ox (o PP UP PP 32
HP QUALILY CENEEE - BEGINNET ..ottt e ettt e e oottt e e e e b bt e e e e s bb et e e e s aae e e e e e anbbeeeeeanbbaeeeenane 33
HP QuUAlity CeNtEr - AQVANCEU. ..ottt ettt e e sttt e e e e et b et e e e s bb et e e e e aabb et e e e e abbe e e e e s anbbneeeeaas 33
HP QUICK Test ProfeSSIioNal - BEGINNET ........eiiiiiiiiiii ettt et e e e st bt e e e s et b e e e e ssbae e e e s abbneeeesanes 34
HP Quick Test Professional - AQVANCEA ..........uuuiiiiiiiieeee ettt e e s et e e e e e e s s s st eeeae e e s e s ennsantneeeeees 34
HP WiINrunNer V9.0 - AGQVANCEA .........ueiiiiiiiiiiie ettt etttk e ettt e e e ekttt e e s et bt e e e e abbbee e e anbb e e e e e sbbneeeenane 35
HP WINTUNNET V.0 BOOINMET ....eeiiii ittt ettt e ettt e e oottt e e o4k bt e e e e aa bbbt e e e e an bt e e e e aabaeeeeesbbneeeenane 35
IBM Rational RODOT - BEOINNET ... ..eiiiiiiiiiiie ettt ettt e ettt e e e et bt e e e e st e e e anb e e e e e e nba e e e e e nnnbeas 36
IBM Rational RODO - AGVANCED ........ooiiiiiiiiieiiiiii ettt e et e e st e e e st e e e e e sba e e e e e nnnaeas 36
Software Test Management

Adile SCRUM PractitioNer TIAINING . ...c.iuuieie ittt ettt e ettt e e e e ettt e e e e st b e e e e anbb e e e e e s anbeeeeeeannbes 38
Agile SCRUM MASEET TIAINING. ......tteiieeiitieee ettt ettt e e sttt e e e e st b et e e e e bbbt e e e e as b b e e e e anbbeeeeeaasbeeeeeennnbeas 38
Agile Test Strategies and MaNAGEIMENT........coiiiiiii ittt a bt e e e et e e e e e s e e e e e s nnbeeeeeennaeas 39
Practical EStimation Of TESHNG PrOJECES........uiiiiiiiiiiie ittt e et e e e st e e e s abb et e e e s snbaeeeeean 39
SOftWAre RISK MANAGEMENT ... .ueiiieiiieiii ettt e e e sttt e e o bttt e e s e bbbt e e e s aba e e e e s anbbe e e e s aaneeeee s 40
NI QY = T F= T [T 4 =T 0| PR P PP PRPTTPPPRN 40
Process Improvement

Boot Camp for SOftWAre QUAIILY ..........eeeeiiiiii ettt e e e st e e e s st e e e s aaba e e e e e abbaeeeesanes 42
Software QUANLY BOOT CaBMP ......uiiiiiiiiiiiie ettt e ettt e e s sttt e e skttt e e e abb et e e e sbba et e e s asbbbeeesanneeeeens 42
(@Y= AV =T (o I @ 1Y 1 R PP TRPPPPI 43
SEISMs Authorized Course on Introduction to CMMI® ........................................................................................ 43
&1V Y T [T o1 (=T g =T a1 = Lo ] L PP 44
COPC-ZOOO® STANUAIT OVEIVIEW ...ttt ettt e e skttt e e e bbbt e e s aabb et e e s e bb et e e s anbbb e e e nnnbneeee s 45
COPC® Certified Registered Coordinator TraiNING.........eeieiiiiiieeeiiiiee et e st e e et e e e s sbbeeeee e 45
(D= CoTo e =3V =T 01 (o] o PR PP PRPTTPPPRT 46
Defining and UsiNg SOftWare STANUAITS ........cooiiiiiiiiiiiiiii et ettt e e st e e s sbbeeeeesaaes 46
Demystifying High Maturity - The StatiStCal WAY ...........ueiiiiiiiiiiceii ettt e 47
Design for Reliability - AppliCatioNS IN SOFWAIE .......coiiiiiiiiiiiii et 47
T aThe=T o = T o1 oo TP PR PPPPRPTTPPPRT 48
OVErVIEW 0 1SO 9001 1 2000 .....eeeeeeiiuttieieeiaitteee e sttt e e et bt e e e st et e e e e s bt et e e e s aabe et e e e e bbbt e e e s ek b b et e e abbn e e e e s nbbe e e e e anneeeee s 48
Quantitative ProCeSS MaNBUEMENT ........eiiiiiiieiie ittt e et e e sttt e e sttt e e s e b b et e e e asbeee e s sbbe e e e s anbreeeeas 49
SOTIWAIE SIX SIGIMA .. eee ettt ettt e oottt e o4 a bttt e e o4k e et e oo aa b bttt e o4k bt et e e e 1kt e e e anbbs e e e e s anbbn e e e e s nneneee s 49
SiX SIGMa Green Belt TrAINING .....eeeeiiiiiiieeiiiii ettt e ettt e e s bbbt e e s s bbbt e e e sbba e e e e s anbbb e e e s snneeeeens 50
SIX SIGMA YEIOW BEIE..... ettt e ettt e e s a bbbt e e e e bttt e s e bbbt e e e s nbb bt e e e s nneeeee s 50
SiX SIgMa BIACK BIE TTaINING. ... .eeeieiiiiiiie ettt ettt e e et bbbt e e e s bbb et e e bt et e e e s anbb b e e e e snneeeaeas 51
SixX Sigma ChamPIONS TIAINING ....eeeeiitiiiiee ittt e bt e e e st be et e s o bt et e e e s aabb et e e e sabaeeeesanbbeeeesanneeeeess 51
SIX SIGMA TrAIN The TIAINET ...ttt et e e e okt e e e s e bbbt e e s bbbt e e e s n bbb e e e e snneeeee s 52
Statistical Techniques for Software Process ManagemMeENt...........uiiiiiiiiiieiiiiiii et 52
Using Measurement For Improving Quality, Productivity and Customer Satisfaction ..........ccccccccveeviiiiiciiinnnnnnn. 53
Business Process Improvement

B0oOt Camp fOr BUSINESS ANAIYST .......viiiiiiiiiiii ettt e e bttt e e e et bt e e e s ahb bt e e s anba e e e e e abbeeeeesanes 54
Defining and Validating REQUIFEIMENES .......eiiiiiiiiiiie ettt ettt e ettt e e e et b e e e e s sbe e e e s abbeeeeesanes 54
Design & Implementation Of SOftWAIre SYSTEMS ......coiiiiiiiie et e e e aaes 55
Essential ReqUIreMentS MBNAGEIMENT. .........uiiii ittt e et e e e s s bb et e e e s bbb e e e e s sbeeeesabbeeeeesanes 55
Yozt g T To I o F= Vo o1V PSP UP PP 56

Yo 1011V V= L1 0= o1 1T L PSSR 56

n
(@)
=
=
]
=
O
(@)
g
=
©
—
I_




n
(@)
=
=
]
=
O
(@)
g
=
©
—
I_

WIriting Testable REQUITEIMENTS . ......ooi ittt ettt e e e e e e s e s e bbbttt e e e e e s e et bbb e e eeaaaaeeaaaas 57

Software Test Process

Defect Prevention - ProCeSS APPIOACK. .........uuiiiiiiii ettt e e e e e e et e e e e e e e e e nnnbebeeeeeeas 58
PEEI REVIBWS ...ttt ekttt e oo bt e e oo aE et e o4k b et e e o4 oa b et e e e ek b e e e e e b e e e e e aaE e e e e e a e e e e e e 58
SOMWAIE TEST IMEBLIICS ...ttt ettt e ookttt e e et e e a4kttt e e ek et e e e e et e s e e e e nnnneeee s 59
TeSt ProCess IMPIOVEMENT........oiuiiiiiiiiiiii s bbb 59
VEV - A CMMIAPPIOBCK ...ttt e ookt e e e e bt e e e ek et e e e e e e e e s bt e e e e s e e e e e s 60
Performance Enhanecement

EffeCtive PEOPIE IMBNAGEIMENT ......oiiiiiiiieii ittt et e e e e e oo bbbttt e e e e e e e e s e s bbb b bbbt et e aaaeeeeeaannnnnenees 61
High Performance Management Techniques Training USiNg SiX SIGMa.........uuuiiiiiiaaiiiiiiiiiiiieeee e 61
MELrCS BASEU MABNAGEIMENT . .....uuiiiiiiieiee ettt e e ettt et et e e e e e e e o e h b b bbb bttt e e e ae e e e e s e abbbbbeeeaaeeesaaannnbnbeeeeeeas 62
QUAIILY MABNAGEMENT .....eeiiiie ettt ettt e e e e e e 4o e o e b bt be e et et ee e e e e e oo s b a b b e be e et e e e e e e nnbbbbbbeeeeeaaaeeeaeaannnne 62
RESOUICE IMBINAGEIMENT ...ttt e oot e e e e e e e e et e ee ettt et eeeeeeebebab e o e e e e e e aa e e e e e aeeeeaeaeaeeeeennnnes 63
IT Service Management

ContinUal SEIVICE IMPIOVEMENT ... .uuiiiiiiiieee ettt e oottt e e e e e e e e e e e e bbb b e e be e et e e aeaesaaaanbesaeeeaaeaaeesaaaannnne 64
INtrodUCtioN 10 SO 20000........ceeeiiiiieie ettt e et e et e e e ekt e e e e sk et e e e e a b et e e e e e e e e e e b e e e e e e e e e e e 64
HEIP DESK ANGIYST ...ttt oottt ettt e e oo o4 4 a e a e bbbttt et e e e e e e e e e ehbbbe bt e e e e e e e e e e e e e nnbbebneeeeeas 65
HEIP DESK BESE PraCHiCES ......itiitieieiiee e e ettt ettt oottt ettt e e e e e oo e ha bbbttt et e e e e e e e e e sa bbb e e e e e e aeeeeaeannbbnbneeeeeas 65
ISEB Certificate in Configuration, Change and Release Management ...........cooouiiiiiiiiiiiiieee e 66
ISEB Certificate in SeCUrity MaNAGEMENT .........iii ittt e e e e e e s b bbb et e e e e e e e e e e e s e snbbbsbeeaaeaaaaas 66
[ (o (o R a g o] =T o4 T=T oL o I | PP PP PP P P PPPPPPPUPRPP 67
ITIL™ FOUNMALION COITIFICALE ......ciiiriiie ettt et e e e e e e st e e s e st et e e e b e e eanneas 68
ITIL® v3 Foundation Bridge (Version 2 t0 VEISION 3)......cc.uuuuiiiiiiiiiieaiai ittt e e e e e e e eee e 68
ITIL® v3 Manager Bridge (Version 2 t0 VEISION 3) ......uuiiiiuiiiiaiiiiiie ettt et e s 69
ITIL™ INfrasStruCtUre IMBNAGEMENT. ...ttt e ettt e e e e e e e e ettt ettt e e e e e e s e s e abbb b e e et eeeaeeeaesabbsbneeaaaaaaaeaaan 69
Change Management PraCtliONEN .............ou ittt e e e e e e e e et e e e e e e e e e e s beaeeeeaaaeaeeaeannnnnes 70
Problem Management PraCtiliONer ...........ooo.uiiuieiiii ettt e e e e e e e e s e bbb e e e e e e e e e e e snnbbnbeeeeeeas 70
Service Desk & INCIAENT MANAGEIMENT .......iuriiiieiiieiie ettt et e e s e e e s s e e e a e e e s aanneeees 71
SErVICE LEVEI MABNAGEIMENT ... .iiiiii ettt etttk e e e e et e e e et e e e ek et e e e e bt e eease et e e s s e e e e e e nnnneeee s 71
ITIL® Y=tV Tot 1Y = T F= o = TSP PPPPPPTT 72
IS oV ol SIS U] o] o o] ¢ ST TP PP PPPPPPPUTTPN 72
[T SEIVICE DBIIVEIY ...ttt e e oo oo oo b bbbttt e e e e e e e e e o bbbt e et e e e e e e s e e e nnbbbbaeeeeeaaeeeaaas 73
[T SEIVICE CONTINMUILY ...ttt et e ettt et e oo e oo oottt ettt e e e e e e e o e ok h bbbt bttt e e e e e e e e e e s nb b b be et e e e e e e s aaassnbbbbneeeaaaaaaeaaas 73
Managing ACIOSS the LITECYCIE ......eeeiiiiei ettt e e e e e e e e e e e e e e e e e anbbe e e eeeeas 74
Operational SUPPOIt NG ANGIYSIS .......eiiiiiieei ettt e e e e e e e e s bbbt e ettt e e e e e e s e s aabbsaeeeaaaaaeeaaeaannnne 74
Planning and Implementation TeChNIQUES fOr ITSM ..ottt 75
Planning, Protection and OPLIMIZATION ............uuuiiiiiiiieeaii ittt et e e e e e e e et bbbt ee e e e e e e e annbbnbeeeeeeas 75
REIEASE MANGGEIMENT ... .ottt oo oottt e et e e e e oo o e ah e bbbttt et e e e e e e e e e aanbbe e e eeaaaeaeeeaannbbnbneeeeeas 76
Release, Control and ValIJATION ...........ooiiiiiiiieiiie ettt e et e e e st e e e s san e e e e e nnnneeeenaan 76
Y= TV Tod Sl B =T T [ o PP PPPRTRP 77
Service OfferiNgS N0 AQIEEIMENTS .......uiiiii ittt ettt e e e e e e e e e s e e bbb e ettt et e eaeaesaaaabsaeeeaaaaaaaaaaaannnnne 77
Y= TV (ol @] o 1T =i o] o PP PPPPURTTR 78
ST gV oI I =T o IS o o TP TP PP PP PP PPPTP 78
Human Capability Management

Change Management & LEAUEISIIP ... ... i ittt e e e e e e s et e e e e e e e e e e e annneees 80
Overview t0 People CIMM ™ ... bbb 80
SEISM Authorized Introduction to People CMM® e 81
Innovation Management

INnovation WOrksShop fOr BEGINNETS .........uuiiiiiiiiiieee ettt e e e e e e et e et e e e e e e e e sabbbbbe e e e e eaaaeeaaas 82
Disruptive Innovation-Leading Product DeVEIOPMENT ............uuiiiiiiiiiiiiiiiie it 82
Process INNOVALOr REIIEAL...........uuiiiiiiiiiiii e e e 83
Innovation using I-TRIZ Inventive Problem SOIVING.........uuiiiiii et 84
Operating System for INnnovation USING I-TRIZ........... e 84

Strategy to Execution Using BalanCed SCOIECAIT..........ouiiiii ittt e e e e e 85



Aligning Performance Using BalanCed SCOIECAIT. ..........uuuuiiiiiiiiiiiiiiiiiee et e e e e e e 85

Project Management

Core Project ManagemeEnt CONCEPLS ......ciiaaii ittt e e e e ettt et e e e e e e e e s e bb bbb ettt e e e e e e e e s s e s nbbbbeeeeaaaaesaeannnnnnes 86
Enterprise-wide PM Using MS Project Server 2003...... ... ittt e e e et ee e e e e e e e e e senbanbeeeeeeas 86
Essential RequUIreMentS ManNAgEIMENT............uiuiiiiiiiiee ettt e e e e et e e e e e e e e e e e s s e abb bbb e e e e eea e s e e annnbbnbeeeeeeas 87
Essential Software ProjeCt Man@gQEIMENT...........uu ittt e e e e e e e bbb e e e e e e e s e e annbbe e eeeeeas 87
IMPIEMENTING IMETICS PrOGIAM. ... ittt e ettt et e e e e e s e e s bbb b e e et e e e e e s e e nsabbbbeeeeeaaaeaeaaas 88
PMP EXamination REVISION COUISE.......cciitiiiieiiitieeee ittt e ettt e e ettt e e s ettt e e e et b et e e e st et e e e s aan e et e e s abbe e e e e s nnaneeeeaas 88
PMP® COoNtACT TralNING PrOGIaIM. . ..o ittt e e ettt e e e e e e e e s s b bbb e e et e e e e e e e e e s e e asnnbbbbneeeaaeaeas 89
PRINCE2 Foundation and PraCliliONET ...........coiiueiiiiiiiiiiee ettt et e et e e e e s e e e s anreeeeenaans 89
Project ManagemMENTt PLUS ... ittt ettt et e e e e e ook b ettt e e e e e e e e s s bbb b bt e e e e e e e e e e annbbnbneeeeeas 90
Project Management through Microsoft Project 2003 ............uueiiiiiiiiiiaiiiiiie e e e eeee s 90
Project Management through Microsoft ProjeCt 2007 ............ueeeiiiiiiiiiaiiiiiitie e eee s 91
Quantitative ProjeCt MaN@QEIMENT .........u ittt ettt e e e e e e e e e et b bbb ettt e e e e e e s e e aanbeaeeaeaeaaaeeaeaannnne 91
Software Configuration MaNAGEMIENT ........ceei ittt e e e e e e e s bbb et e eeeaeaaaaaaanbbbbbseeeeaaaaeaannnnnne 92
Software Estimation EMPhaSiZiNng FPA ...ttt e e e e e s e e e e e e e e e e nanees 92

0L 10T T (ST VLS (=TT 93

n
(@)
=
=
]
=
O
(@)
g
=
©
—
I_




sBbuuayo bulures)




CAST Certification Exam Prep

A Three-Day Workshop

Workshop Overview

As the IT industry becomes more competitive, the ability for
management to distinguish professional and skilled individuals in
the field becomes mandatory. CAST Certification demonstrates
a foundation-level understanding of quality testing principles and
practices.

Acquiring the designation of Certified Associate in Software Testing
(CAST) indicates a professional level of competence in the principles
and practices of software testing in the IT profession. CASTs become
members of an acclaimed professional group, receiving recognition of
their competence by business and professional associates, and are
afforded potentially more rapid career advancement.

Workshop Benefits

This foundation-level certification ensures that the fundamental
principles, concepts, and practices of software testing is understood
as demonstrated by successful completion of an examination. This
certification requires a combined education and/or work experience

totaling three years.

Workshop Content
« Software Testing Principles and Concepts
¢ Building the Test Environment

» Managing the Test Project

e Test Planning

» Executing the Test Plan

» Test Status, Analysis and Reporting

» User Acceptance Testing

» Testing Software Developed by Outside Organizations

» Testing Software Controls and the Adequacy of Security Procedures

» Testing New Technologies

Who Should Attend

Those individuals who desire a position in the IT industry as a software

tester and who meet one of the following:

» A3year degree or 4 year degree from an accredited college-level
institution

» A2 year degree from an accredited college-level institution and 1
years experience in the information services field

» Three years experience in the information services field

CSTE Certification Exam Prep

A Five-Day Workshop

Workshop Overview

This training program is designed to help software testing professionals
prepare for the Certified Software Tester (CSTE) certification
examination. However, this program does not “teach the test.” The
course will thoroughly cover the software testing “concepts” to enhance
understanding for those professionals interested in software testing.

The complete training program typically encompasses five days of
training. The initial three days training is devoted to discussing the
concepts of software testing. Normally, at least a 60 to 90 days interval
is scheduled followed by the final two-days training program. This latter
program is devoted to understanding the CSTE examination process.

It begins with a brief review of the technical concepts presented in the
initial program. This is followed by actual practice examinations for each
of the four parts of the exam. The examination includes two objective
type tests and two short subjective answer type exams. A review of
typical examination questions and responses will be undertaken.

It must be emphasized that the questions presented in these sample
tests are merely practice questions. These are not to be construed as
the actual test questions to be encountered by the applicant during the
formal CSTE examination.

Workshop Benefits

The completion of this workshop along with the necessary practical
experience and related resource familiarity will help prepare the
participant for the CSTE examination. Due to time limitations, this
course is not intended to cover every component of the CBOK in great
depth.

Workshop Content

Part 1 (3 days)

o Software Testing Principles and Concepts

» Building and Managing the Testing Environment

» Software Test Planning

« Executing the Test Plan

* Test Reporting Process

» User Acceptance Testing

« Testing Software Developed by Outside Contractors and
e Testing Internal Controls

« Testing New Technologies

Part 2 (2 days)

» Examination Review Process and Practice Examinations

Who Should Attend
Software Quality and Test professionals who are planning to sit for the
CSTE examination

Note

It must be emphasized that the questions presented in these sample
tests are merely practice questions. These are not to be construed as
the actual test questions to be encountered by the applicant during the
formal CSTE examination
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ICMST Certification Exam Prep

A Four-Day Workshop

Workshop Overview

The Certified Manager of Software Testing (CMST) certification
establishes a worldwide standard for the assessment of the capabilities
and competencies of software testing professionals that are working at,
or soon will work at, the software testing management level.

Acquiring the designation of Certified Manager of Software Testing
(CMST) indicates a level of professional competence in both the
principles and practices of software testing, demonstrating the skills
and capabilities necessary to manage the software test function. CMST
certification provides IT upper management a necessary tool to predict
the likelihood of success of individuals applying for management level
positions. The CMST certification provides the IT professional with an
objective assessment of their management skills.

Workshop Benefits

Upon completion of this certification program the passing participants
will be able to support the needs of information technology testing
managers by providing certification of their supervisory and leadership
skills as advanced level professionals within the software testing
discipline.

Workshop Content

The workshop prepares the participants to write the exam which
examines the candidate’s “practical” knowledge in the following four
areas:

¢ 1. Test Management

e 2. Test Analysis

e 3. Test Planning and Execution

e 4. Communications and Relationships

Who Should Attend

* Those who wish to sit for and meet the CMST certification exam
requirements

* Any software testing professional who meets one of the following:

» Abachelor’s degree from an accredited college-level institution
plus a minimum of four years experience in the software testing
field, or

» An associate degree plus a minimum of six years of experience
in the software testing field, or

» Eight years of experience in the software testing field.

CASQ Certification Exam Prep

A Three-Day Workshop

Workshop Overview

This foundation-level certification ensures that the fundamental
principles, concepts, and practices of software quality assurance

is understood as demonstrated by successful completion of an
examination. This certification requires a combined education and/or
work experience totaling three years.

Workshop Benefits

Acquiring the designation of Certified Associate in Software Quality
(CASQ) indicates a professional level of competence in the principles
and practices of quality assurance in the IT profession. CASQs become
members of an acclaimed professional group, receiving recognition of
their competence by business and professional associates, and are
afforded potentially more rapid career advancement.

Workshop Content

e Quality Principles and Concepts

* Quality Leadership

e Quality Baselines (Assessments and Models)
e Quality Assurance

* Quality Planning

« Define, Build, Implement and Improve Work Processes
¢ Quality Control Practices

e Metrics and Measurement

« Internal Control and Security

¢ OQutsourcing, COTS and Contracting Quality

Who Should Attend

Those individuals who desire a position in the IT industry as a software

tester and who meet one of the following:

* A3year degree or 4 year degree from an accredited college-level
institution

* A2 year degree from an accredited college-level institution and 1
years experience in the information services field

« Three years experience in the information services field




CSQA Certification Exam Prep

A Five-Day Workshop

Workshop Overview

This training program is designed to help software quality analyst
professionals prepare for the Certified Software Quality Analyst (CSQA)
certification examination. However, this program does not “teach the
test.” The course will thoroughly cover the software quality “concepts” to
enhance understanding for those professionals interested in becoming
proficient as a software quality analyst.

The complete training program typically encompasses five days of
training. The initial three days training is devoted to discussing the
concepts of software quality. Normally, at least a 60 to 90 days interval
is scheduled followed by the final two-days training program. This latter
program is devoted to understanding the CSQA examination process.

It begins with a brief review of the technical concepts presented in the
initial program. This is followed by actual practice examinations for each
of the four parts of the exam. The examination includes two objective
type tests and two short subjective answer type exams. A review of
typical examination questions and responses will be undertaken.

Workshop Benefits

The completion of this workshop along with the necessary practical
experience and related resource familiarity will help prepare the
participant for the CSQA examination. Due to time limitations, this
course is not intended to cover every component of the CBOK in great
depth.

Workshop Content
Part 1 (3 days)
* Software Quality Principles
e Quality Leadership
¢ Quality Baselines
¢ Quality Assurance
¢ Quality Planning
« Define, Build, Implement and Improve Work Processes
¢ Quality Control Practices
¢ Metrics and Measurement
« Internal Control and Security
e Outsourcing, COTS and Contracting Quality
Part 2 (2 days)
» Examination Review Process and Practice Examinations

Who Should Attend
Software Quality Analyst professionals who are planning to sit for the
CSQA examination

Note

It must be emphasized that the questions presented in these sample
tests are merely practice questions. These are not to be construed as
the actual test questions to be encountered by the applicant during the
formal CSQA examination

CMSQ Certitication Exam Prep

A Two-Day Workshop

Workshop Overview

Acquiring the designation of Certified Manager of Software Quality
(CMSQ) indicates a level of professional competence in both the
principles and practices of software quality assurance, demonstrating
the skills and capabilities necessary to manage the software quality
assurance function. CMSQ certification provides IT upper management
a necessary tool to predict the likelihood of success of individuals
applying for management level positions. The CMSQ certification
provides the IT professional with an objective assessment of their
management skills.

Workshop Benefits

Upon completion of this certification program the passing participants
will be able to support the needs of information technology testing
managers by providing certification of their supervisory and leadership
skills as advanced level professionals within the software quality
assurance discipline.

Workshop Content

The workshop prepares the participants to write the exam which
examines the applicant’s “practical” knowledge in the following four
areas:

1. Quality Leadership

2. The Quality Assurance Function

3. Quality Planning and Execution

4. Communications and Relationships

Who Should Attend

Those who wish to sit for and meet the CMSQ certification exam

requirements

« Any software quality assurance professional who meets one of the
following:

* Abachelor’s degree from an accredited college-level institution
plus a minimum of four years experience in the software quality
assurance field, or

* An associate degree plus a minimum of six years of experience
in the software quality assurance field, or

» Eight years of experience in the software quality assurance field.
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|CABA Certification Exam Prep A Three-Day Workshop

Workshop Overview

The need for improved and more reliable information transfer calls

for Software Business Analyst professionals who can effectively
bridge the knowledge and language gap between the business and IT
communities. Certification is recommended as a means to define the
Common Body of Knowledge for the practice of business analyzation,
and evaluate an individual’s ability to apply that knowledge to practice.
Acquiring the designation of Certified Associate Software Business
Analyst (CABA) indicates an foundation level of competence in the

principles and practices associated with the business analyst profession.

Workshop Benefits

The completion of this workshop along with related resource familiarity

will help prepare the participant for the CABA examination. Due to time
limitations, this course is not intended to cover every component of the

CBOK in great depth.

Workshop Content
* Business Analyst Principles and Concepts -
¢ Management and Communication Skills

» Define, Build, Implement and Improve Work Processes

» Business Fundamentals

* Requirements

» Software Development Processes, Project and Risk Management
» Acceptance Testing

» COTS Software and Performance Based Contracting

» Business Partner and Customer Support

Who Should Attend

Those individuals who desire a position in the IT industry as a software

business analyst and who meet one of the following:

» A3year degree or 4 year degree from an accredited college-level
institution

» A2 year degree from an accredited college-level institution and 1
years experience in the information services field

» Three years experience in the information services field

CSBA Certification Exam Prep

A Five-Day Workshop

Workshop Overview

The need for improved and more reliable information transfer calls

for Software Business Analyst professionals who can effectively
bridge the knowledge and language gap between the business and IT
communities. Certification is recommended as a means to define the
Common Body of Knowledge for the practice of business analyzation,
and evaluate an individual’s ability to apply that knowledge to practice.

Acquiring the designation of Certified Software Business Analyst (CSBA)

indicates a professional level of competence in the principles and
practices associated with the business analyst profession.

Workshop Benefits

The completion of this workshop along with the necessary practical
experience and related resource familiarity will help prepare the
participant for the CSBA examination. Due to time limitations, this
course is not intended to cover every component of the CBOK in great
depth.

Workshop Content

e Business Analyst Principles and Concepts -

¢ Management and Communication Skills

» Define, Build, Implement and Improve Work Processes

¢ Business Fundamentals

¢ Requirements

* Software Development Processes, Project and Risk Management
« Acceptance Testing

e COTS Software and Performance Based Contracting

* Business Partner and Customer Support

Who Should Attend
Professionals who are planning to sit for the CSBA examination

Note

It must be emphasized that the questions presented in these sample
tests are merely practice questions. These are not to be construed as
the actual test questions to be encountered by the applicant during the
formal CSBA examination




CSPM Certification Exam Prep

A Three-Day Workshop

Workshop Overview * Business Requirements %
The need for improved and more reliable Software Project Management ~ * Status Reporting and Measurement C
calls for professionals who can effectively design, manage, test, and * Software Development Processes —
monitor the status of software projects. This certification preparation * Verification and Validation QO
workshop is recommended as a means to define the Common Body * Software Environment/Tools =
of Knowledge for the practice of software project management, and + Configuration Management O
evaluate an individual’s ability to apply that knowledge to practice.
Who Should Attend =)

Workshop Benefits Software project management professionals who are planning to sit for E
After attending this workshop the attendee will be able to better: the CSPM examination or those individuals who wish to expand their (-
» Define the tasks (skill categories) associated with software project knowledge of the software project management discipline. 8

management activities in order to evaluate skill mastery. o
» Demonstrate an individual’s willingness to improve professionally. Note I_
* Acknowledge attainment of an acceptable standard of professional It must be emphasized that the questions presented in these sample

competency.
* Aid organizations in selecting and promoting qualified individuals.
* Motivate personnel having software project management
responsibilities to maintain their professional competency.
» Assist individuals in improving and enhancing their organization’s

tests are merely practice questions. These are not to be construed as
the actual test questions to be encountered by the applicant during the
formal CSPM examination

software project management programs.

Workshop Content

» Principles of Software Project (Mandatory)

* Risk Management

* People Management (includes Communications)
» Schedule and Budget Management

* Project Control

Certified BPO Quality Analyst (CBQA) S
— A Three-Day Workshop O
©
Workshop Overview Operations, Processes for a BPO Organization - Quality Control (&)
QAIl and NASSCOM's Executive Development Program present Practices y—
certification programs for developing front-line management in ¢ Quality Monitoring =
the Information Technology Enabled Services - Business Process + Design: Form, Methodologies, Sampling- Execution: Scoring, B
Outsourcing (ITES-BPO) Industry. To sustain growth and performance, Calibration, Feedback- Analysis: Trends, Systemic Issues
the ITES-BPO industry needs to continue focusing on processes and * Quantitative Methods o
people. The key gap being faced by ITES-BPO organizations is at the + Data Collection- Data Integrity- Data Analysis
front-line management level - the most critical one being the low level * Structured Improvement
of expertise in managing and sustaining an ITES-BPO operation. Also, * ldentifying Improvement Areas - Process Mapping and Redesign-
the changing profile of the work being outsourced has put additional Root Cause Analysis - Finding Solutions- Project Management
demands on the front-line management. They are increasingly expected - Change Management
to play an important role as change agents to align the operations to ¢ Quality Standards and Certification
the customer requirements. The certification programs include training, * Overview- Quality Models and Quality Assessment- Comparisons
expert sessions followed by an exam/assessment. & Successful Implementation Methods
Workshop Benefits Who Should Attend
« Understand importance of Quality, role of Quality Function and the The workshop is intended for:
Standards & Certifications available » Executives/Associates
* Comprehend how to design and deploy Quality Monitoring + Quality Analysts
¢ Lead and manage Analytics and Process Improvement  Laterals aspiring to be Quality Analysts
¢ Imbibe best practices
* Increase readiness to apply learning ‘on the job’ immediately
Workshop Content
This course will help participants address the skill gaps pertaining to:
¢ Quality: Principles & Practices
¢ Principles of Quality - Quality Management/Leadership-
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Certified BPO Team Leader
Level 1 (CBTL-1)

A Three-Day Workshop

Workshop Overview

QAIl and NASSCOM's Executive Development Program present
certification programs for developing front-line management in the
ITES-BPO Industry. To sustain growth and performance, the ITES-BPO
industry needs to continue focusing on processes and people. The

key gap being faced by ITES-BPO organizations is at the front-line
management level - the most critical one being the low level of expertise

in managing and sustaining an ITES-BPO operation. Also, the changing °

profile of the work being outsourced has put additional demands on
the front-line management. They are increasingly expected to play an

important role as change agents to align the operations to the customer °

requirements. The certification programs include training, expert
sessions followed by an exam/assessment.

Workshop Benefits

* To Understand principles of managing Operations, People, and

* SLA and Productivity Management

* Dynamic Floor Control-

« Data Analysis

» Specifics of Voice (In and Outbound), e-mail, chat & Transaction
Processing

* Managing Absenteeism

* Time Management

Quality Management

» Basics of Monitoring-

* Basic Improvement Tools

People Management

» Leadership role

» Performance Review

» Feedback and Coaching

Who Should Attend

Quality .
e Learn how to manage using metrics
» Acquire skills to manage the floor on a day-to-day basis

Team leaders wanting to upgrade their skills
» Executives/Associates aspiring/selected for becoming Team leaders

Certification

» Understand the relationships between planning, people, processes
and performance
* Increase readiness to apply learning ‘on the job’ immediately

Workshop Content
This course will help participants address the skill gaps pertaining to:
» Operations Management

¢ Understanding Metrics

» People aspiring to move into the industry and those who wish to be

part of Appraisal Team will find it very useful.

Certified BPO Team Leader

Level 2 (CBTL-2)

A Two-Day Workshop

Workshop Overview

QAIl and NASSCOM's Executive Development Program present

certification programs for developing front-line management in the °
ITES-BPO Industry. To sustain growth and performance, the ITES-BPO
industry needs to continue focusing on processes and people. The

key gap being faced by ITES-BPO organizations is at the front-line
management level - the most critical one being the low level of expertise

in managing and sustaining an ITES-BPO operation. Also, the changing
profile of the work being outsourced has put additional demands on

the front-line management. They are increasingly expected to play an
important role as change agents to align the operations to the customer °
requirements. The certification programs include training, expert

sessions followed by an exam/assessment.

Workshop Benefits

Understand principles of managing Business and using Technology

e Acquire advanced skills for Operations, People and Quality
management

e Get prepared for a larger managerial role

* Increase readiness to apply learning ‘on the job’ immediately

Workshop Content
This course will help participants address the skill gaps pertaining to:
e Business Management

e Industry Structure and Dynamics

e Strategic Context

» Client Relations

* Regulatory Environment
Operation Management

*  Work Force Optimization

» Blending Transactions

*  Queue Management

» Retention Strategies

» Customer Satisfaction

* Process Audits

e Planning

Quality Management

* Managing Quality Monitoring
e Improvement

e Minimizing Variation
People Management

* Mentoring

* Training and Development
* Team Building

» Retention

Technology

» CTI, ACD, Dialers, and Work Flow systems
e Call Loggers

Who Should Attend
People who have completed CBTL-1




_|Certification Program

Ideation TRIZ IPS Practitioner

A Three-Day Workshop

Workshop Overview

This workshop provides participants with the knowledge and skills
necessary to resolve complex inventive problems using the Innovation
Work Bench (IWB) software. During the workshop, participants will
address a real-world technological problem key problem from their
function / domain and walk out with a solution for the same. The post-
training project entails completing the full Ideation Process for the
selected problem.

Workshop Benefits

This workshop will help participants:

« Develop a Breakthrough Solution to a key problem.

« Ability to think differently in terms of viewing, analyzing and resolving
a problem, as well as an overall increase in creative abilities

* Increase their ability to undertake I-TRIZ projects in the organization

e Learn about I-TRIZ analytical tools - Analytical tools are used to
document and model problems in order to reveal directions in which
to look for innovative solutions.

e Gain familiarity with the I-TRIZ Methodology and Innovation Tools.

Workshop Content
e Overview to I-TRIZ Methodology and Process

¢ |deality / Resources

¢ Psychological Inertia

« |dea Generation / Secondary Problems

¢ System of Operators

¢ Analogic Thinking

« Demonstration and working with the I-TRIZ Tool
* |-TRIZ overview and fundamentals

¢ TRIZ, I-TRIZ, and the I-TRIZ System
* |-TRIZ fundamentals
« ldeality and resources
* ldeation Brainstorming
» Understand the Ideation Process
e Learn how to work with the Ideation Brainstorming software
e Learn about the system approach
« Understand what happens when system elements are changed
* Learn how to define objectives using the system approach
* |-TRIZ approach to Problem formulation and working on a Real World
Project(s)
» Prioritization of Directions and Idea Generation
* Developing Concepts
e Evaluating Results
» Tasks, Directions & Operators
* Learn how to formulate tasks based on a functional model
e Learn about Directions and Operators
» Case studies Ideality & Resources
* See examples of how the concepts of ideality and resources are
applied in I-TRIZ to solve problems.
* Understand how local ideality affects the problem-solving

process.

Who Should Attend
Anyone wishing to receive Inventive Problem Solving (IPS) Practitioner
certification*

*After completing the project the participants will receive certification as
an IPS Practitioner
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Induction Program for

A Twenty-one-Day Workshop

Software Testing

Workshop Overview

Software products are built using a software process, and errors

get introduced during the process for various reasons. The errors

that are not detected and fixed during the software process reach
customers and are called ‘defects’. The success of any project depends
on the testing done on it. Testing ensures that these defects are
detected before it reaches the customer. This course ensures that the
participants get to understand and thoroughly learn all the principles,

methodologies, techniques and processes followed in Software Testing.

Workshop Benefits

After the completion of the course, the participants would be able to:

» Understand the principles of good testing

» Understand the steps involved in test case design, test planning and
Execution

* Understand the metrics for study of testing activities

« Understand and apply the concept of defect management

Workshop Content

 Introduction to Software Testing

e Test Planning

» Test Case Design — Black Box Testing
» Test Case Design — White Box Testing
e Test Case Writing

» Test Execution and Error Reporting

« User Acceptance Testing

» Test Automation
» Test Metrics
» Defect Management & Prevention

» Test Process and Performance Improvement

Who Should Attend
The target audience for the program are novice Software Test
professionals

- _Management

Introduction to Requirements

A Two-Day Workshop

Workshop Overview

Introduction to Requirements Management provides 2 days of
training in requirements engineering and management. The course
focuses on eliciting and managing the changing requirements of

a project; analyzing the problem, defining the product vision and
feature requirements, defining software requirements with use cases,
and requirement attributes, and maintaining traceability, change
management, and impact analysis for project scope management. In-
class exercises will give students practical experience in working with

requirements.

Workshop Benefits

After the completion of the course, the participants would be able to:

* Understand the definition, sources, statistics, common issues &
benefits of requirements

« Understand how to identify the stakeholders

* Understand the requirements life cycle

¢ Understand the Requirements development, Management and
Traceability

¢ Understand the Types and Classes of Requirements

* Understand the Requirements Engineering Process

Workshop Content
« Software Requirements — The Basics

*  What, Why, Who, When, How to of Requirements?
» Types of Requirements

* Classes of Requirements

* Requirements Engineering process

* Requirements Elicitation

* Requirements Analysis

* Requirements Specification

* Requirements Validation

* Requirements Management & Traceability

Who Should Attend
The target audience for the program are novice Software Test
professionals

Training Offerings
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Software Engineering and Testing

|Introduction to Security Engineering
and SSE-CMM

A Three-Day Workshop

Workshop Overview

The three-day course provides a fundamental understanding of Security
Engineering and the Systems Security Engineering Capability Maturity
Model. The class is combination of lecture, case studies, and in-class
exercises.

One can learn how to use the model to evaluate and improve system
security practices, evaluate a security provider’s capability, and
establish a level of assurance based on organizational capability-based
confidences.

Workshop Benefits

After completion of this 3 day workshop, the participants should be able

to:

¢ Understand basic concepts, principles, practices, processes and
terminologies that form part of the complex discipline of security
engineering and how it interacts with other engineering discipline in
resolving security problems.

« Communicate the benefits of process improvement as they relate to
security engineering and system security.

« Describe how capability maturity models support process
improvement initiatives and security engineering

« Demonstrate knowledge of the architecture of the SSE-CMM by
effectively utilize the model

* Apply and implement security engineering process areas to
organizations and projects.

* Be able to use the SSE-CMM on systems security engineering

projects to achieve measurable improvements based on specific
goals and objectives.

Workshop Content

» Basics understanding of Security Engineering as a discipline.

* Process Improvement and the Capability Maturity Model

» Benefits of Mature Security Engineering Practices

* SSE-CMM Model Architecture

* Methods of Application of the Model to Organizations and Projects

* Relationship to other CMMs and Quality Frameworks

Who Should Attend

The Target Audiences for this course are project and program
managers in software design and development, quality professionals,
testing professionals and security professionals who may not have
any previous background of SSE —-CMM and people who have
responsibilities and / or have an interest in following areas:

» Information Security

» System Integration

» Secure System/Product Design

e Product Evaluation

» Application Development

» Acquisition

» System Certification/Accreditation

Introduction to SOA Based Testing

A Two-Day Workshop

Workshop Overview

This course provides a brief introduction to the concept of testing
Service Oriented Architecture (SOA) based applications. SOA testing
introduces new challenges. This course starts with an overview of
SOA fundamentals and then looks into what is involved in testing SOA
applications. The course also looks into some of the popular SOA
testing tools in the market and demonstrates features of one such tool
(selected by customer) and provides hands-on exercises to re-enforce

learning.

Workshop Benefits

After the completion of the course, the participants would be able to:

» Understand the Service-Oriented Architecture, its Principles and
Benefits

» Get a grip on the hyped topic of “SOA is not WebServices”

» Understand WebServices, the most significant implementation model
for SOA

» Get a refresher on XML

« Understand the differences between Traditional testing methods and
the paradigms needed for testing WebServices

« Understand the key characteristics of WebServices

« Explore different aspects of WSDL

« Explore different Test Strategies for SOA-based applications

¢ SOA Testing and Open source Tools

« Understand functional testing, compliance testing and load testing of
WebServices

¢ ldentify bug-finding ideas in testing WebServices

Workshop Content

« Introduction to program

« Service oriented architecture

¢ SOA Testing

* Refresher on XML

¢ Understanding WSDL

* Testing Web Services

« Functional Testing of Web Services using SOAPUI
* Groovi and SOAPUI

« Performance testing of Web Services

¢ Survey of SOA testing tools

Who Should Attend

The course is appropriate for both Novice and Experienced Testers

under the following category:

« Test Engineers who are not familiar with SOA/WebServices testing
but have fundamental knowledge/experience in functional testing




Introduction to Software Engineering

- A Two-Day Workshop
Workshop Overview » Describe the unique characteristics of software and differentiate %
Software is an integral part of most of the systems. It is business- them from those of hardware. cC
strategic because it enables organizations to provide products and * Describe software engineering and its three layers—processes, =
services that differentiate them from their competitors. Many software methods, and tools e}
professionals struggle to build high-quality software and deliver it on u=
time and within budget. Workshop Content O
. o . « Software and its Components
To execute software projects successfully and build high-quality « Unique Characteristics of Software @)
products, software professionals need to understand the unique ) ) cC
characteristics of software and the approach used for building and * Software Engineering Layer =
maintaining software. E
_ o _ Who Should Attend (qv]
An Introduction to Software Engineering course includes: The course is appropriate for: —
« Software and its Components « Developers I—
¢ Unique Characteristics of Software « Testers
« Software Engineering Layers « System Analysts

Workshop Benefits
After the completion of the course, the participants would be able to:
« Identify the components of software.

Boot Camp for Software Testers A Threo-Day Workehon

Workshop Overview Workshop Content

This is a foundation course of IT software testing concepts. It provides » Software Testing Principles and Concepts
an excellent overview of the entire software testing professional area. » Test Planning

In the Boot Camp for Software Testers Course you will learn the basics » Executing the Test Plan

needed to become a software tester professional and how testing fits » User Acceptance Testing

into the software development life cycle. Find out what it takes to be a * Top Ten Software Testing Challenges
successful software tester and how testing can add significant value to » Completing Your Personal Plan of Action
software development.

You will learn the fundamental steps in the testing process: planning, Who Should Attend

specification, implementation, evaluation, and reporting. In addition, Individuals with test responsibilities such as:
you will study all of the basic aspects of software testing, including ° Softwar_e Test Managers

a comprehensive overview of tasks, methods, and techniques for * Supervisors

effectively testing software in a world-class testing organization. » IT Quality Control professionals who are engaged in software testing

at different levels
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Workshop Benefits

The course is designed to provide a macro overview of the software
testing area by covering roles and responsibilities, test techniques, test
planning, and the different types of testing commonly performed. It
provides an excellent overview of the entire software testing professional
area. It also provides an excellent review for those planning to pursue
the Certified Software Test Engineer (CSTE) professional designation.




Design for Reliability - Appli-

— A Three-Day Worksho
cations in Software -

%2)
(@)
< Workshop Overview Workshop Content
S Software Reliability Engineering is a fast growing field. More than Introduction to Basics of Software Reliability Engineering
(D) 60% of mission critical applications are dependent on software. « Defining Reliability Goals
u: The complexity of business software application is also increasing. « Developing Product Operational Profiles
O Customers need products with high performance that can be sustained * Reliability Allocation
over time. Due to high cost of fixing failures, safety concerns, and legal « Software Reliability Design Techniques
liabilities, organizations need to produce software that is reliable. * Risk Mitigation

« Software Reliability Testing Technigues
There are several methods to develop software but questions that need « Applying Failure Data to make Decisions
to be addressed are how many times will the software fail and when,
how to estimate testing effort, when to stop testing and when to release
the software. Also, for a software product we need to predict / estimate Who Should Attend

Ining

the maintenance effort for example, how long must the warranty period The target audiences for this course are software designers,

be once the software is released, how many defects can be expected development professionals and testing professionals who may not have
at what severity levels, how many engineers are required to support the any previous background in reliability engineering. Following people can
product, for how long etc. attend this course.

e Product Managers
Software reliability engineering addresses all these issues, from design * Reliability Engineers
to testing to maintenance phases. e System Engineers
« Software Engineers
¢ Testing Engineers

Workshop Benefits

After the completion of the course, the participants would be able to:
* Understand the importance of Software Reliability

» Get familiar with the concept of Design for Reliability

» Learn the methodology of Software Design for Reliability

» Using Software Reliability modeling to predict

» Understanding how many defects would escape to the customer

Effective Methods for

|User Acceptance Testing A Two-Day Workshop

Workshop Overview

Information technology users and customers understand the business, Workshop Content
but do not know how to test software. Information systems are Section 1 QAl's Approach to Managing Quality in a Changing World
becoming more user-oriented. Users are expected to perform tasks they  gection 2 Introduction to User Acceptance Testing
have not had to perform in the past. One such task is software testing. Section 3 User Acceptance Testing Process
Often when a program is placed into operation, questions surface such Section 4  Acceptance Test Evaluation and Execution
as: Section 5 Summary
* “Why were these problems not identified during user acceptance
testing?”
« This is a client / server application. Can we reasonably expect our WhO Should Attend
users / customers perform acceptance testing? Business Analysts

e IT Customers
The course differentiates the relationship between scenarios, scripts and « IT Users
test cases. It defines a test plan, and covers the test execution phase, * Project Leaders
evaluating test results. The concepts of this course are reinforced by « Software Testers
case studies created to design a user test based upon business need.
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Workshop Benefits

This non-technical workshop will demonstrate techniques needed

to perform a comprehensive and complete test based on business

processes. This workshop teaches users / customers how to:

» Show a business process graphically and break it into smaller pieces
for testing.

* How to avoid the testing pitfalls so commonly encountered.




HTest Case Desidan

'Effective Methods of Software Testing

—1 A Three-Day Workshop fe=

Workshop Overview

This “how-to” workshop is intended to help the software quality
professional better understand some of the strategies, techniques and
models that can be utilized in test case design.

The primary focus will be on Equivalence Partitioning, Boundary
Analysis and Decision Tables. Most quality analysts and test engineers
have heard these terms but do not make the most of their capabilities.
We will cover, step by step, how to perform each.

Attendees will practice their new skill sets with supporting exercises.

We will also discuss other test case design considerations including
test level strategies (unit, integration, system, user acceptance),

testing beyond functional requirements (e.g., useability, regression,
configuration, performance, security, installation/un-installation), high-
level strategies such as risk based, state-based, Implementation-based,
and how the Unified Modeling Language (UML) development models
can support test case design, including the value of Use Cases to
today’s quality professional.

Workshop Benefits

This workshop provides practical insight into the design of test cases

that will allow efficient testing of the application.

and the attendee will leave with the ability to effectively create test cases

Workshop Content
Section 1
* Present test strategies, techniques and models to support test
case design with a specific focus on:
* Equivalence Partitioning
e Boundary Analysis
» Decision Tables
Section 2

¢ Review UML development models for test case design

Who Should Attend
Software Testers

» Software Test Managers

» Software Developers

* Business Analysts

* Project Leaders

» Customers/Users

4 Test Planning

Effective Methods of Software Testing

=1 A Three-Day Workshop fe

Workshop Overview

This “how-to” workshop is designed for individuals having responsibility
to test software systems. The material is present in a step-by-step
format from performing risk analysis through the final test report. The
emphasis on this course is test planning.

Each step of the test process includes test templates and checklist. The
course begins by having attendees develop a definition of what effective
testing means; and concludes by having the attendees develop an
action plan to improve software testing in their IT organization.

This is an intermediate level course for an individual who has some test
experience and is interested in improving their level of effectiveness and
efficiency in testing techniques and test methodology. It is advantageous
if the attendee has had at least two or more years of practical
experience in software testing, although it is not necessary.

Workshop Benefits
The workshop attendees will learn how to develop an action plan to
improve software testing in their IT organization.

Workshop Content

Section 1 Define effective software testing fundamentals.
Section 2 Identify risk associated with software testing.
Section 3 Help you build an effective test plan.

Section 4 Show you how to execute an effective test plan.
Section 5 Record and analyze test results.

Section 6 Define and build an effective test report.

Who Should Attend
Software Test Managers

» Software Testers

» Software Developers

* Business Analysts

* Project Leaders

» Customers/Users

Training Offerings
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Effective Test Case Writing

A Two-Day Workshop

Workshop Overview

The success of testing in any project is dependent on how well the Test
Cases are designed, written and maintained for the project. This course
outlines the various ways in which Test Cases can be effectively written

and traced to its corresponding requirements.

Workshop Benefits

This workshop will help participants:

« Understand the various Test Documents used and the phases in the
lifecycle where they are created.

« Understand the concept of Test Cases and Test Scenarios.

* Generate Test Cases from Requirement Specifications

* Understand and generate a Requirement Traceability Matrix.

« Understand the best practices in Test Case writing

Workshop Content

* Introduction to Testing Fundamentals and Test ware
* Fundamentals of Test Case Writing

* Generating Test Cases

Who Should Attend

The course is appropriate for both Novice and Experienced Testers
under the following category:

» Test Engineers;

* Quality Assurance Specialists;

» Software Knowledgeable Individuals

Efficient Testing with All
Orthogonal Arrays

Pairs and

A One-Day Workshop

Workshop Overview

The success of testing in any project is primarily centered on how

the Test Cases are designed and written for the various complex
scenarios present in the project. This course outlines the various ways
in which Test Design can be done using two techniques - All pairs and

Orthogonal Arrays.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Understand the need for using test design techniques for writing test
cases

¢ Understand the challenges associated with Test design.

« Get an overall picture about the various test design techniques
available for Black Box Testing and White Box Testing

« Explore and understand the All Pairs and Orthogonal Array
Technique

« Apply the techniques to derive good test cases

« Find out when to use each of these test design technique for best
results

* Know the tools available in the market for All Pairs

« Understand the scenarios and areas where these techniques can be
applied.

Workshop Content

¢ Introduction to Test Design concepts
e Test Case Basics

¢ Need for Test Design

¢ The combinatorial Testing Problem

* Introduction to Pair-wise Testing

* Need for Pair-wise testing

* All Pairs Technique & Tool

» Deriving Test Cases using All Pairs Technique

* Best Practices to be followed when handling All pairs technique.
* Automating the All Pairs technique — Tools used

» All Pairs tool

» Pict Tool

* Advantages of Using tools

» Case Study and Hands on session

» Orthogonal Array Test Design Technique

* Types of Orthogonal Arrays

» Selecting the right OA for the given scenario

» Orthogonal Array Test Design Technique

* Applying Orthogonal Arrays and deriving the test cases
* Examples

* Advantages of using Orthogonal Arrays

* Comparing All pairs and Orthogonal Arrays

» Limitations of these techniques

Who Should Attend

The target audiences for the program are :

» Software Test Managers

» Test Leads

* Test professionals

* Quality Assurance Specialists with basic knowledge on Software
Testing and Software Development Life Cycles.




Essentials of Leadership in Testing

A Two-Day Workshop

Workshop Overview

Test/Lead offers solutions and techniques available to Test Leads
and QA Managers in the challenges they face in managing Quality
Assurance and Testing within their organizations.

Workshop Benefits

This workshop will present techniques so you can:

¢ Review the Software Development Testing Life Cycle (SDLC)

« Distinguish between leadership and management

e Understand and conduct risk analysis

¢ Organize the test environment

* Learn the documentation structure of the test effort

* Measure the test effort

* Organize the project team: roles and responsibilities of members,
staff selection and training

* Realize the methods and activities that will contribute to continuous
learning

Workshop Content

Section 1 Process Overview

¢ Review SDLC and role of testing - Scope of work of Test Lead, QA
Manager

Section 2 Leadership and Management Concepts

¢ Leadership vs. Management in SDLC - Influential management
styles - Building effective relationships - Maintaining effective
communications - Justifying resources (ROI) - Maintaining high
performance teams

Section 3 Risk Analysis

» Estimating contributing risk factors in testing - Scope of risk: project-
wide & component basis

Section 4 Test Environment

 Definition and organization - Technical requirements - Configuration
management - Change management - Test tools - Technical problem
management

Section 5 Testing Strategy and Documentation Structure

» Documentation structure of the test effort - Addresses document
points to be met - Stakeholder identification - Communication -
Management

Section 6 Metrics and Measurement

» What and why are we measuring? - Relation to testing, development
and management

Section 7 Test Team Organization

* Roles and responsibilities of team members - Staff selection &
training - Team organization as it relates to test strategy, risk
assessment and leadership concepts

Section 8 Continuous Learning: Building on Your Successes

» Methods and activities that contribute to continuous learning
- Building influence as leader and improvement of test process -
Lessons learned from evaluation of project plan, test report, staff
performance and customer surveys - Guidelines for professional and
process improvement reviewed

Who Should Attend
Test/Quality Leads

» Test/Quality Managers

* Quality Executives

A1 Productivity

Manual Testing Skills for Better

A Two-Day Workshop

Workshop Overview

Manual testing skills aren’t Functional Testing, Performance testing...
They are approaches and techniques. Manual testing itself is an
approach to test, just like automation. In India, tremendous myths
surround manual testers. This course specializes in highlighting and
imparting some of the skills that expert testers like James Bach, Michael

Ben Simo practice to help them better their productivity as testers.

Workshop Benefits
Participants get to work on and improving upon some of the testing skills
such as:

¢ Questioning

* Logical thinking

* Rapid Learning

« Lateral thinking

¢ Pattern recognition

* Modeling

¢ Written and Oral Communication
« Exploration

¢ Brainstorming

« Diversification

* Focusing and Defocusing

¢ Observation

e Listening
¢ Math
¢ Alot more...

Workshop Content

» Introduction to Skilled software testing

» Refresher Exercise

* What are human testing skills?

» 5 Exercises for learning human skills of testing

» De-brief sessions

» Different approaches to test

e Testing Games

» De-brief sessions

e More skills that matter

» Refresher Exercise

* Demonstration of skills learned

» Introduction to techniques ( no, not the ones you might have heard )
* Mnemonics that helps in testing

» Assessing better productivity in software testing

* Practice sessions of techniques, skills and approaches learnt
» Exploratory Testing

» Introduction to Rapid Software Testing

Who Should Attend
The course is suitable to those who test and supervise testers.

Training Offerings
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Training Offerings
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Practical Test Driven Development Us-
inq NUNIT & VS NET 2008 Team StUdiO u ATWO_DayWorkshop

Workshop Overview

Designed for 2 days, the training program focuses on providing
overview to Test Driven Development, NUNIT Fundamentals, and
performing the testing activities using the tool set of VS.NET 2008 Team

System.

Workshop Benefits

After the completion of the course, the participants would be able to:
» Understand the concepts of Test Driven Development

e Understand N Unit testing in VS .NET 2008

Workshop Content
» Test-Driven Development
* NUnit Fundamentals

* More about NUnit
» Testing with VS .NET 2008
e Other VS .NET 2008 Tools

e Mocks

Who Should Attend
Participant for this program are expected to have an understanding of
Software Testing, as a discipline and be involved with the same.

Regression Testing

=1 A One-Day Workshop

Workshop Overview

This course gives an overview of the different types of testing, where
and how regression testing fits into SDLC. It then deals all the aspects
that need to be thought through and covered while performing

regression testing in any application.

Workshop Benefits

After the completion of the course, the participants would be able to:

» Understand the pitfalls of Regression Testing

* Understand the Software Regression Testing Process

* Understand the Regression Strategies for Traditional Software

* Understand the Basic Solutions to Software Regression Problems

» Understand how to Use Proven Techniques & Tips to build and
manage RTS (Regression Test Set)

» Understand the tools available for regression testing

Workshop Content

» Essentials - Getting started with Regression Testing
e The Regression Testing Process

* How to Organize & Manage the Regression Test set
» Tools and Automation

* Using the RTS for Integration Testing

Who Should Attend

The participants for this course:

» Should have exposure to software development

» Should know the basics of Software Testing

e Should know Test Process, Principles and Techniques
» Should know the various Levels of Testing

e Should have knowledge of Test Automation




Requirement Based Testing

A Two-Day Workshop

Workshop Overview

One of the basic activities in Testing includes comparing of the Expected
Output with the Actual Output. The source for getting the Expected
Output is the Requirements. Unfortunately, most specifications are not
sufficiently detailed to define the Expected Results or Outputs. This
course presents a set of practical, yet rigorous, techniques for testing
requirements to ensure that your project’s requirements are complete,
consistent, accurate, and unambiguous.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Understand the Requirement Based Testing (RBT) process

« Understand and appreciate the need for Requirement based Testing

« ldentify important ambiguities in requirements specifications before
coding starts

« Translate requirements specifications into cause-effect graphs to
verify accuracy and completeness

» Design a set of test cases to validate that all requirements are
implemented

« Quantify and accurately measure the progress of your testing efforts

Workshop Content
¢ Introduction to Requirement Based Testing
e Initial RBT Steps

Environmental Data Constraints
Defining the Test Completion Criteria
Additional Points of Integration
Introduction to Code-Based Testing
Tuning the RBT Process by Project Type
Management Considerations

Course Wrap-Upr

Who Should Attend
The course is appropriate for both Novice and Experienced Testers
under the following category:

Test Engineers

Quality Assurance Specialists
Software Knowledgeable Individuals
Test Leads

Skilled Exploratory Testing

A Two-Day Workshop

Workshop Overview

The day workshop introduces testers to skills required to perform good
exploratory testing with use of hands-on exploratory testing practice
sessions. The workshop is designed to help testers enjoy testing using
the exploratory testing approach. The more you enjoy testing, the better
you'd do it. Arguably, there is no training in India that even for the sake
of marketing wants to say, “We will help you enjoy testing activity”.

The workshop enables Test Managers to manage exploratory testing as
focused activity.

Workshop Benefits

After the completion of the course, you will learn to:

« Concise, universal heuristics and models for instant test design
¢ How to tackle any product or product idea instantly

* How to analyze a test heuristic or practice

¢ How to test despite ambiguous or missing specifications

¢ How to deal with overwhelming complexity or confusion

¢ How to know when to stop or suspend the test process

¢ How to prepare and deliver an impromptu test report

Workshop Content

¢ Introduction to Rapid Testing Defined
* Rapid Testing is Personal

« Thinking Scientifically

* Know Your Oracles

Know Your Coverage

Use Exploratory Testing
Know Your Procedures
Know Your Test Strategy
Rapid Test Documentation
Rapid Test Reporting

Getting started with Rapid Testing

Who Should Attend

The ideal student is anyone who feels driven to be an excellent
software tester or software test manager.

The class is useful to all levels of tester, but seems to be most
appreciated by experienced testers who want to become expert
testers. The class works well when strong-minded and skeptical
students attend the class. They challenge the instructor and make
the class better, just like testers should.

Another ideal student is the tester whose job is to check the work
done by offshore outsourcing firms. You don’t have time to do a full-
blown test project. So, learn how to make a brief test project work.

Training Offerings
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Software Test Estimation

A One-Day Workshop

Workshop Overview

The course is a mix of case driven, instructor-led, and self paced
learning, designed to enable participants learn, experiment and
implement the concepts involving application of Test Point technique for
size estimation.

To enable a thorough hands-on of the concepts taught in the class
room, the course is structured around a set of formal case studies.

Workshop Benefits

After the completion of the course, the participants would be able to:
» Understand the principles of good estimation

» Understand the steps involved in a Test Point estimation

» Understand the Test Size, and Effort Estimation based on UCP

» Understand the Test Size, and Effort Estimation based on FP

* Apply the techniques for Test Size and Effort estimation

» Develop metrics for size estimation of Testing Projects in the

organization

Workshop Content
 Introduction to Estimation
¢ Techniques for Size Estimation
¢ Techniques for Effort Estimation
« Techniques for Schedule Estimation
* Overview to Test Points
e Some Important Concepts
¢ System Decomposition

» Process Flow Chart Test Point Estimation
* Case Study Debriefing:
« Determine the counting scope and application boundary for the case:
« Definition of the purpose of count
« Definition of the counting scope
« Definition of the application boundary
* Boundary Rules
« Counting scope procedures
» Application boundary procedures
* Dynamic Test Points
» Understanding Function Dependent Factors
e Understanding Quality Requirements related to Dynamic Quality
Criteria
» Counting the Dynamic Test Points

Who Should Attend

The target audience for the program are professionals with minimum
of two years of experience with regards to various phases of Software
Development Life Cycles, Software Testing , and should be involved
with any / all / either of the functions given below:

* Program Management

* Project Management

» Software Testing

* Delivery

* Pre Sales & Marketing

* Quality Process Engineering

e Software Quality Assurance

* Requirements Engineering & Management

Software Testing

A Two-Day Workshop

Workshop Overview

As software quality control moves from an art form to an engineering
discipline, we see significant changes in the way software testing is
being done. Structured testing methods include developing test plans,
test cases, documenting test results and using test tools.

Using structured methods for testing:

* Provides objective means of measuring quality of software

» Makes testing challenging and rewarding

* Increases confidence and pride in the efforts

» Creates a repeatable process

Workshop Benefits

This workshop provides a comprehensive process for test planning, test
execution and result reporting. The workshop also covers techniques for
effectively identifying test cases.

Workshop Content

* Quality Control Concepts

» Testing Introduction & Terminology

» Testing at Microsoft

» Test Assets- Test Plans - Test Scripts - Test Data - Test Results
e Test Strategy

e How Much to Test

* Regression Testing

« Testing Techniques- Statement Coverage - Branch Coverage -
Condition Coverage - Path Coverage - Equivalence Partitioning -
Boundary Value

* Analysis -Decision Tables

» Defect Management- Defect Database - Tracking Workflow - Defect
Analysis

* Automation of Testing Activities- File Comparators - Defect
Management - Coverage Analysis- Test Execution & Regression
Testing - Static Analysis-Test Planning- Test Bed Generators -
Sample Test Automation Tool

e Unit Testing

e System Testing

» Standards & Testing - IEEE 829 - IEEE 1008 - ISO 9000 - CMM®

Summary- Key to Successful Testing

Who Should Attend

* Project Managers and Leaders
¢ Programmers

« Software Quality Controllers

e Quality Assurance Personnel




Structured Methods in
_|Software Testing

A Two-Day Workshop

Workshop Overview

As software quality control moves from an art form to an engineering
discipline, we see significant changes in the way software testing is
being done. Structured testing methods include developing test plans,
test cases, documenting test results and using test tools.

This workshop provides a comprehensive process for test planning, test
execution and result reporting. The workshop also covers techniques for
effectively identifying test cases

Workshop Benefits

After the completion of the course, the participants would be able to:

» Understand the importance, need and steps involved in preparing an
effective Test Strategy and Plan.

» Understand the need for using test design techniques for writing test
cases

» Understand the various test design techniques available for Black
Box Testing

» Explore and understand the techniques involved in White Box Testing

» Apply the techniques to write good test cases

» Find out when to use each test design technique for best results

» Know the tools available in the market for test design and test
management

» Understand the flow and concepts in Test Execution and Test
Reporting

Workshop Content
Quality Control Concepts
« Testing Introduction & Terminology
» Testing at Microsoft
» Test Assets
e Test Strategy
* How Much to Test
* Regression Testing
e Testing Techniques
* Automation of Testing Activities
e Unit Testing
* System Testing
e Standards & Testing

e Summary

Who Should Attend

The target audience for the program includes Software Test Leads, Test
professionals, Quality Assurance Specialist having basic knowledge on
Software Testing and Software Development Life Cycles.

Test Case Development using RUP

A Two-Day Workshop

Workshop Overview

With RUP being one of the most widely used process model in software
development, this course aims in bringing out how participants can write
effective test cases and strengthen their testing. The course is a mix of
case driven, instructor-led, and self paced learning, designed to enable
participants learn, experiment and understand the concepts surrounding
the understanding of usecases and development of test cases in the

RUP scenario.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Get an overview of the RUP process

¢ Understand the role of Testing and Quality Assurance in the RUP
process

« Understand how Requirements are represented as Use Cases

* How to derive efficient Test Cases from the Use Cases

Workshop Content
Introduction to Rational Unified Process
¢ Core Workflows
¢ RUP for testers
« Test Case writing in RUP

* Traceability Matrix

Who Should Attend

The course is appropriate for:
e Test Engineers;

e Test Leads

Training Offerings
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1Unit Testing

Testing During Construction

A One-Day Workshop

Workshop Overview

This course is designed for testers and software developers who want to
learn how to test software at a detailed level. The process taught in this
course can be applied to many different technologies and development
environments.

The course covers both functional and structural testing, with numerous
examples and templates.

Workshop Benefits

This workshop will help the participant to:

« Understand Terminology, process, and challenges of testing in the
real world.

« Develop working knowledge of unit testing and what it takes to
design and conduct an effective unit test of software, regardless of
the technology.

Workshop Content
Section 1. Test Basics
» Testing Myths / Testing Truths
* What is testing?
*  Whatis a Unit Test?
* What are the attributes of a good test?
» Defect management and reporting
* Risk based approach to testing

Section 2.

Section 3.

Section 4.
Section 5.

Section 6.

Test Techniques

« Black Box testing

¢ White Box testing:

* Advanced considerations:

« Gray Box testing

¢ Testing aids:

Unit Testing Defined

o Test artifacts:

« Test Roles/responsibilities

¢ Unit test objectives

¢ Collaboration with the QA staff

« Don't overlook regression testing as an alternative
An Approach for Unit Testing
Test Tools

¢ Automated and manual support

* Test tool examples

Test Metrics

¢ Align metrics to objectives

¢ Test metrics examples

Who Should Attend

Software Developers
QA and Test Managers
Test Analysts

Testers

1 Globalization

Testing for Internationalization and

A Two-Day Workshop

Workshop Overview

In order to thrive in today’s competitive business world, majority of
Software organizations are wooing the markets outside of their native
origin. In other words, the Software products are going global. The
advent and popularity of internet over last more than a decade or so has
only enhanced the existing trend of Globalization. Making the Software
product universally acceptable is quite a challenging job in itself.
Contrary to what most people think, the process for making globally
local software is indeed a specialization in itself. Globalization testing is
an important cog in the wheel for this entire process. It requires much
more knowledge than only mastering the Software testing concepts

to test the Software that is meant to be marketed and sold in different
geographies across the world. This workshop is aimed primarily at

unleashing the intriguing world of Globalization testing.

Workshop Benefits

This workshop intends to cover the basic concepts of Globalization
testing along with varied real life examples. It also aims at covering
the diverse topics related to Globalization testing such as Test case
design, Test strategy development, Test planning and the innovative
methodologies such as Pseudo translation approach towards testing

Workshop Content

What is Globalization testing?

Understanding components of Globalization -
and Localization

Uncovering myths about Internationalization process
Uncovering myths about Localization process

Introducing the terminologies related to Software Globalization
Globalization Test case design

Globalization Test strategy and Test Plan

Globalization Test process overview

Using Pseudo translation to ensure world-ready software
Assessing Globalization maturity of a Software product
Uncovering common myths about Globalization testing

Internationalization

Who Should Attend
The target audiences for the program are :

Test Engineers
Test Leads
Test Managers




Testing for Interoperability

A Two-Day Workshop

Workshop Overview

Interoperability in the context of software refers to “the capability of
different programs to exchange data via a common set of exchange
formats, to read and write the same file formats, and to use the same
protocols.”

Inter-op testing is particularly challenging for testers who might have
control over the device under test and not on the devices with which it is
supposed to interact. The information that a tester needs to find during
inter-op testing is different than the usual information he finds while
testing a specific product. It could be a challenge for many to shift the

focus after being biased on the product for quite some time.

Workshop Benefits

After the completion of the course, the participants would be able to:
¢ Introduction to skilled testing.

¢ Understanding the mission.

¢ Collecting test requirements at inter op context.

e Set up for inter op.

« Collecting test data at inter op context.

« Planning for inter op testing.

« Performing inter op testing.

» Information and patterns to look for while performing inter op testing
* Recording information and test results.

* Investigating bugs that emerge out of inter op testing.

Workshop Content

* Introduction to skilled testing.

* Understanding the mission.

» Collecting test requirements at inter op context.

» Set up for inter op.

e Collecting test data at inter op context.

» Planning for inter op testing.

» Performing inter op testing.

» Information and patterns to look for while performing inter op testing
» Recording information and test results.

* Investigating bugs that emerge out of inter op testing.

» The course is appropriate for both Novice and Experienced Testers

Who Should Attend
The course is appropriate for both Novice and Experienced Testers

Products

Testing Multimedia Applications &

A One-Day Workshop

Workshop Overview

This training is from a hands-on multimedia tester based entirely on his
experience of testing multimedia products and applications over the
past 6 years.

Most people who haven't tested multimedia products or maybe
even some who test tend to think that it is easy to test multimedia
applications because its all about video, audio and text.

Are we aware that we humans have several limitations within ourselves
that sometimes blocks us from doing a better testing of multimedia
products. For instance, how many of us know what would be our
listening capability with respect to frequencies? Theoretically, humans
are capable to listen 20 Hz to 20,000 Hz, Oh, but are all of us able to
listen to those frequencies?

Workshop Benefits

After the completion of the course, the participants would be able to:

« Understand how to scientifically design, create and execute tests for
Audio / Video quality

Workshop Content
The coverage of this training would include
» Scientific testing of audio/video quality

« Subjective testing of audio/video quality

« Test files / data creation

e Common and Uncommon tools

« Stories of failure and success with experience of testing multimedia
applications

* Managing bias when testing multimedia applications

« Investigating intermittent problems in multimedia applications

« State based testing of multimedia applications

¢ PC based multimedia application

* Mobile based multimedia application testing

¢ Some common bugs and uncommon bugs to expect

In addition to the above, the following skill elements that help in

multimedia testing are covered:

¢ Modeling

« Exploration

* Brainstorming

« Diversification

* Focusing and Defocusing

* Observation

* Listening

Who Should Attend
The course is suitable to those who test, design tests and supervise
testers on Multimedia testing

Training Offerings
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Testing Web-Based

A Two-Day Workshop

Software Applications

Workshop Overview

This course provides an excellent foundation in what developers, testers
and users need to know about testing software designed for use in web-
based applications on the Internet, intranets and extranets. The testing
process covered in this course can be used from testing simple web
pages to major e-commerce and database applications. This course is
also a splendid refresher for professionals who have been involved in
this area for some time but have not had any formal training.

Workshop Benefits

While emphasizing on the need for requirements management, the
course focuses on the fundamentals of requirements management
and how they relate to the system development life cycle from writing
the requirements to testing. The objective of this course is to improve
the likelihood that products being constructed in Internet time satisfy
customer needs.

Workshop Content

Section 1 Introduction

* How internet systems differ from other technologies

« Terminology

e The impact of internet on test strategies

* The key areas of focus for internet testing

* The role of verification and validation in testing internet systems
Section 2 Difference Between Client/Server and Internet Computing
¢ Terminology

e Architecture

e Security

o Skills

» Benefits of Internet Technology
Section 3 Internet Testing Strategy

* Risks

» Key Areas of Concern

*  Who Does What?

» Test Environment Considerations
Section 4 Internet Testing Process

e QAIl Workbench

» How testing fits into the Internet System development Lifecycle
Section 5 Overview of Internet Test Tools
* HTML Test Tools

» Java Test Tools

» Load/Stress Testing Tools
Section 6 Case Study and Exercise
Section 7 Summary

» Top 10 Workshop Points

Section 8 Resources

» Checklists and Templates

* Glossary

» Bibliography

*  Web Sites

e Other Helpful Information

Who Should Attend

Software Testers responsible for testing Internet and web site
applications and those who have an interest in Internet and web quality
control

Unit Testing using Nunit

A One-Day Workshop

Workshop Overview

This is a 1-day course that introduces the Unit Testing Using NUnit to
the .NET Developer. The goal of this workshop is to quickly help you get
productive with the NUnit tool, Introduce fundamental concepts of Unit
Testing, Core NUnit architecture & Build Test Driven Windows Forms

and Web Applications

Workshop Benefits
After the completion of the course, the participants would be able to:
« Effectively do unit testing using Nunit

Workshop Content

¢ What is Unit Testing?

¢ What Do | want to accomplish?
* How to do unit testing?

¢ Planning tests

¢ Testing a simple method

¢ NUnit Architecture

¢ NUnit Library

¢ Running tests with NUnit

e Structuring unit tests

» Asserts

« API

* Framework

» Test selection

e Custom Asserts

» Exceptions

 Ignoring tests

* Boundary conditions

» Check inverse relationships
» Force error conditions

» Performance Characteristics

» Options of isolating tests

Who Should Attend
This course is for software developers & Testers working on .Net




IIWeb Application Security Testing

— A Two-Day Workshop (7))
(@)
c
Workshop Overview Workshop Content EI_J
Security issues for web applications are among the highest concerns of  Introduction to Program o
many organizations. Despite this fact, security testing is often the least e Introduction
understood and least defined task. Security testing is a broad effort » Review of Top Ten vulnerabilities in web applications O
that requires a domain of expertise beyond traditional software testing. « Grasping the basic system level knowledge '®))
In particular, application software security testing is very different from  Introduction to Web Scarab c
software functionality testing. This course specifically concentrates on e HTTP Request, Interception and manipulation —_—
the methods to handle Web Application Security Testing. * Practical demo on Cross Site scripting vulnerabilities identification E
» Interfaces and HTML Fields as Sources of Attack IS
Workshop Benefits Fuzzing and Web Application Security Testing I—
After the completion of the course, the participants would be able to:
» Learn how attackers succeed in breaking web applications Who Should Attend
* Understand the attack target possibilities of web apps _ The course is appropriate for both Novice and Experienced Testers
» Understand and apply the differences between Security testing & under the following category:
Functional testing o « Test Engineers who are not familiar with Web Application Security
* Gain basic network/system level knowledge needed for application Testing but have fundamental knowledge/experience in functional
security testers testing

* Understand the ‘Top Ten'’ vulnerabilities proposed by OWASP

* Get hands-on Web Application Security Testing techniques, using
WebScarab and other tools

* Incorporate security testing as a continuous process in your
organization

Web Service Security Testing

A Three-Day Workshop

Workshop Overview Who Should Attend

This course gives a pragmatic approach towards identifying Web The participants for this course:
Services security risks and selecting and applying countermeasures » Quality assurance engineers
to the application, code, web servers, databases, and identity servers » Technical managers

and related software. Includes a focused case study exploring risks, » Software engineers

« Developers

standards, and solutions. .
* Customer Support engineers

Workshop Benefits

After the completion of the course, the participants would be able to:

« After the completion of the course, the participants would be able to:
¢ Understand the terminologies of Web Services

« Should be able to implement Web Services Security

« Should be able to check the security implementation of Web Services

Workshop Content

¢ Introduction to SOA Security

* Getting Started with Web Services

« Extending SOAP for security

* Web Service- Security (WSS)

» Claiming and verifying identity with passwords
« Authentication with username and passwords
* Problems with digest authentication

« Limitations of password based schemes
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Advanced Concepts in

Software Testing

A Two-Day Workshop

Workshop Overview

Software products are built using a software process, and errors get
introduced during the process for various reasons. The errors that are
not detected and fixed during the software process reach customers
and are called ‘defects’. The success of any project depends on the

testing done on it. Testing ensures that these defects are detected

before it reaches the customer. The “Advanced Course for Software
Testing” ensures that participants learn and understand the principles,

methodologies and processes followed in Software Testing.

Workshop Benefits

After the completion of the course, the participants would be able to:

» Understand the principles of good testing

» Understand the steps involved in test case design, test planning and
Execution

» Understand the metrics for study of testing activities

» Understand and apply the concept of defect management

Workshop Content

e Introduction to Software Testing

e Test Planning

» Test Case Design — Black Box Testing
* Test Case Design — White Box Testing

¢ Testing Database Applications

¢ Testing Web and e-Commerce Applications

* User Acceptance Testing

¢ Test Automation

* Test Metrics

« Defect Management & Prevention

¢ Test Process and Performance Improvement

Who Should Attend

The target audience for the program are professionals with basic
awareness of Software Development Life Cycles, and should be
involved with any / all / either of the functions given below:

¢ Program Management

¢ Project Management

¢ Delivery

¢ Pre Sales & Marketing

¢ Quality Process Engineering

* Software Quality Assurance

¢ Requirements Engineering & Management

Advanced Course for Test Architect

—1 A Two-Day Workshop

Workshop Overview

Test Architects are generally faced with the crucial tasks of building
and managing effective test activities. The course is primarily designed
to enable participants learn, experiment and implement the concepts
involving application of techniques for capturing the test requirement @
system analysis phase, designing Test function deployment models @
planning and implementation of quality models @ implementation and
release stages

To enable a thorough hands-on of the concepts taught in the class
room, the course is structured around a set of formal case studies

Workshop Benefits

After the completion of the course, the participants would be able to:

» Understand the necessity of Test architecting

» Understand the Role of Test Architect and steps involved in the
management of software life cycle

» Understand the Principles of Test architecting

» Understand and apply the rudimentary rules of test architecting and
managing test activities

Workshop Content

» The shortcomings of business process in IT out sourcing
» Precursor to architecting a test solution

» The need for Test architect

« Exercise on best test architect questionnaire

« Test architecting using TQM models

« Exercise and workshop on test architecting

« The vision of test architect ( Test strategies and Plan)

« The game of testing with goal of max Test coverage with constraints
* Reaching release goal ( vision fulfilled )

« Test architecting a Real-time mission critical software

« Test architecting a enterprise healthcare Business solution

Who Should Attend

The target audience for the program are professionals with minimum
of five years of experience with regards to various phases of Software
Development Life Cycles, and should be involved with any / all / either
of the functions given below:

¢ Product analysts

* Program Management;

* Project Management;

* Solution architect

« Delivery managers ;

* Pre Sales & Marketing;

¢ Quality Process Engineering;

« Software Quality Assurance; and

* Requirements Engineering & Management




_|Advanced Test Case Design

A Two-Day Workshop

Workshop Overview

The success of any project depends on the testing done on it. The
success of testing is primarily centered on how the Test Cases are
designed and written. This course outlines the methods and techniques
that can be followed to design test cases in such a way that we get the
maximum coverage using an optimal set of test cases. This course will
focus on highlighting the various Methods and Techniques in designing
test cases for both Black Box and White Box testing.

Workshop Benefits

This workshop will help participants:

« Understand the need for using test design techniques for writing test
cases

« Understand the various test design techniques available for Black
Box Testing

« Explore and understand the techniques involved in White Box
Testing

* Apply the techniques to write good test cases

* Find out when to use each test design technique for best results

* Know the tools available in the market for test design

* Use the Test Design tools for effective design of Test Cases

Workshop Content
¢ Introduction to Test Design
« Black Box Test Design Techniques such as:

» Equivalence Class Partitioning

* Boundary Value Analysis

» Decision Tables

» State Transition Diagrams

» Using Mind Map as a tool for Test Design

e Orthogonal Arrays

e All Pairs

» Using All pairs tool for Test Design

*  White Box Test Design Techniques

» Techniques involved in Static White Box Testing

» Techniques involved in Structural White Box Testing (including
Flow Graph Technique, Code Coverage, Statement Coverage,

Path Coverage, Condition Coverage, Function Coverage)

Who Should Attend

The course is appropriate for both Novice and Experienced Testers
under the following category:

¢ Test Engineers

¢ Quality Assurance Specialists

« Software Knowledgeable Individuals

¢ Test Leads

Training Offerings
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Introduction to Test Automation

A Two-Day Workshop

Workshop Overview

With the increasing complexity in requirements, soaring customer
expectations and rapid time to market of software applications and
products, test automation happens to be the only solution in terms of
reducing tester effort, improving quality and coverage of tests, and
reduce release time.

This course will focus on highlighting the fundamental concepts of test
automation and the application of a variety of test automation tools.

In this 2 day workshop, the trainees are presented with ample examples
and real time exercises on automated testing. During the workshop,

the following topics are elaborated in the course — Introduction to Test
Automation, Automated Testing Life Cycle, Automation Architecture,
benefits and limitations of automation. An overview of the leading
automation tools available in the market along with a comparative study
on these tools would be covered. The trainees would also get tips and
pointers on how to select the most suitable automation tool for a given
requirement would be discussed. There will also be a tool demo on HP’s
QTP 9.2 and Load Runner 9.1.

Workshop Benefits

After the completion of the course, the participants would be able to:

» Understand the basics of Automation including Generations in
Automation

« Understand the Automation Life Cycle, Automation Architecture
* Know about the Automation Testing Tools in the market
« Pick and choose an appropriate tool for the given project scenario.

Workshop Content

 Introduction to Test Automation

* Automation Testing Lifecycle

* Automation Architecture

« Benefits of Automation Testing

¢ Limitations of Automated Testing

¢ Automation Testing Tools in Market — Overview and comparative
Study

« Criteria for selecting an Automation Tool

¢ Tool Demo — Functional Test Automation Tool — QTP

« Tool Demo — Performance Testing Tool — Load Runner

Who Should Attend

The course is appropriate for both Novice and Experienced Testers
under the following category:

« Test Engineers;

¢ Quality Assurance Specialists;

« Software Knowledgeable Individuals;

* Project Mangers

Automation Concepts for Beginners

A One-Day Workshop

Workshop Overview
This course enables the participants to experiment and learn the

various concepts surrounding the fundamentals of Test Automation.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Understand the basics of Automation including Generations in
Automation

* Automation Life Cycle

* Automation Architecture

« Automation Testing Tools in The market

Workshop Content

« Introduction

« Test Automation

« Automation Testing Life Cycle

* Automation Architecture

* Automation Tools in Market

« Criteria for selecting an Automation Tool
« Benefits of Automation Testing

¢ Limitations of Automation Testing

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

* Test Management / Test Automation

* Delivery

e Testing




| Frameworks

Understanding Test Automation

Workshop Overview

The course is a mix of case driven, instructor-led, and self paced
learning, designed to enable participants learn, experiment and
implement the concepts involving in Test Automation Framework. The
participants will be presented with ample examples, exercises and case

studies to understand and apply the concepts taught.

Workshop Benefits

After the completion of the course, the participants would be able to:
* Understand the importance of designing Automation Frameworks
* Implement the Automation Frameworks for Automation Projects

* Run the Automation Projects successfully using frameworks

Workshop Content

e Objectives

e Automation Framework Development Process
e Types of Automation Frameworks

e Setting up the Automation Project
* Introduction to Next Generation of Automation Frameworks

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

» Test Management / Test Automation

» Delivery

e Testing

Automation for Performance, Stress

and Load Testing

—1 A Two-Day Workshop

Workshop Overview

“Automation for Performance, Stress and Load Testing” is a practical,
hands-on course delivers the required skills to effectively perform
Performance, Stress and Load testing. Using a challenging, real-

world case study, you will encounter the same issues, decisions, and
comparable experiences of testing as in your own work environment. In
this course, you will be given ample scenarios to test the performance,

load, and stress characteristics of a mission-critical system.

Workshop Benefits
« After the completion of the course, the participants would be able to:
Understand the performance testing process regarding:
¢ Test planning
* Test preparation
» Test execution
* Reporting test results
* Relate performance testing to the development process
« Understand performance goals and objectives
* Learn how to deal with environment and architecture issues
» Understand and select the various types of performance tests
» Define and select operational profiles and load definitions
» Defining and selecting appropriate measurements

Workshop Content
¢ The Performance Testing Process

* Understanding Scalability & Extrapolation

Who Should Attend

Those who are involved in systems testing can benefit from this course
including:

e System testers

e System designers

e System tuners

* Software engineers

¢ Quality assurance professionals

e Project Leaders

A working knowledge of system testing and quality assurance
fundamentals is assumed, but no specific technical background (e.g.,
UNIX, TCP/IP) is required.

Training Offerings
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Effective Methods of Test Automation

An ROl Based Approach -{ A One-Day Workshop

n
(@]
c Workshop Overview » Test Automation - Historical Perspective
= Today’s complex and diverse testing situations pose unique and * Test Automation — Challenges and Expectations
(D) expensive test automation challenges. Despite abundant tool solutions, ~ * Automation Support Universe — Relationship to Test Process
= their narrow focus results in diminished return-on-investment (ROI). In ¢ In-Depth Examination of the Tenants of Good Practice
O order to boost ROI and insure long term durability a comprehensive * SPECIAL - Test Scripting Technologies
understanding of tools is necessary. Section 2 Pragmatic Management of Test Automation — A Framework
(@)] This one day test automation overview is an interactive and discussion Approach
c based examination of the tool solution universe and the capability * Master Strategy Development
E range as applied to present day testing conditions. Participants will be * Establish Criteria & Evaluating Candidates
. introduced to a framework for establishing a credible and pragmatic * Selection & Implementation
approach to the application of high yielding test support solutions. * Utilization & Continuance

¢ Replacement

Section 3 Next Steps

¢ Immediate Term Activities

« Picking Rich Applications

¢ Setting and Managing Expectations
¢ Continuation Commitment

Section 4 Sources

« Reliable/Unreliable Resources

* Ongoing Surveillance

* Repository Development

Section 5 Networking Wrap-up

Workshop Benefits

This one day workshop will help the participants:

« Establish a connection between tool technologies and the testing
processes being supported

* Develop a design for the tools and how they will interact and be
applied

* Avoid common mistakes in the tool evaluation process

« Learn how to acquire tools that stay in place and are utilized

* Determine when to make changes in your toolset

* Formulating a cost/benefit justification for tool acquisition (and when
to keep it simple)

* How to bridge the gap between manual tasks and automation use WhO Should Attend

« Develop an appreciation for foundations in regression scripting Project Managers and Leaders

¢ Programmers
Workshop Content * Software Quality Controllers
Section 1 Immersion into Test Automation * Quality Assurance Personnel

dvanced Concepts In
Test Automation A One.Day Workshop

Workshop Overview +  Pre-requisites for Automation

This one day workshop provides an insight to the basics of software * Design Considerations for Automation

test automation. The course is designed for those who already have a * Automation Process Overview / Automation Life Cycle
good understanding of software testing and provides a clear picture on + Different Phases of Automation

when and how to go in for test automation. The participants will get an + Test Automation Challenges

insight into the importance of Test Automation in the Testing process, « Automation Framework fundamentals

understand the various automation tools available in the market and

h | h i Is for th j i .
ow to select the appropriate tools for the project requirements WhO Should Attend

Software testers
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Workshop Benefits + Business analysts
This workshop will assist those who wish to get more testing done in « Test managers
less time. * Testers

« Test engineers

« Quality assurance specialists

* Project managers

» Software knowledgeable individuals who have an understanding of
the software testing lifecycle

Workshop Content

* Understanding Software Test Automation

» Definitions and Types of Automated Testing

» Benefits of Automation

* Types of Test Automation Tools Available

» Tool Evaluation — How to Select a Tool for Automation




Borland Silk v8.0 Beginner

A Two-Day Workshop

Workshop Overview
This course enables the participants to experiment and learn the

various concepts surrounding Borland Silk Test 8.0

Workshop Benefits

After the completion of the course, the participants would be able to:
« Understand the basic concepts of Silk Test
¢ Should be able to develop Automation Scripts using Silk Test.

Workshop Content

 Introduction

¢ Introduction to Silk Test

¢ Creating Test Plans

¢ Recording a Test Frame

« Designing & Recording Test Cases

¢ Running Tests & Interpreting Results
¢ Using the Debugger

« Enhancing your Tests

Who Should Attend

The target audience for the program are Automation Test Leads,
Automation Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

» Test Management / Test Automation

» Delivery

» Testing

Beginner

Compuware Test Partner v6.0

A Two-Day Workshop

Workshop Overview

Testing is one of the crucial phases in software development. Several
vendors have rolled out products for the purpose of testing various

kinds of applications. Many of them are standard products that only
provide the final result (and other related debugging options). But testers
are always looking for products that are simple to use and provide
interesting features not typically found in other competing products. One
such product is TestPartner 6.0, which not only performs testing but also
captures each application screen encountered during the testing phase.
This course enables the participants to effectively learn and use the

Compuware Test Partner v6.0

Workshop Benefits

After the completion of the course, the participants would be able to:
¢ Create automated scripts from manual test cases

« Verify your business requirements using Test Partner Checks

* Use external data files to drive you tests

¢ Run a full test suite

* Manage Script, User and Database Maintenance

Workshop Content
¢ Introduction to Test Partner

* Recording and Playing Back Tests

* Analyzing Test Results

* Enhancing Tests

» Executing Tests Within Tests

* Responding to Playback Errors

» Using ActiveData

»  Writing Test Outputs to an ActiveData File
e Introducing NuBid

» Insert a Check

* Inserting an Event

* Understanding Object Map Entries

* Understanding ActiveData

» Responding to Playback Errors

* About Importing and Exporting Assets

Who Should Attend

The target audience for the program are Automation Test Leads,
Automation Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

* Test Management / Test Automation

» Delivery

» Testing

Training Offerings
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Fundamentals of Rational Robot &

Rational Test Manager

—1 A Two-Day Workshop

Workshop Overview
This course is designed to enable participants learn, experiment
and implement the concepts involving in Rational Test Manager and

Rational Robot.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Understand the User Level basic concepts of IBM Rational Robot

« Understand the User Level basic concepts of IBM Rational Test
Manager

« Understand the benefits of using Rational Robot to automate tests

« Understand the benefits of using Rational Test Manager to manage
test cases

* Gain understanding on the overall Test Script development process

Workshop Content
e Introduction

¢ Introduction to Rational Robot
* Record and Playback Process
« Verification Points

« Rational Test Manager

« Introduction to Test Management

« Introduction to Rational Test Management
* Working with Projects

« Inputs and activities of test planning and design

Who Should Attend

The target audience is new Rational Robot and Rational Test Manager
users. This course is designed primarily for Testing and Quality
Assurance professionals who would be using these Rational tools for
managing and automating the testing activities.

IBM Rational Clear Quest v

Beginner

7.0

A One-Day Workshop

Workshop Overview
This hands-on course covers the basic features of IBM Rational Clear

Quest 7.0.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Understand the concepts of IBM Rational Clear Quest

« Effectively use Clear Quest as a Change Request / Defect Tracking

tool.

Workshop Content

* Change Request Process Overview
¢ Rational Clear Quest Overview

* Manage Change Request

¢ Query Change Requests

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

* Test Management / Test Automation

« Configuration Management

* Delivery

* Testing




Beginner

IBM Rational Functional Tester v7.0 -

A Two-Day Workshop

Workshop Overview

This introductory course is designed to familiarize testing professionals
with the basics of the IBM Rational test automation tools for use in
testing Java and Web applications.

Testers can build, enhance, and maintain scripts in a full-function Java
Integrated Development Environment (IDE) that integrates with the IBM
Rational Software Delivery Platform products. Hands-on instruction

is provided for those who want to explore the power of using IBM®
Rational Functional Tester. The Rational Functional Tester application
builds effective and resilient technology test scripts using Java code.

Workshop Benefits

After the completion of the course, the participants would be able to:
« Describe the function and purpose of Rational Functional Tester
* Navigate the Rational Functional Tester

¢ Record automated scripts

* Play back automated scripts

* View and analyze results

* Modify scripts to extend the capability to test the application

¢ Use test object maps

« Control object recognition

« Create data-driven tests and use datapools

Workshop Content

 Introduction to Rational Functional Tester
* Record & Playback process

» Test Object Maps

» Object Recognition

e Data Driven Tests

* View & Analyze Test Results

» Modify Scripts to Extend the Capability to Test the Application

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

» Test Management / Test Automation

» Delivery

» Testing

IBM Rational Test Manager - Beginner

A Two-Day Workshop

Workshop Overview

With the increasing complexity in requirements, soaring customer
expectations and rapid time to market of software applications and
products, test automation happens to be the only solution in terms of
reducing tester effort, improving quality and coverage of tests, and
reducing the release time. And with Rational Robot emerging as one of
the robust and efficient testing tool, it has invariably captured the interest
and imagination of every tester.

This course will focus on highlighting the fundamental concepts of test
automation and how the same is implemented using the various basic
features of Rational Robot.

Workshop Benefits

After the completion of the course, the participants would be able to:
« Understand the concepts of Test Management

« Understand and use the features of IBM Rational Test Manager

Workshop Content

¢ Introduction to Test Management

¢ Introduction to Rational Suite of products and Rational Test
Management

* Working with Projects

¢ Inputs & Activities of Test Planning and Design

¢ Test Planning

» Test Execution

» Defect Tracking

» Introduction to Custom Test Script
e Custom Script Types

» Test Script Services

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

* Test Management / Test Automation

» Delivery

» Testing

Training Offerings
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HP Load Runner v8.0 Beginner

A Two-Day Workshop

Workshop Overview
This course is designed to enable participants to learn, experiment and
implement the concepts involving in HP Load Runner 8.0

Workshop Benefits

After the completion of the course, the participants would be able to:
« Understand the basic concepts of Load Runner

* Plan an Effective Load Test

* Create Load Scenarios

» Execution of Scenarios

e Scheduling Scenario

» Performance Monitors

¢ Analyzing the results

Workshop Content

« Introduction to Performance Testing
¢ Load Runner Introduction

¢ Introduction to Scenario

¢ Using Runtime Settings

« Performance Monitors

¢ LoadRunner VuGen

¢ Understanding Analysis

¢ Analysis Graphs

¢ Analysis Reports

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals, Configuration Engineer with basic knowledge
on Automation and minimum two years experience in Software
Development Life Cycles, and should be involved with any / all / either o
the functions given below:

e Test Management

» Performance Testing

» Configuration Management

» Testing

Orientation to Test Director

A One-Day Workshop

Workshop Overview

This hands-on course covers the basic features of Test Director.
Participants will learn how to manage quality information throughout the
development cycle, construct and organize requirements, create and
execute test sets, monitor defects, and use graphs and reports to track
the success of a project.

Workshop Benefits

After the completion of the course, the participants would be able to:
* Understand the concept of Test Management tool

* Use the various built in features in Test Director to effectively

maintain and track Testing activities in a project

Workshop Content

« Introduction to Test Management
¢ Introduction to Test Director

* Working with Test Director

» Specifying Test Requirement

e Test Planning

« Test Execution

» Defect Tracking

« Test Director Analysis

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

» Test Management / Test Automation

» Delivery

e Testing




HP Quality Center - Beginner

—1 A Two-Day Workshop

Workshop Overview

This hands-on course covers the basic features of Quality Center 9.2.
Participants will learn how to manage quality information throughout the
development cycle, construct and organize requirements, create and
execute test sets, monitor defects, and use graphs and reports to track

the success of a project.

Workshop Benefits

After the completion of the course, the participants would be able to:
» Understand the basic concepts of Quality Center

» Upload Requirements/Test Cases to Quality Center

* Maintain test cycles in Quality Center

* Log Defects in Quality Center.

Workshop Content

* Introduction

e Introducing Quality Centre

* Introduction to Requirements
e Planning Tests

e Running Tests

e Adding and Tracking Defects
e Analyzing Testing Process

Who Should Attend
The target audience for the program are Software Test Managers, Test
Leads, Test professionals, Configuration Engineer with basic knowledge
on Automation and minimum two years experience in Software
Development Life Cycles, and should be involved with any / all / either
of the functions given below:
» Test Management / Test Automation
» Configuration Management
» Delivery

Testing

HP Quality Center - Advanced

A One-Day Workshop

Workshop Overview
This hands-on course covers the advanced features of Quality Center
9.2. Participants will learn to use the advanced features including Site

Administration and Project Customization.

Workshop Benefits

After the completion of the course, the participants would be able to:

e Understand the Advanced concepts of Quality Center

* Understand and use the Site Administration features

« Understand and control the Quality Center customization for projects

Workshop Content

* Introduction to Test Management
e Quality Center Overview

* Quality Center Features

e Introduction to Site Administration
e Site Administration

* Project Customization

*  Workflow Customization

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals, Configuration Engineer with basic knowledge
on Automation and minimum two years experience in Software
Development Life Cycles, and should be involved with any / all / either
of the functions given below:

* Test Management / Test Automation

« Configuration Management

« Delivery

* Testing

Training Offerings
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HP Quick Test Professional -

A Two-Day Workshop

Workshop Overview

With the increasing complexity in requirements, soaring customer
expectations and rapid time to market of software applications and
products, test automation happens to be the only solution in terms of
reducing tester effort, improving quality and coverage of tests, and
reducing the release time. And with QTP emerging as the leading tool
in functional test automation, it has invariably captured the interest and
imagination of every tester.

This course will focus on highlighting the fundamental concepts of
test automation and how the same is implemented using the various
features of QTP 9.2. All topics are supported by hands-on exercises
that are based on real-life examples.

Workshop Benefits

After the completion of the course, the participants would be able to:

» Use QuickTest Professional’s graphical point and click interface
to record and play back tests, add synchronization points and
verification steps, and create multiple action tests.

» Build upon fundamental topics by using debug tools to troubleshoot
tests and use additional checkpoints and product options to broaden
the scope of business processes that can be automated.

» Discover and correct common record and play back problems.

Workshop Content

Introduction

Introduction to Automation Testing
Introduction of Quick Test Professional
Object Management

Synchronization

Regular Expressions

Check Points

Parameterized Data

Action, Action Settings & Reusable Actions
Implementing the Concepts in Real Time (Project Work)
Overview of Working with Advanced Testing Features

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

» Test Management / Test Automation

» Delivery

» Testing

HP Quick Test Professional -

Advanced

A Two-Day Workshop

Workshop Overview

This course enables you to take your functional test automation skills
to the next level by learning to use the various advanced features in
QuickTest Professional.

Through discussions and hands-on exercises, you will learn to

create steps that work with dynamic objects and data, use VBScript
conditional and looping statements to control the flow of your tests and
components, and use Data Table methods and database connection
objects to retrieve external data.

Workshop Benefits

After the completion of the course, the participants would be able to:
¢ Understand the advanced concepts of Quick Test Professional

» Design automation scripts using VB Scripting

*  Working with Object Repositories

* Configure the advanced settings

Workshop Content

Summary of Basic Features in QTP

Working with Advanced Testing Features
Managing & Merging Object Repository
Configuring Advanced Settings

Working with Other Mercury Products
Introduction to Business Process Testing
Working with Application Areas & Components
Working with Test Objects & Object Repositories
Running & Debugging Components

VB Scripting

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on QTP Basic Features
and minimum two years experience in Software Development Life
Cycles, and should be involved with any / all / either of the functions
given below:

* Test Management / Test Automation

e Delivery

e Testing




HP Winrunner v9.0 Beginner

A Two-Day Workshop

Workshop Overview

This core course provides a comprehensive understanding of using
HP Winrunner 9.0 as an automated functional testing tool for different
environments. The course is centered around a set of carefully

designed, hands-on exercises that are based on real-life examples.

Workshop Benefits

After the completion of the course, the participants would be able to:
» Understand the basic concepts of WinRunner

* Use WinRunner to design, create and execute Test Scripts

Workshop Content

* Introduction
 Introduction to WinRunner
» Setting Up GUI Map

* Recording Tests

» Synchronizing Tests

» Checking GUI Objects

» Checking Bitmaps

» Create Data Driven Tests
* Programming Tests with TSL
* Reading Text

» Creating Batch Tests

» Configuring WinRunner

» Working with Test Suite

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

* Test Management / Test Automation

* Test Management / Test Automation

* Delivery

e Testing

HP Winrunner v9.0 - Advanced

—1 A Two-Day Workshop

Workshop Overview

This course enables you to take your functional test automation skills
to the next level by learning to use the various advanced features in
Winrunner.

Through discussions and hands-on exercises, you will learn to create
tests that work with TSL Scripting, Custom objects and advanced data
driven scenarios.

Workshop Benefits
After the completion of the course, the participants would be able to:
* Understand and use the Advanced features and concepts of

WinRunner

Workshop Content

* Review of WinRunner (Basic Concepts)
e Test Script Language (TSL Scripting)

» Using Regular expressions

» Handling Unexpected Events & Errors
» Custom Objects

e Running Tests
» Debugging Tests
* Advanced Data Driven

» Compound Recovery Scenarios

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

» Test Management / Test Automation

* Delivery

» Testing

Training Offerings
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IBM Rational Robot - Beginner

—1 A Two-Day Workshop

Workshop Overview

This introductory course is designed to familiarize testing professionals
with the basics of Rational’s functional test automation tool, Rational
Robot. Participants will be provided with hands-on instruction, from

simple record/playback techniques to advanced test scripting concepts.

Rational TestManager will be used to organize and process test results
to facilitate data analysis. The focus will be on applying Rational Robot
to resolve common automated testing challenges and to build effective,
versatile test scripts through best practices and savvy usage of

SQABasic code. At the conclusion of the course, principles learned will

be applied to a sample application.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Familiarize students with advanced concepts of IBM Rational’s test
automation tool.

* Understand the concepts of IBM Rational Robot

Workshop Content

« Benefits of using Rational Robot to automate tests

« Test script development process

« Contents of a Rational Project and test datastore

« Recording, debugging, and playing back techniques

¢ Setting the record and playback options for Rational Robot
« Developing and executing shell scripts

» Inserting verification points and wait states to ensure test script
reliability and validity

» Regression testing using existing Rational Robot test scripts

» Using the test log and verification point comparators to investigate
and analyze test results

» Using SQABasic to edit test scripts to extend their functionality and
reduce maintenance

» Creating custom verification points

» Using datapools and data files

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

» Test Management / Test Automation

» Delivery

» Testing

IBM Rational Robot - Advanced

—1 A One-Day Workshop

Workshop Overview

This 1-day course is designed to give participants a foundation in

the SQABasic scripting language and automated testing techniques.
Participants will learn to create test scripts that are more robust,
durable and easier to maintain. The course includes lecture, workbook

exercises and labs Advanced features of IBM Rational Robot.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Enhance students’ knowledge of SQABasic as used for automated
testing.

« Teach how to create test scripts that evaluate a broad range of
application functionality, and provide students with the ability to
implement with the tool successfully.

Workshop Content

» Basic features of Rational Robot

« Verification Points

« Data Driven

¢ Data Handling Techniques & Routines

¢ SQA Basic

« Variables: declaration, datatypes, scope

* Operators: mathematical, logical, string

« Object Scripting - Terminology, meaning, common commands, types
of properties, return values

» Control Flow Structures: if then end if and select case statements;
loops (for next; while; do loop)

» Use of Dialog and Input Boxes

» User-defined functions and sub procedures; header, source, library

and template files

Who Should Attend

The target audience for the program are Software Test Managers, Test
Leads, Test professionals with basic knowledge on Automation and
minimum two years experience in Software Development Life Cycles,
and should be involved with any / all / either of the functions given
below:

» Test Management / Test Automation

» Delivery

e Testing
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Agile SCRUM Practitioner

Training

A Two-Day Workshop

Workshop Overview

This course provides two days of experience for being a practitioner
in Agile SCRUM projects. Participants get to participate and learn the
various activities involved in being a practitioner in an Agile SCRUM

team.

Workshop Benefits

The course is intended to impart the skills required for working as part
of Agile Scrum teams. The participants will get an introduction to Agile
and Scrum, release and sprint planning, estimation techniques, tracking
in Scrum and participation in transitioning an organization to Scrum and
so on. The participants can effectively be part of Scrum teams in an
organization after attending this course.

Workshop Content

« Concepts of Agile and scrum
e Scrum roles

e Scrum Artifacts

e Scrum Meetings

¢ Release Management

¢ Planning Sprints

e Tracking progress in Scrum
e Scrum Team dynamics

« Transitioning an organization to Scrum
» Situational exercises

» Exercise on Estimation

» Exercise on Release planning
» Execution of a sample 60-min sprint

Who Should Attend

The target audience for the program is
* Project Managers

* Senior managers

» Functional managers

* Project Leads

» Senior Tech Leads

e Programmers

» Testers

* Quality and Database professionals.

Prior exposure to Agile is a plus though not expected.

Agile SCRUM Master Training

A Two-Day Workshop

Workshop Overview

Agile project management is as radically different from traditional
project management as agile processes are different from traditional
methodologies. Rather than plan, instruct and direct, the agile project
manager facilitates, coaches and leads. In this training the participants
learn how to be a ScrumMaster and how to make a development team,
a project, or an organization agile. The ScrumMaster is the person
responsible for the proper execution of Scrum and all change within the

engineering and overall organization.

Workshop Benefits

The course is intended to impart the skills required to effectively perform
the Scrum Master role in Agile Scrum teams. The participants will get an
introduction to Agile and Scrum and specific aspects of Scrum Master
role such as:

* Team formation and leading Scrum teams successfully

« Participation in transitioning an organization to Scrum.

« Effectively perform Scrum Master’s role.

Workshop Content

* Popular Agile Methods

¢ Organization of Agile Projects

* Agile Requirements Management

e Core Processes of SCRUM — Part 1
» Agile Estimation and Planning

* Core Processes of SCRUM - Part 2
e Advanced SCRUM

Who Should Attend

The target audience for the program is a mix of professionals across

hierarchies involved in project management, product management,

system and solution architecting.

* Atypical profile of the participants can be:

* Exposure to and handling of projects in product development and/or
service based organizations. Quality Assurance Specialists

» Exposure to all phases of Project Management life cycle, namely
Initiation, Planning, Execution, Control and Closure.

» Experience in handling teams with the typical sizes of 5 to 15
members.




Agile Test Strategies and Management

—1 A Two-Day Workshop

Workshop Overview

This course provides two days of experience in managing and
controlling Agile Software Testing projects, looking at the underlying
philosophy and motivation for this trend in software testing /
development and examining the core practices.

The course does not teach any specific tool or technique but provides
an introduction to the Agile Methods that will enable the participants to
make informed decisions regarding practices that will be effective for
their own organizations.

Workshop Benefits

After the completion of the course, the participants would be able to:
» Understand the basic concepts of Agile, Scrum and Sprints

» Understand and practice the method of estimation in Agile

» Understand Agile Testing Strategies and Planning

* Know about Test Team dynamics

Workshop Content

* Module-1: Agile concepts

* Module-2: The Agile Life cycle

e -The Scrum process

* Module-3: The Scrum Team

* - Role of testers in Scrum

» - Dynamics of a Sprint

e - Skills requirement for testers

* Module-4: Agile Engineering practices
* Module-5: Agile testing strategies
* Module-6: Test strategy planning

» - Deciding types of tests

» - Testing for various life cycle models

* - Test planning for a Release

e Module-7: Testing in iterations

» - Validating bugs

* Module-8: Estimation in Agile

» - Facts about Estimation

* - Agile estimation strategy

* Module-9: Testing outside sprints

* - Planning for Regression, Workflow, System acceptance testing
* Module-10: Test metrics

* - Some useful test metrics for Agile projects

* - Metric collection and analysis

* Module-11: Test automation

e - Test automation strategies

* - Automation types and tools

» Case Studies and exercises

* - Release planning with specific testing requirements
» - Estimation in Agile — Wide band Delphi and planning poker
e - Sprint planning meeting

» - Execution of a 90-min sprint

Who Should Attend

» Participants are expected to have some understanding of basic
business practice, and to have been exposed to aspects of the
Software Development Lifecycle and Software Testing.

» Participants should have some experience in guiding or leading
teams and/or projects.

Practical Estimation of
Testing Projects

Workshop Overview

Estimations have traditionally been an area of business interest as
they have a direct impact on the bottom line. As approximations and
estimations go hand in hand, this science is often seen as a price to
win. This course is designed to enable participants learn, experiment
and implement the concepts involving application of Test Point
technique for size estimation.

To enable a thorough hands-on of the concepts taught in the class
room, the course is structured around a set of formal case studies.

Workshop Benefits

After the completion of the course, the participants would be able to:

* Understand the principles of good estimation

» Understand the steps involved in a Test Point estimation

» Understand the Test Size, and Effort Estimation based on UCP

» Understand the Test Size, and Effort Estimation based on FP

» Apply the techniques for Test Size and Effort estimation

» Develop metrics for size estimation of Testing Projects in the
organization

Workshop Content

e Introduction to Estimation
e Overview to Test Points

» Covering Important Points

A Two-Day Workshop

¢ Case Study Debriefing

« Dynamic Test Points

¢ Static Test Points

« Determine Environmental Factor
« Determine Productivity Factors

¢ Summary & Closure :: Sins of Estimation

Who Should Attend

The target audience for the program are professionals with minimum
of two years of experience with regards to various phases of Software
Development Life Cycles, and should be involved with any / all / either
of the functions given below:

* Program Management

* Project Management

« Software Testing

« Delivery

¢ Pre Sales & Marketing

¢ Quality Process Engineering

« Software Quality Assurance

¢ Requirements Engineering & Management

Training Offerings
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Software Risk Management

A Two-Day Workshop

Workshop Overview

Everybody agrees that software risk management, if done properly, is

a good thing to do. Who would not want to identify potential problems
early enough to make a difference in the ultimate quality of the product?
Barry Boehm believes that “Risk Management helps people avoid
disasters, avoid rework, avoid overkill, and stimulate win-win situations
on software projects”. According to Dr. Charette, “Risk Management
reduces a project’s risk exposure and reducing risk exposure makes
good business sense”.

Workshop Benefits

This course provides a conceptual and practical understanding of the
methods and tools for Identifying, Analyzing and Managing Software
Risks. The course is developed using tried and tested approaches to
software risk management. It draws upon QAI’s real life experience and
the knowledge of various thought-leaders like Barry Boehm, Capers
Jones, Robert Charette and Dale Walter Karolak. The course is greatly
influenced by Software Engineering Institute’s pioneering efforts in the
area of Continuous Risk Management.

Workshop Content

* What is Risk and Software Risk Management?

* Motivation for Software Risk Management

* Reasons we don't do Software Risk Management SM
* SElI's Risk Management Paradigm

« |dentifying and recording software risks

¢ Risk Taxonomy

« Tools and methods for identifying and recording risks

¢ Analyzing and classifying risks

« Tools and methods for analyzing and classifying risks

* Risk Management Plans

¢ Tracking and controlling risks

* Risk Metrics

« Effective Communications: An enabler to risk management

« Introducing Software Risk Management in your project

¢ Introducing Software Risk Management in your organization

¢ Risk Management and the SDLC

+ Risk Management in the CMM®

« Other useful tools for successful risk management

¢ Conclusions and wrap-up

« Note: Individual and team exercises will be supported by appropriate
papers, case studies and technical reports-to be distributed and
discussed as part of the course

Who Should Attend

The course is ideal for professionals directly involved with software
projects, such as, project managers, team leaders and software
engineers. Software Engineering Process Group (SEPGSM) members,
Software Quality Assurance (SQA) team members and Testing team
members can also benefit from attending this course.

Risk Management

A Two-Day Workshop

Workshop Overview

This course offers a comprehensive look at the risk management
process, including tips to apply it and traps to avoid based upon lessons
learned from actual projects. Throughout the course, the instructor
explores how state-of-the-art concepts can be applied to project risk
management. Using examples from actual projects, the course provides
participants with practical, ready-to-use approaches for risk planning,
identifying and analyzing project risk issues, developing risk handling
strategies, and monitoring progress in implementing risk handling

strategies.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Identify and quantify risk criteria and rank index for risk analysis in
your projects

¢ Construct a test inventory and use it to conduct risk analysis

« Use Risk analysis methods and techniques to plan, execute, and
measure your projects’ risks

Workshop Content

¢ Background

¢ Risk Management

¢ Risk Analysis

¢ Risk Planning

¢ Risk Tracking & Control

¢ Risk Communication and Reporting

* Risk Repository
* Risk and Product reliability

Who Should Attend

The target audience for the program are professionals with minimum

of two years of experience with regards to various phases of Software
Development Life Cycles, and should be involved with any / all / either o
the functions given below:

* Project Management;

e Delivery

e Testing

* Risk Management

e SEPG/SQA/Testing team member
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Boot Camp for Software Quality

A Three-Day Workshop

Workshop Overview

This is a foundation course for IT quality concepts. It provides an
excellent overview of the entire IT quality professional area. It further
provides a macro introduction of the quality assurance area by
introducing and reviewing the principles expounded by leading quality
experts. This course similarly provides an exceptional review for those
planning to pursue IT quality certification for the Certified Software
Quality Analyst (CSQA) professional designation.

This workshop also addresses the important aspects to consider for
those organizations that desire to properly organize their quality initiative
for improved productivity and organizational integrity. It includes certain

case study analyses to reaffirm topic areas covered.

Workshop Benefits

The participant will be introduced to the important quality principles,
concepts, responsibilities and vocabulary, will conduct a brief quality
management self assessment, will learn how to implement an IT quality
program and will learn how to builds a short term action program for
your IT organization.

Workshop Content

e Sectionl Whatis Quality

e Section2 Who is Responsible for Quality

» Section3 Where am | and Where Do | want to be
e Section4 How Do We Make it Happen

e Section5 Where to Start on the Quality Journey
e Section 6 Completing an Action Plan

Who Should Attend

The workshop is designed for:

. Quality Assurance Managers / Supervisors / Analysts
. IT Managers

. Project Leaders

. IT Service Users

. And those pursuing CSQA certification

Software Quality Boot Camp

A Two-Day Workshop

Workshop Overview
“Belief Systems Changes need to Precede Behavior changes”
Quality is everyone’s responsibility, be it the development staff or a
Quality professional. Each person is accountable for the part of code or
project artifact or service that he/she is expected to deliver to internal
or external customers. And Quality counts, for each deliverable. It is
the primary distinguishing factor that imparts that competitive edge.
This intensive workshop covers the fundamental concepts of Software
Quality. It is meant for every software professional in your organization,
since it seeks to familiarize the participants with crucial Quality concepts.
No prior knowledge is required for this workshop. It covers the basics of
Quality and strives to sensitize the participants to Quality in the context
of Software Engineering so that they can:
* Appreciate Quality and its characteristics
* Have a buy-in for the Quality initiatives in the organization
« Understand the importance of process orientation
* Workshop Objective
« To foster the understanding of the concepts of Quality, Quality
Assurance and Quality Control, Process and Process Models and
provide:
 Insight into the use of some of the simpler techniques.
» Understanding of quality principles and approaches that have
emerged from the salient works of Quality gurus.
+ In-depth understanding of Quality models like ISO and CMM®,

Workshop Benefits
* Helps understand the concepts of Quality, Quality Assurance and
Quality Control, Process and Process Models

» To understand Quality principles and approaches as have emerged
from the salient works of Quality gurus

« To get a grasp of Quality models like ISO and CMM®. Control,
Process and Process Models

» To understand Quality principles and approaches as have emerged
from the salient works of Quality gurus

« To get a grasp of Quality models like ISO and CMM®.

Workshop Content

* Quality concepts

* Project variables, Quality Control and Quality Assurance, Cost of
Quality, Workbench, Product and Process Quality

» Software engineering overview

» Lifecycle phases in the context of Quality implementation

* Quality approaches and models

*  TQM, learning from gurus

» Testing

* Reviews / Inspections/ Walkthroughs

* Metrics

 Broad coverage of ISO 9001: 1994, ISO 9001:2000, CMM®, CMMI®

e Quality tools

* Quality models

Who Should Attend

Anyone interested in getting inducted in to Quality concepts. The
workshop also works as a foundation course for professionals wanting
to appear for the CSQA examination.




verview to CMMI®

14 PDUs Awarded

Workshop Overview

The Capability Maturity Model Integrated (CMMI® for Development
Plus IPPD Ver 1.2) is an integrated model to propel process
improvements in systems engineering and software engineering.
Using this model, organizations will be able to coordinate efforts to
improve its capability in both disciplines.

The overview to CMMI® for Development Plus IPPD Ver 1.2

course introduces participants to CMM® Integrated Model and

its fundamental concepts. The course discussion emphasizes
understanding of the five maturity levels and the 22 Process Areas
(PAs) of the model. The course details two representations, namely:

Staged and Continuous representation

Workshop Benefits

The Course will help the participants to:

« Understand the CMMI® framework

« Understand the detailed requirements of the process areas in the
CMMI®

* Make valid judgements regarding the organization’s
implementation of process areas

¢ |dentify issues that should be addressed in performing process
improvements using the CMMI®

e Earn 14 PDUs

A Two-Day Workshop

Workshop Content
Introduction
« CMMI® Framework
¢ Structure of CMMI® Development
¢ The Staged Model
¢ CMMI® Road Map & Appraisals
* Maturity Level 2 Process Areas
* Maturity Level 3 Process Areas
« Maturity Level 4 Process Areas
* Maturity Level 5 Process Areas

Who Should Attend
Organizations planning for CMMI® for Development Plus IPPD Ver
1.2 appraisal

« Organizations planning for transition from current SW CMM® level
to CMMI® for Development Plus IPPD Ver 1.2 appraisal.

¢ SEPG(SM) / Appraisal Team Members

SEIsvs Authorized Course on lNtroduction to CMMI®

—{ A Three-Day Workshop =

Workshop Overview

This three-day course introduces systems and software engineering
managers and practitioners, appraisal team members, and
engineering process group (e.g., SEPG, EPG) members to

CMMI® fundamental concepts. CMMI® models are tools that help
organizations improve their ability to develop and maintain quality
products and services. CMMI® models are an integration of best
practices from proven discipline-specific process improvement
models, including the CMM® for Software, EIA 731, and the
Integrated Product Development CMM®.

This course has been updated to be part of Version 1.2 of the
CMMI® Product Suite. The course was also improved to respond to
change requests submitted by students, instructors, and others.

The course is composed of lectures and class exercises with ample
opportunity for participant questions and discussions. After attending
the course, participants will be able to describe the components of
CMMI® models and their relationships, discuss the process areas in
CMMI® models, and locate relevant information in the model.

This course fulfills a prerequisite requirement for any course requiring
an official SEI Introductory CMMI® course.

Workshop Benefits

Successful completion of this course will enable participants to:

» Describe the fundamentals of model-based process improvement
* lllustrate the benefits of process improvement

* Introduce CMMI® model content

Workshop Content
Introduction
* Model-based process improvement
* Overview of CMMI® components
* Institutionalization
* Process areas of CMMI® models
 Structure of the continuous and staged representations

* Next steps

Who Should Attend
* Product developers and process implementers
» Anyone interested in learning about CMMI®

Training Offerings

+—
c
)
&
)
>
o
| -
o
£
7))
7))
)
&)
o
| -
al




+—
c
)
=
@
>
o
| -
o
£
7))
(7))
)
(&)
o
| -
al

|CMMI Implementation

A Two-Day Workshop

Workshop Overview

This workshop is designed for organizations which have chosen

CMMI ® as its process improvement model and are just starting on

its journey or is facing difficulties implementing it. Conventional road
maps for CMMI ® implementation are insufficient to create sustainable
improvement because they do not use key drivers necessary to
develop and maintain positive momentum that involves everyone in

the organization. The typical result is a massive and complex set of
impressive process documents that projects resist using and stall the
program or achieve the desired appraisal result and become obsolete
right after it, creating an organizational trauma that becomes the weed
that will choke future efforts in improvement.

This course will show the participants how to implement the model as a
continuous improvement program and achieve tangible business results
by using effective leadership and management methods. You will learn
how to strategize, evaluate, diagnose, plan and communicate so that

the organization can systematically achieve better process performance.

This course will describe a change management approach combines
tools from Six Sigma, Kaizen and other process improvement methods.
References for process area solution development will also be provided

Workshop Benefits

This course is designed to help you-

« Learn how to develop a strategy to systematically improve your
organization’s processes using all the resources available

» Learn how to overcome resistance to your program

» Create and maintain a common organizational understanding of the
model

* Avoid common appraisal findings from the start

» Align the model implementation to business needs and achieve

better process performance

Workshop Content

» Challenges with the conventional road map
* CMMI Model Essentials

* Model Interpretation

» Design for business results

Who Should Attend

Management Steering Group members

Engineering Process Group (EPG, SEPG) members
Technical Working Group members

Member of the quality improvement task force

Pre-requisite
Attended a overview course in CMMI ®




|COPC-2000® Standard Overview A Threo-Day Workehor

)
Workshop Overview Workshop Content (@)
The objectives in developing and promulgating the COPC -2000® CSP * Overview and Key Concepts E
Standard (COPC Standard) are twofold: ¢ Development of the COPC Standard —
» To define management and operational requirements for Customer e COPC's Experience (b}
Service Providers (CSP’s) to ensure that the services provided by the ¢ The Foundation of High Performance Management (Service, Quality u:
CSP meet the CSP’s clients’ and end users’ expectations. & Cost) O
» To provide CSPs with a framework within which they can define and * Benefits of Using the COPC Standard
implement improvement efforts. Underlying the COPC Standard is * Overview of the Standard (Framework, Key Terms) (@)]
the concept that Certified Customer Service Providers perform well » Detailed Review of the COPC Standard (=
on Service-Quality, and Cost. The Service and Quality must go up * Committee and Certification Process E
while reducing Cost. « Comparison of ISO, Six Sigma, and the COPC Standard ‘T
) —

The workshop exposes contact centre managers, service delivery

leaders and support personnel, in detall, to:

» The concept of Service-Quality-Cost

* The COPC framework

» The COPC Standard’s four Categories and 32 items

» Examples of approaches and performance levels achieved by high
performing Customer Contact Centers.

The workshop is intended for:

« Contact Center Managers

* Operations Managers

* SDL's and Program Managers
e Quality Managers

e Quality Executives

groups, and quizzes. Grades will be communicated by e-mail or phone

e
3
_|COPC® Certified Registered A Throe-Day Workshop =
Coordinator Training O
@)

Workshop Overview  Provide high-performing CSPs with a new level of recognition that a

The COPC® Registered Coordinator Training workshop is designed to will distinguish them as among the best in the world.

teach the skills necessary to effectively implement the COPC-2000® * Provide the industry with a model to use to drive high performance. E
CSP Standard in your organization, maximize operational performance, —
improve vendor selection and management capabilities, and achieve Pre-Class Reading 2
higher levels of client and end-user satisfaction. + You will receive a confirmation letter via e-mail one week prior to %
Assignments are given for each night and a 2 to 3-hour exam (open training. O}
book/notes) is given on the last day. The course structure includes  Itis important to read of the COPC-2000® CSP Standard prior to O
lectures, scenarios, breakout sessions, readouts from the breakout training by accessing the COPC website. 9
al

Who Should Attend

» Operations managers of call centers and fulfillment operations.

 Individuals and teams responsible for vendor selection and
management

Workshop Benefits

The training program provides the necessary tools to enable participants
to demonstrate competency with the content of the COPC-2000® CSP
Standard, be more knowledgeable of approaches for operating a high « Quality professionals
performance customer contact center or fulfillment operation, and learn . Business analysts

common operational pitfalls to avoid. » Sales managers

Workshop Content

e The COPC-2000 CSP Gold Standard requires significantly more
robust approaches and higher levels of performance than those set
forth in the COPC-2000® CSP Standard. The objectives of the Gold
Standard are to:




Training Offerings
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Defect Prevention

A Two-Day Workshop

Workshop Overview

In most organizations, Software teams rely on Defect Detection and
Rework to ensure the quality of deliverables but Defect Prevention is
often a neglected component of Software Quality Assurance. In an
average project, more than 40 % of the total effort is spent on finding
and fixing the defects. Investing in a comprehensive Defect Prevention
Program can provide huge payback in terms of faster, better and
cheaper deliveries.

This Training gives practical guidelines for establishing and
implementing a Defect Prevention Framework, Processes and
Methodologies in your organization. It is designed to sensitize
participants on the strategic importance of Defect Prevention in
Software Development and how Defect Prevention practices can help
organizations reduce Cycle time and cost of Software Development and
provide better quality products to Customers.

Workshop Benefits

This course is designed to help you-

* Appreciate the value and need for Defect Prevention initiatives.

« |dentify and Estimate potential defects and plan for prevention.

« Equip you with Tools and Techniques for effective Defect
Management.

« Devise, plan and maintain an effective Defect Prevention program in
your organization.

¢ Compute and Articulate the ROI from your Defect Prevention
initiatives.

Workshop Content

The program for the workshop covers the following topics:

* The Business Motivation for Defect Prevention

e Cost of Quality Concepts

* Understanding Defects

* How do we measure Defects?

» Practices and Tools for Defect Analysis

» Defect Prevention as a Continuous Improvement Process

» Defect Prevention Techniques- Some Industry Best practices

« Defect Prediction

* How to establish a Defect Prevention Program- a holistic approach to
effective Defect Management

Who Should Attend

The target audience for the program are Software professionals with
minimum of two years of experience with regards to various phases of
Software Development Life Cycles, and should be involved with any /
all / either of the functions given below:

» Software Project Managers

» Software Project Engineers

e SEPG /SQA professionals

* Quality Process Engineering

e Software Quality Assurance

Defining and Using Software Standards

A Two-Day Workshop =

Workshop Overview

The term “standards” is one of the most confused terms in our
profession. “Standards” really means work processes. Most
technicians often feel that standards inhibit their personal creativity.

To the contrary, standards will give the work force more flexibility and
creativity than ever before. Standards are in fact the way people work.
This seminar teaches how to institutionalize current best work practices.

For many companies, an effective process engineering program may be
their only effective approach to improving productivity.

Workshop Benefits

This workshop is designed to teach you a customizable approach for
process definition, deployment, and improvement. The methods taught
can be applied against any quality model in the world or can be used
simply as a means to improve overall performance

Workshop Content
Section 1
¢ Infrastructure:
¢ Establishing direction
¢ Identifying roles, responsibilities and timing
« Defining support systems, change management, packaging and
deployment
¢ Developing a standards development methodology
¢ Ensuring that your standards drive “IT” goals

Section 2

» Defining a process:

» Standards development teams

» Defining policies to drive the standards program

» Incorporating quality control methods into your processes

» Planning how to ensure that standards are developed for
processes that are critical to achieving strategic goals.

Section 3

e Measuring Process Effectiveness:

* How to select processes for implementation through process
inventorying, process mapping, and prioritizing work processes
for definition, improvement or re-engineering

Who Should Attend

The workshop is designed for:
¢ Quality Assurance Analysts
e IT Managers / Supervisors
e |IT Users / Customers

* Project Leaders




Demystitying High Maturity -

The Statistical Way

A Three-Day Workshop

Workshop Overview

This workshop provides details on what is high maturity and its
characteristics. It provides detailed explanation of the concepts and
practices at maturity levels 4-5 as well as examples of how statistical
methods and tools can be applied to assist in the implementation

of these practices. The workshop provides hands on experience

on hypothesis testing, Process-Performance Baselines, Process-
Performance Models, Control Charts, Regression Analysis and other
statistical techniques.

The workshop is composed of lectures and exercises and provides

a practical hands-on experience to the participants. The concept
knowledge and a level of tool usage would also be provided. After
attending the course, the participant will understand the concepts and
issues related to CMMI levels 4 and 5 from theoretical, empirical, and

practical perspectives.

Workshop Benefits

This course is a one of its kind to help the organizations understand
the nuances of implementing High Maturity. The course goes beyond
theoretical knowledge and focuses a lot on actual implementation
with plenty of hands on experience of real life situations faced by the

organizations in implementing High Maturity.

Workshop Content

* Introduction

« SEl's expectations from High Maturity Organizations

« Establishing a strong measurement framework (ML2)

« High level GQM

« Concept of Y =f(x)

¢ Introduction to SPC concepts

* Introduction to MINITAB

« Statistical Tools using MINITAB

« Control Charts

« Advanced statistical concepts (hypothesis testing, ANOVA,
correlation etc)

« Developing Process Performance Baselines, Process Performance
Models

¢ Interpreting High Maturity Process Areas

¢ High Maturity Practices Common Pitfalls

¢ Industry best practices

Who Should Attend

Those organizations that are aiming to achieve CMMI levels 4 and 5.

Design for Reliability -
|Applications in Software

A Three-Day Workshop

Workshop Overview

Software Reliability Engineering is a fast growing field. More than

60% of mission critical applications are dependent on software.

The complexity of business software application is also increasing.
Customers need products with high performance that can be sustained
over time. Due to high cost of fixing failures, safety concerns, and legal
liabilities, organizations need to produce software that is reliable.

There are several methods to develop software but questions that need
to be addressed are how many times will the software fail and when,
how to estimate testing effort, when to stop testing and when to release
the software. Also, for a software product we need to predict / estimate
the maintenance effort for example, how long must the warranty period
be once the software is released, how many defects can be expected
at what severity levels, how many engineers are required to support the
product, for how long etc.

Software reliability engineering addresses all these issues, from design
to testing to maintenance phases.

Workshop Benefits

After the completion of the course, the participants would be able to:
« Understand the importance of Software Reliability

* Get familiar with the concept of Design for Reliability

¢ Learn the methodology of Software Design for Reliability

* Using Software Reliability modeling to predict

« Understanding how many defects would escape to the customer

Workshop Content

» Introduction to Basics of Software Reliability Engineering
» Defining Reliability Goals

» Developing Product Operational Profiles

» Reliability Allocation

» Software Reliability Design Techniques

» Risk Mitigation

» Software Reliability Testing Techniques

» Applying Failure Data to make Decisions

Who Should Attend
The target audiences for this course are software designers,
development professionals and testing professionals who may not have
any previous background in reliability engineering. Following people can
attend this course.
e Product Managers

Reliability Engineers
» System Engineers
» Software Engineers
» Testing Engineers

Training Offerings
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J{Minitab Training

A Three-Day Workshop

Workshop Overview

QA offers the MINITAB™ training course that teaches you how to

use the software in context of using the Six Sigma tools. The course is
designed and delivered by Six Sigma experts. It is designed to provide
learning not only on the use of MINITABTM, but also on how and when
to use a variety of statistical problem-solving techniques.

Six Sigma practitioners, who have already completed MINITABTM
training courses, cope with the requirements of Six Sigma projects more
easily than those who have not.

Workshop Benefits

This workshop will help participants

» Perform tests using MINITABTM and interpret results

* Understand how to improve output by using MINITABTM

* Enhance knowledge on the Six Sigma tools

» Imbibe ‘best practices’ and become aware of pitfalls of statistical

analysis using MINITAB

Workshop Content

» History of Six-Sigma, it's benefit and the statistics
* Measuring Quality

» Understanding Variability

* Probability

* Independent and exclusive events

Using MINITABTM for understanding and doing hands on exercises on:

« Interval and point estimation

* Data Types

* Types of Random variables and their distribution

« Binomial, Poisson, Normal, Exponential and Weibull distributions

» Connection between Exponential and Poisson, the queue situations.

» Transformation of data from non-normal to normal

» Data Collection sheets

e Population and Sample

e Survey sampling, sample size evaluation

e Sampling Distributions

¢ GRR

e Graphs and Histogram

» Computation of sigma levels, long and short term, shift etc and their
interpretation

e Capability evaluation, indices and related issues

« Tests of Hypotheses on proportions, averages and variability

« Sampling Distributions, Normal, Student’s t, chi-square, Fisher’'s F

¢ ANOVA

« Non-parametric tests, run, sign, randomness

Who Should Attend

« Green Belts or Black Belts who are not well conversant with
MINITABTM

« Personnel in specialized roles of performing statistical analysis

Overview to ISO 9001 : 2000

A Two-Day Workshop

Workshop Overview

The need for software companies, to be identified as one that delivers
Quality products and services to its customers, has always been there.
More so because the customers and buyers across the globe prefer
dealing with a company which has been certified or assessed by a
third party for their approach to Quality and process framework. That is
why standards like ISO have become popular. The ISO standard has
been adopted by many organizations worldwide, including software
organizations. It helps organizations remain competitive and improve
internal capabilities by creating and implementing a robust Quality
Management System and implementing the same. ISO 9001:2000 is a
standard for process certification and not for product certification. This
two-day workshop will include the philosophy, concepts and practice
related to the standard. The course lecture is supplemented with
exercises, enriching discussion, query handling and experience sharing
attempts to provide a detail overview of the ISO 9001:2000 standard
as applied to software companies. The exercises included during the
course will enable better understanding of the concepts.

Workshop Benefits

The knowledge of ISO 9001:2000 standards will help the participant:

» To decide the set of processes required by ISO 9001:2000

» To drive and guide implementation of the standard, in the
organization

» To do a gap analysis of the existing process definition and
deployment vs those required by the standard

» To apply the process improvement tips / approach learnt during the
course, for internal improvement of the organization

Workshop Content

* About ISO 9001: 2000 - Background

» Overview to ISO 9000:2000

* Overview to the standard

* Fundamentals of Quality Management Systems
¢ Management Responsibility

¢ Resource Management

* Product Realization

* Measurement, analysis and improvement

» Overview of ISO 9004:2000

* SO 9001:1994 vs. ISO 9001:2000

¢ CMM® and ISO 9001: 2000 — high level comparison
» Transition from one standard /model to the other

Who Should Attend

¢ Members of the organization that wish to:
* Achieve I1ISO 9001:2000 certification
» Transition from ISO 9001:1994 to ISO 9001:2000 version
e Implement ISO 9001:2000, though they are already implementing

SW -CMM®

¢ Members of the Quality department or the core group or the
Management Representative, responsible for enabling/driving the
ISO implementation in the organization

* Any individual who wants to understand the requirements of the
standard




Quantitative Process Management

A Two-Day Workshop

Workshop Overview
This workshop provides an excellent illustration of how to achieve such
goals by using Software measurements and data analysis.

Workshop Benefits

The course provides:

» Practical guidelines for implementing metrics and analyzing them
using simple statistical methods.

« Adefect prevention system, using problem solving tools that have
been applied to achieve process improvement and defect prevention
in several organizations.

* A method to build an information system in your organization
using available metrics and integrate metrics with software project
management and thereby establish SPC in your projects.

* Help in Quantitative Process Management, Defect Prevention and
Change Management.

* No special tool is required to implement QPM Methods outlined
in this course, most applications are available in MS Excel. For
special analysis, people may use Statistical or Minitab or any other
professional package for data analysis.

Workshop Content

* Business objectives and process characteristics
* Process vs. metrics

* Measurement Scales

* Product & Process Metrics

« Creating control charts

« Using EXCEL

* Normal and other distributions

» Understanding variation

* Common causes Vvs. special causes

» Applying quantitative and statistical techniques in managing
projects

 Identifying process and sub-processes for analysis

» Typical metrics used in development projects

» Typical metrics used in maintenance/support projects

» Goal setting, strategy and actions

* Natural limits vs. Goals

» Process capability control charts using project data

* Process stability considerations

 Identifying common causes vs. special causes

* Bringing process under control

* 7 QC tools

» Organization process performance

» Collecting data and Scrubbing data

» Determining organization performance/capability

» Defining performance models

* Implementing mature measurement program

* Understanding QPM and OPP process areas of CMM

» Typical work-products of the practices of CMMI Maturity Level 4
Process Areas

* Implementation framework and Pitfall avoidance

Who Should Attend

It is expected that participants will have some understanding of process
and metrics such as:

* Project Managers

» Software Engineers (with at least 3 years experience)

» Software QA Professionals (SEPG/SQA)

» Experienced support professionals (IT support, Training)

Software Six Sigma

A Two-Day Workshop

Workshop Overview

The software industry today faces a challenging environment worldwide,
characterized by ROI focused customers, increased pricing pressures
and intense competition. Other business imperatives include the

ability to manage projects across diverse locations and technology
platforms, and the need to continuously move up the value chain. In
order to respond to these challenges, the industry needs to strive for
customer delight through zero defects, achieve operational excellence
through predictable processes and adopt an ROI based approach to all
initiatives. What is needed, therefore, is institutionalizing a management
approach that ensures not just Engineering Excellence but also
Business Excellence. In short, it time to adopt Six Sigma!

This workshop seeks to provide participants with an understanding of
Six Sigma implementation in a software development environment. QAl
Faculty are all certified Master Black Belts or Black Belts, and have wide
ranging experience not only as Business leaders but also as Quality
Leaders, leading & managing Six Sigma as well as ISO and CMM®
initiatives.

Workshop Benefits

This workshop will help participants:

» Familiarize with Concept of Six Sigma, its Methodologies & Tools and
applications.

» Enable to prepare a road-map for launching Six Sigma: Where, Who,
When, How.

» Understand Key Success Factors & Challenges during launch,
deployment & sustenance.

» Understand how to apply Six Sigma methodology in SDLC (Software
Development Life Cycle) as well as Supporting Business Processes.

» Understand synergy between Six Sigma and frameworks such as
CMM®/CMMI®/ PCMM®.

» Select the right methodology (DMAIC/DMADV).

Workshop Content
Why Six Sigma?
* What is Six Sigma?
e Whatis My Sigma?
* How Six Sigma?
*  Where Six Sigma?
* Model Projects
» Deploying Six Sigma
» Complements & Supplements
* Managing & Sustaining Six Sigma
*  Where else Six Sigma?

Who Should Attend
Managers and Executives
* Human resources staff
» Those responsible for improving workforce management practices
* Members of People CMM® assessment teams
» Software Engineering Process Group (SEPG(SM)) managers,
members.

Training Offerings
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Six Sigma Green Belt Training

A Five-Day Workshop

)
(@)] Workshop Overview Workshop Content
c The Green Belt Training offers participants the basic building blocks * Six Sigma: Its value & benefits; applications in the context of given
— for improving business processes in their organizations. The training is industry.
D structured into five phases starting with a business problem and arriving « Define Phase - Project Definition & Scoping - Developing the Charter
u: at an improved solution to the problem. The training uses contextual & Planning the Project - Project Charter
O examples, case studies and exercises on burning issues of industry. e Measure Phase - Basic Statistics- Data & Graphical Data Analysis
The workshop aims at ‘Learning by Doing’. Specific applicability of - Measures of Central Tendency - Probability Density Function &
([@)) tools to the Industry is demonstrated for helping participants gather Cumulative Distribution Function - Normal Distributions - Six Sigma
(- requisite experience for immediate application. This training is available Terminology- Z Calculations-Process Capability Analysis - Non
E customized for the following sectors: Customer Contact Centers, Normal Distributions - Process Mapping & Analysis -Gage R&R
e — Software, Transactional for Services, and Manufacturing. ¢ Analyze Phase - Cause & Effect - Risk Management with FMEA
CG - Hypothesis Formation & Testing - Type | and Type Il (Alpha &
— On the final day of this workshop the participants will undergo a Beta) Risks - Estimating Sample Size - Estimating Confidence
I_ competency examination. As the final step towards Certification the Intervals - Hypothesis Testing - Analyzing Goodness of Fit with Chi?
participants will be required to work on 1 or 2 Six Sigma Green Belt - Regression
projects & submit them for evaluation. » Improve Phase - Idea Generation Tools - Decision Making Tools
- Risk Retirement & Defect Prevention with FMEA - Design of
. Experiments
Workshop Benefits _ _ « Control Phase - Statistical Process Control - Process Management
This workshop will help participants in understanding: Systems & Process Optimization
* How to identify projects in critical business areas
» How to Define, Measure & Analyze these specific improvement
opportunities and to Improve and Control them Who Should Attend
* What are the Six Sigma tools that have yielded greatest benefit to The workshop is designed for:
practitioners . Implementers of Green Belt projects

* What are the pitfalls in Six Sigma implementation in an organization . Designers & Managers of Green Belt projects
& how to avoid them?

i | Six Sigma Yellow Belt
o A Two-Day Workshop
E Workshop Overview + Measures of central tendency
G>,) QAI's Six Sigma Yellow Belt training provides an introduction to ° Normal?t_y ) ) ] B ]
o) process management and basic tools of Six Sigma. It helps spread * Probability density functions & cumulative probability functions
ot understanding Six Sigma down the hierarchy, thus facilitating more + Confidence Intervals
o effective implementation of Six Sigma. The course is delivered after * Calculating Sigma Capability
E initial batches of Black Belts / Green Belts have been trained within the * Measurement Systems Analysis - Intro to Gage R&R
organization. *  What How Analysis - QFD
; « Score Cards & CTQ Flow Down
. ¢ Analyze
) W_OrkShOp Be_neﬂts o  Process Mapping & Analysis
(b} This workshop will help participants ) ) « Brainstorming- Cause & Effect/ Ishikawa
(&) . Play an important rolg _|n s_uppprtlng Six Slgmg prolects_ by gathering « Graphical Analysis
(@] project data and participating in problgm-solvmg exercises. « Introduction to Hypothesis Testing
S » To create a more aware, customer-oriented culture in the « Improve/ Design
al organization, conducive to process improvements. « Risk Management with FMEA
« Control/ Verify
Workshop Content + Control Charts
* Overview » Failure Proofing with Poka Yoke
» Six Sigma terminology
*  Why Six Sigma - value & benefits; VOC, VOB and VOP
» Methodologies DMAIC and DMADV; Comparison with quality Who Should Attend
« Define Front-line personnel who are expected to play a facilitating role in Six
+  Project definition/scoping tools Sigma projects

¢ Translating VOC to CTQs (SMART Methodology)
¢ Prioritizing CTQs - Kano Model
« Developing the charter & planning the project

* Measure




Six Sigma Black Belt Training

A Four-Week Workshop

Workshop Overview

The course offers a practical approach to first articulate a given business
problem to a mathematical Y=f(X) form, then deploy statistical and
analytical tools to determine the factors to optimize, finally formulating
the solution back into a business solution.

Workshop Benefits

There are a total of 12 steps entailed in this course, spread into five
distinct phases of process improvement. The course offers significantly
deeper coverage and understanding of Six Sigma DMAIC tools and
methodology from an expert standpoint.

Workshop Content
Week One:
» Enterprise Six Sigma Model
¢ Foundation of Six Sigma, DMAIC & DMADYV, Organizational &
Leadership View, Organizational Goal & Objectives, Business
Process Management System, Project Selection
» Project Management
* Project Charter & Plan, Team Building & Management, Managing
Change, Management & Planning tools
» Define Phase
« Developing the Project Charter, Capturing Voice of Customer,
Identifying Critical to Quality Parameters from VOC, Six Sigma
Finance
* Measure Phase
« Process Mapping, Basic Concepts, Cause & Effect tools,
Data Types, Minitab Training, Measurement Scales, Methods

for Collecting Data, Sampling Methods, Graphical Methods,
Measurement System Analysis, Analyzing Process Capability
Week Two:
¢ Analyze Phase
* Mutli-vari Studies, FMEA, Simple Linear Correlation, Central
Limit Theorem and sampling distribution of the mean, Hypothesis
Testing, Tests for means, variances and proportions, Goodness-
of-fit tests, ANOVA, Non-parametric tests, Simple and multiple
least-squares linear regression
Week Three:
e Improve Phase
» Design of Experiments (DOE), Planning and organizing
experiments, Design principles, Design & analysis of full-
factorial experiment, Design & analysis of two-level fractional
factorial experiments, Response Surface Methodology, Multiple
Optimization, TRIZ
Week Four:
» Control Phase
» Statistical Process control, Selection and application of control
charts, Advanced Statistical Process Control, Lean Tools for
Control, Control Plan finalization and project Closure

Who Should Attend
Six Sigma Green Belt Trained professionals from any industry or
function can take this course

* Executives, Quality Leaders and other advanced users of analytical
tools

» Individuals aspiring to become Six Sigma Black Belts

Six Sigma Champions Training

A One-Day Workshop

Workshop Overview

Six Sigma is a methodology provides a structured, data-based approach
to enhancing business performance. Six Sigma, unlike many other
initiatives is focused on providing quantified business benefits, and is

a constant journey towards excellence. It helps make ‘Quality’ a profit
center rather than being a cost center. The workshops aims to make
senior management understand Six Sigma, how will it help them & what
role they need to play to make it succeed.

Facilitation of this workshop is through Individual and Group exercises,
and the sharing of experiences interspersed with the concept and theory
of Six Sigma.

Workshop Benefits

This workshop will:

¢ Introduce Business Managers to Six Sigma Concepts and
Methodology, and its application to various aspects of business.

* Provide an overview of Six Sigma and the critical success factors for
its roll out within the organization along with the roles played.

* Bring out the synergies between the Six Sigma goals and the
strategic business objectives of the organization.

* Provide insight into integrating Six Sigma in the overall organizational
strategy & the immediate action steps.

« Enable Six Sigma sponsorship by imparting Comprehensive
awareness to Business leaders who are organizational sponsors
of Six Sigma, on estimating business benefits & managing project
selection for organization wide Six Sigma implementation.

» Enable Six Sigma Governance by Quality Leaders, Business
Leaders, and staffed representatives from Finance & HR functions.
The workshop imparts knowledge about monitoring/reviewing project
stages & completions, and institutionalizing outputs of completed Six

Sigma projects.

Workshop Content
What is Six Sigma?
» Benefits of Six Sigma
* How does the Six Sigma Organization look like?
» How does an organization roll out Six Sigma?
* What is the impact of Six Sigma?
» Tools of Six Sigma
* Process Management System
e The organizational dynamics of Six Sigma
» Rewards and recognition
* The engagement road map

Who Should Attend

» CEOs

» Heads of Quality, Operations, Human Resource, Finance
» Senior Project Managers

Training Offerings
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Six Sigma Train the Trainer

A Five-Day Workshop

Workshop Overview

QAI’s Six Sigma Train the Trainer program is aimed at honing the ability
of participants to deliver Six Sigma trainings. The course is also a core
requirement of QAI's Master Black Belt development program. While
covering the essentials of a generic Train the Trainer program, the
course is customized to include specific skills for delivering Six Sigma
trainings. This five-day program follows the ‘learning by doing’ approach
and aims at developing the ability to impart Six Sigma knowledge and
motivate people to use Six Sigma.

Workshop Benefits

This workshop will help participants to:

« Learn the approach and best practices of delivering Six Sigma
trainings

« Understand different developmental objectives and training methods.

« Comprehend learning styles, stages and behavior issues.

« Understand and apply the techniques for facilitating and managing
organizational change and team dynamics.

Workshop Content

* Introduction and overview

« Learning, teaching and education; Skills and its types
« Developmental roles

¢ Learning and styles of learning

¢ Adult vs Child learning

¢ Adult learning window and stages

* Motivators and barriers to learning

» Approaches to learning; Introduction of Ego States

» Ego States of mind and Transactional Analysis

» Development of instructional system

» Structure of instructional delivery

» Components of lesson plan

* Mediums of delivery

» Develop lesson plan

 Facilitation skills - behavioral roles of trainer

» Facilitation skills - questioning skills; group handling skills

» Facilitation skills - do’s and don’ts; handling dysfunctional behavior

Who Should Attend

Prospective Six Sigma instructors and Master Black Belt.

Process Management

Statistical Techniques for Software

A Two-Day Workshop

Workshop Overview

Use of statistical techniques to control and improve processes has been
in use in the manufacturing industry for over 25 years. As the software
industry matures, statistics will become a driver of process improvement
in an increasingly quantitatively managed world. The Capability Maturity
Model (CMM) emphasizes the use of statistics in the level 4 KPA's -
Quantitative Process Management and Software Quality Management.
It has therefore become imperative for project managers and software
quality/process engineering professional to understand and apply
statistical techniques to their projects and processes.

Workshop Benefits

The workshop imparts the participant’s skill to use statistical techniques
that are typically applicable to software project and process control
situations - especially those techniques that are used to implement L4
KPA's of the CMM. The workshop covers histograms, run charts, control
charts and curve fitting. Conditions required for the correct use of these
techniques and instances of common pitfalls (Do’s and Don'ts) are
covered. The participants will acquire the skills by completing exercises
and a case study.

Workshop Content

¢ Introduction to the Quantitative Approach Metrics
« Data Collection
* Data Retention
« Statistical Approach

« Histograms

¢ Mean, Mode, Median
e Standard Deviation and Variance
* Exercise
e Run Charts and Control Charts
¢ Run Charts
e Xbar R Charts
¢ XmR Charts
e Other Control charts
e Other Statistical Tools
e Pie Charts
e Bar Charts
¢ Radar Charts
e Pareto Charts-
e Scatter Diagrams
e Curve fitting (correlation and trends)
* Requirements of CMM L4 KPA's
e Conclusion

Who Should Attend

* Project Managers/ Project Leads
* Quality Group Members/ SEPG
e Quality Assurance/ Internal Auditors




Quality, Productivity and
Customer Satisfaction

Using Measurement For Improving

A Two-Day Workshop

Workshop Overview

Economic pressures, competition, and a better informed consumer are
forcing companies to develop and deploy better quality products more
quickly and inexpensively. A measurement program is an effective
method to identify areas of improvement, to increase the productivity
of your employees, and to improve the overall quality of goods and
services.

Measurement is necessary to prove the effectiveness of an organization
and to increase quality and productivity. Measurement can be used as a
thermometer to monitor activities, as a thermostat to change activities,
and as radar to serve as an early warning indicator of problems.
Measurement is also a management tool to ensure that positive
progress is made toward achieving goals and objectives

Workshop Benefits

This workshop will equip you with a customizable process for
measurement designed to drive management’s objectives. In this
seminar you will learn how to strategically align a measurement program
through the use of strategic and tactical dashboards.

Workshop Content
Measurement Concepts
» Assessing Your Readiness to Measure
* Measurement Prerequisites
* AFive-Step Measurement Process
* Using Measurement in Decision Making (Management by Fact)
* Deploying a Measurement Process

Who Should Attend
Quality Assurance Analysts

* QA Supervisors

* QA Managers

e IT Managers

e IT Users

e Customers

* Project Leaders

Training Offerings
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Boot Camp for Business Analyst

A Three-Day Workshop

Workshop Overview
This seminar will focus on establishing the proper infrastructure,
improving communications between users and IT personnel, and

right requirements to be implemented right the first time. This seminar
is not designed to replace requirement definition methods such as JAD
(Joint Application Development).

The program was developed because QAI believes the major problem
in getting the right requirements implemented is primarily a two-fold
communication problem: the user is unable to articulate exactly what is
wanted, and the project responsibilities between IT and the user are not
clearly defined.

Workshop Benefits

This workshop is designed to provide solutions that can be immediately
implemented to improve your requirements process and to improve
communication and coordination activities during the product
development life cycle.

establishing measurement and assessment methods that will enable the

Workshop Content

Section 1 - QAI's Approach to Managing Quality in a Changing World
Section 2 - Defining the user’s true needs

Section 3 - Identifying and managing project risks

Section 4 - Communicating the true requirements to the Implementers
Section 5 - Controlling throughout requirements implementation

Section 6 - Assuring the implemented software meets true users need

Who Should Attend

This Program is designed for: Business Analysts
e Software Applications Users and Customers
e Project Leaders

¢ Managers

Defining and Validating Requirements

A Three-Day Workshop

Workshop Overview

Failure to properly identify and manage requirements is the single
most consistent cause of project failure, regardless of project size and
organization. The requirements analysis process is defect prone for a
variety of reasons. Post-implementation reviews of most information
systems projects typically show that 60-75% of all defects encountered
during a project, and embedded in the finished systems products, are
defects in requirements.

Studies also show a major cost of software development is correcting
erroneous and missing requirements. If these changes need to be
made to an operational system, they will cost 100 times as much

to correct as if requirements are corrected during the requirements
gathering phase of software development.

This course covers technically what requirements are and what we
really mean by the term “requirements.” It also addresses the challenge
of getting valid requirements which is one of the most important issues
in avoiding defects. The course further provides a seven-phased
process for developing valid requirements and presents effective tools

and techniques for defining and validating those requirements.

Workshop Benefits
The workshop provides participants a better understanding of:
¢ The requirements review process

» How requirements fit into the software development life cycle

» How prevention is key to reducing the costs associated with software
development

*  Why requirements defining and validation must be a team effort

Workshop Content

Section 1 - Introduction

Section 2 - Requirements Advocacy

Section 3 - QAI's Requirements Model

Section 4 - Identifying Business Needs
Section 5 - Analyzing Business Requirements
Section 6 - Analyzing Implementation Requirements
Section 7 - Analyzing Constraint Requirements
Section 8 - Resolving Conflicts and Tradeoffs
Section 9 - Verifying Requirements

Section 10 - Validating Requirements

Section 11 - Managing Requirements

Who Should Attend
* Project Leaders

* IT Users

* IT Customers

» Business Analysts

» Developers




Design & Implementation of
Software Systems

A Two-Day Workshop )
(@)

Workshop Overview » Techniques for evaluating Design (-
The course is comprised of exercises, presentations role-plays and + Documenting Alternatives using various criteria e
feedback sessions. It uses realistic group based exercises with practical ~* When to make, buy or reuse of product or component (D)
examples. There is a focus on teaching design evaluation techniques * Preparation of operational manuals =
to the participants and the course should not be looked at as a basis for ~ * Maintaining the operational Manuals in-line with the changes O
learning all the techniques which are used across industry. A discussion ¢ Advantages of DAR
of how the criteria used for evaluating is dependent on organization  Sample checklists (@)}
and possible applications of the alternative techniques for design and + Case Studies and Exercise (=
making decisions is also included. E

_ Who Should Attend ©
Workshop Benefits The course has been designed for those wishing to: —
This course has been designed to train Software professionals to: » Understand the technique for evaluating design alternative I—
» Evaluate Design Alternative Solution using typical selection criteria « Taking decisions to purchase, reuse or develop products or
* Document Design Alternatives components
+ Help in taking decision on make, buy or reuse of the products « Define, implement and maintain operational documents for the
» Develop and maintain technical documentation throughout the entire projects

lifecycle
» Develop and maintain documentation for installation as well as user o
documentation Prerequisite

The course will help you to evaluate, define, implement and maintain To gain the most from this course participants should have an:
different design alternatives as well as preparing the operational, * Understanding of Software Project execution process / Software
installation and user documentation in a software organization. Engineering concepts

¢ Understanding on Design Analysis

¢ Understanding on operational manuals
Workshop Content 9 P

The program for the workshop covers the following topics:
* Introduction
» Design Analysis & Resolutions

Essential Requirements Management

A Two-Day Workshop
Workshop Overview Development - Types of Requirements Activities- Uniqueness of
Today, many organizations recognize Requirements form the basis Development in Internet Time
of the initial estimates and plans; they also form the basis on which » Types of requirements & Requirements Characteristics
the software product is built and validated. The workshop takes a * Requirements Elicitation - Introduction - Survey of Techniques-
comprehensive look at Software Requirements Management, examines Strategies for Rapid Development - Summary and Comparison;
key elements of the Software Requirements Management program * When is Each Technique Most Applicable?
and identifies pitfalls where many programs have failed. It presents  Requirements Triage - Introduction - How to Do Triage - Tradeoffs
the techniques that have proved successful in real-world programs, Between Requirements - Schedules and Costs - Tradeoffs Between
methods for implementing them and strategies for determining if the Requirements, Schedules, Costs, Risks, and ROI - Strategies for
techniques are being effectively implemented. Rapid Development - Summary

* Requirements Specification - Introduction - Attributes of a Well-
Written SRS - Strategies for Rapid Development

¢ Manage System Scope, Refine the System Definition

¢ Manage Changing Requirements - Controlling Requirements “Creep”
- Practical Reviews/ Walkthroughs - Role of Inspection Establishing
Requirements Matrix and Traceability

* Requirements Across the Product Life cycle

¢ Institutionalizing requirement management

¢ Future Directions: Use-Case Modeling

¢ Managing Software Requirements - Cost/Schedule - Establishing

Workshop Content SCM Plan - Dealing with Inserting New Requirements - Ripple

« Introduction Effects

*  Why do Requirements Management? Defining requirements .

* The Requirements Management Process - Scope and terms-
requirements management in the overall development cycle -
Commitment Planning - Requirements Gathering - Requirements
Clarification (Preliminary Analysis) - Release Planning (Requirements
triage) - Requirements Specifications and Verification - Commitment
Acceptance

» Introduction to Requirements Activities - Definitions - Role in

Workshop Benefits

While emphasizing on the need for requirements management, the
course focuses on the fundamentals of requirements management
and how they relate to the system development life cycle from writing
the requirements to testing. The objective of this course is to improve
the likelihood that products being constructed in Internet time satisfy
customer needs.
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Who Should Attend
» Software Engineers
Business Development Personnel
Project Managers
Any practitioners interested in upgrading their skill set on
Requirement Management.
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Scenario Planning

A One-Day Workshop

Workshop Overview
How to see what others cannot see...

Scenario planning provides the tools to face up to and address the
multiple possibilities that an uncertain future holds. Scenario thinking
helps us to see what we can and cannot change, enables us to look for
the signs of change that will profoundly affect how we work, and forces
us to look at the implications of a range of realistic futures.

Applied together with a holistic strategic planning regime, scenario
thinking becomes scenario-based strategic planning. This allows
organizations to be ready with the right strategies and action plans,
that can be activated as changes and scenarios unfold, while the
competition is only starting to grapple with the issues brought about by
the changed scenarios.

Workshop Benefits

The workshop will teach you how to:

¢ Confirm that the overall strategy of the organization is sound, or
that new, underpinning strengths need to be added to create more
robustness.

« Confirm that lower-level business choices are sound, or that new,
alternative options are more robust.

* Recognize when none of the business options are robust and,
therefore, contingency planning against unfavorable futures is
necessary.

» Be sensitive to the ‘early warning’ elements that are precursors of
desirable and unfavorable futures.

Workshop Content

Section 1 - How strategic planning and scenario thinking go hand-in-
hand

Section 2 - Purposes of scenario planning

Section 3 - Why scenario planning? What are scenarios, in general?
Compare and contrast scenario planning to other
techniques.

Section 4 - Steps to developing scenarios

Section 5 - Deriving assumptions

Section 6 - Discovering drivers for change

Section 7 - Getting the management team to hear, digest, confirm, and
act on scenarios

Section 8 - Understand critical executive considerations

Who Should Attend
Project Managers

* Program Managers

* Project Leaders

» Team Leaders

» Task Leaders

* Project Team Members

Software Inspections

Workshop Overview

planned and scheduled as a milestone in the Software Development
life cycle to detect Defects in Work Products. Software Inspections is

a proven technique for detecting and removing defects in Software
deliverables early in the development cycle. Inspections can be used on
any written document like Specifications, Project Management Plans,
Design Documents, Source Code, Test Plan, Test Cases etc.

Workshop Benefits

This workshop will train the participants to :

¢ Learn the Process for Software Inspections

¢ Learn to do Cost-Benefit analysis of implementing Software
Inspections

Workshop Content
Overview of main ideas
« Differences from conventional inspections
¢ The planning phase
« Entry and exit criteria
¢ Rules, checklists and procedures
¢ Maximizing effectiveness
¢ Checking of real documents
« Logging
« Avoiding discussion

Software Inspections is a formal process, requiring advance preparation,

A Two-Day Workshop

* Double checking to find more major issues
* How to answer questions

» Discussion and questions

e The Data Summary form

* Process Brainstorming

» Editing

» Edit Checking (Follow-up)

* The Exit process

Participants will perform two code Inspections through case studies.
They will also view a QAI video on - ‘Conducting an Inspection’.

Who Should Attend
Software Development Engineers
» Software Test Engineers
* Project Leaders
* Engineering Managers
* Project Managers




Writing Testable Requirements

A Two-Day Workshop

Workshop Overview

Substandard requirements increase the cost and time-lines of system
development. Consider that 45-56% of system errors are inserted during
Requirements definition, and that it costs up to 40% more to correct
errors discovered during testing vs the Requirements phase. Writing
testable requirements focuses on problem and cost avoidance.

This workshop combines lecture and individual and group workshops
presented in an interactive format.

Workshop Benefits

Real world examples are utilized to make the information relevant.
Learned skills are reinforced in exercises based on the current needs of
the attendees, specifically focused on transitioning the skills learned in
this workshop to their own work environments.

Workshop Content

The content of the workshop is based on proven writing concepts

and tailored to the workshop participants based on their real-world
experiences. In this way the participants leave with immediately usable
techniques that they can put into practice upon returning to their

organizations.

Who Should Attend

Personnel involved in the identification, writing, review, tracing, and
testing of requirements, either as a practitioner or a manager. This would
include those with dedicated or mixed roles encompassing software
engineering, support, development, testing, configuration management,
quality assurance, and user/stake holder.

Training Offerings
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Defect Prevention -
Process Approach

Workshop Overview

This one day workshop on Defect Prevention is a mix of case driven and
instructor-led learning, designed to enable participants learn, experiment
and implement the concepts involving application of techniques for
defect detection, prevention and prediction

To enable a thorough hands-on of the concepts taught in the class room,
the course is structured around a set of formal case studies.

Workshop Benefits

After the completion of the course, the participants would be able to:

« Appreciate the value and need for Defect Prevention initiatives

» ldentify and Estimate potential defects and plan for prevention

« Equip you with Tools and Techniques for effective Defect
Management

» Devise, plan and maintain an effective Defect Prevention program in
your organization

* Compute and Articulate the ROI from your Defect Prevention
initiatives

Workshop Content

* Need for Defect Prevention

« Understanding Defects

« 3D Approach to Defect Prevention

* Practices / Tools for Defect Analysis

A One-Day Workshop

» CMMI perspective

* Real Time experiences of QAI

» Approach to Discovery

» Defect Prediction

» Do’s and Don'’ts of a DP program

Who Should Attend

The target audience for the program are Software Project Managers,
Project Engineers, SEPG /SQA professionals with minimum of two years
of experience with regards to various phases of Software Development
Life Cycles, and should be involved with any / all / either of the functions
given below:

* Project Management;

» Delivery

» Testing

* Quality Process Engineering

» Software Quality Assurance

Peer Reviews

A One-Day Workshop

Workshop Overview

Fagan'’s Inspection Method is a six-step highly structured means

of performing reviews on intermediate and final software products
(specifications, code, documentation, etc). Developed by Michael
Fagan, when at IBM, this formal technique is considered amongst the
most powerful and effective quality control tool used. Peer Reviews is
one of KPA's ( Key Process Areas) of Level 3 of the Software Capability
Maturity Model® of the Software Engineering Institute (CMM®).
Organizations which have effectively implemented an Inspections
process have reported 20% - 40% increase in productivity over the life
cycle and considerable reduction in the development time. It also leads
to a significant improvement in quality and team spirit.

Workshop Benefits

This workshop will provide participants with a clear understanding of the
Inspection technique, differentiating it from other review techniques. The
workshop will impart skills for participating in an Inspection as a Leader,
Recorder and Author. It will also provide an understanding of the issues
involved in implementing Inspections.

Workshop Content

» Quality Concepts - Definition of Quality - Quality Assurance vs
Quiality Control - Relative Cost of Defects

* Reviews - An Overview - Types of Reviews - Review Myths

» Introduction to Fagan'’s Inspection Technique - Background -

Definition and Objectives - Benefits - Process Overview Fagan’s
Inspection Technique - Process Planning - Kick - off (Overview) -
Individual

* Checking (Preparation)- Logging - Rework - Follow-up

* Fagan'’s Inspection Techniques - Roles - Inspector - Inspection
Leader - Reader - Recorder - Author

* Case Study - 1 - Defect Classification - Implementation Issues -
Inspection Metrics

¢ Case Study - 2

¢ Summary

Participants will perform two code Inspections through case studies.
They will also view a QAI video on - ‘Conducting an Inspection’.

Who Should Attend

¢ Project Managers

e Programmers

e Testers

* Designers

¢ Analysts

¢ Quality Assurance personnel




Software Test Metrics

=1 A One-Day Workshop

Workshop Overview
What can’t be measured can’'t be managed!

It is essential for test professionals to know how their testing project
is progressing and what the quality of the product they are testing
is. Metrics & Measurements is a key aspect in both project and test
management.

This workshop is based on imparting participants with the principles,
concepts and importance of Software Test Metrics

Workshop Benefits

After the completion of the course, the participants would be able to:

¢ Understand the principles of good metrics

¢ Understand the steps involved in identification of applicable metrics

« |dentify the metrics applicable for the project from a test team
perspective

« Develop metrics for Testing in the organization

¢ Use the metrics and analysis techniques for test activities

« Develop improved organization specific metrics program

Workshop Content
Concept of Measurement
» Setting up of Measurement Program
* Requirements Testability Metrics
» Case study

» Software Testing Metrics

Who Should Attend

The target audience for the program are professionals with minimum
of two years of experience with regards to various phases of Software
Development Life Cycles, and should be involved with any / all / either
of the functions given below:

* Project Management;

» Delivery

e Testing

* Quality Process Engineering

» Software Quality Assurance and

* Requirements Engineering & Management

Test Process Improvement

A One-Day Workshop

Workshop Overview

This one day workshop provides an insight to the basics of software
test automation. The course is designed for those who already have a
good understanding of software testing and provides a clear picture on
when and how to go in for test automation. The participants will get an
insight into the importance of Test Automation in the Testing process,
understand the various automation tools available in the market and
how to select the appropriate tools for the project requirements.

The course is a mix of case driven, instructor-led, and self paced
learning, designed to enable participants learn, experiment and
implement the concepts involving application of techniques for size
estimation, effort estimation and schedule estimation

To enable a thorough hands-on of the concepts taught in the class room,
the course is structured around a set of formal case studies.

Workshop Benefits

After the completion of the course, the participants would be able to:

» Understand the principles of Process Improvement

* Understand the need for focusing on Testing

» Understand issues faced with Testing Process

» Understand the steps involved in Test Process Improvement

» Build familiarization with Test Process Improvement Models of TPl &
TMM

Workshop Content
Introduction to Process Improvement
¢ Introduction to Testing Process Models
* Coverage of TPI
¢ Coverage of TMM
* Coverage of TMMi
* Making Model Choice

Who Should Attend

The target audience for the program are professionals with minimum
of two years of experience with regards to various phases of Software
Development Life Cycles and Software Testing, and should be involved
with any / all / either of the functions given below:

* Project Management

« Quality Process Engineering

« Software Quality Assurance

Training Offerings
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V&V - A CMMI Approach

A One-Day Workshop

Workshop Overview

The meanings and requirements of the terms “verification” and
“validation” are often confusing to engineers and project managers.

The course is a mix of exercise driven, instructor-led, and self paced
learning, designed to enable participants understand and implement the
concepts, the definition and implementation techniques for verification
and validation

Workshop Benefits

After the completion of the course, the participants would be able to:

* Understand the concepts of Verification and Validation

* Understand the organization and responsibilities of Verification and
Validation

* Understand the Definition and Implementation of Verification and
Validation processes

« Develop metrics for Verification and Validation in the organization

» Develop improved organization specific Verification and Validation
process

* Know the common tools available in the market for Verification and
Validation

Workshop Content

*  What is Verification

*  What is Validation

e Objectives of V&V

» Traditional V&V vs. CMMI® V&V

* V&V and CMMi® Representations explained
* V&V — Specific Practices explained

* V&V - Generic Practices explained
* V&V Planning

» Dynamic V&V

* Elements of V&V Plan

* V&V Execution and Analysis

* V&V in Product Development

* V&V in Project Development

e Tracking & Monitoring V&V

* V&V and Traceability Matrix

» Defect Management

* Tools

* Metrics

» Implementing V&V in a Testing Project
*  Summary

* Q& Asession

Who Should Attend

The target audience for the program are professionals with minimum
of one year of experience with regards to various phases of Software
Development Life Cycles, and should be involved with any / all / either o
the functions given below:

» Project Management;

» Software Quality Control;

» Software Delivery;

» Pre Sales & Marketing;

* Quality Process Engineering;

» Software Quality Assurance; and

» Requirements Engineering & Management




_|Effective People Management

A Two-Day Workshop

Workshop Overview

Effective People Management has a direct and multiplier effect on

the bottom line of a Customer Contact Center or BPO unit. People
Management is a strategic tool for an organization to achieve higher
customer satisfaction ratings, reduced attrition, and effective resource
utilization. The BPO industry often deals with very high span of control
at lower and mid-management levels. This makes it mandatory for them
to have a robust process of people management and performance
measurement which is data-based.

This workshop provides insights into effective People Management,
shares best practices and provides a road map for improvement projects
through the use of Six Sigma tools. It is an interactive workshop that
uses

¢ Presentations for knowledge dissemination

« Discussions for knowledge sharing

e Case studies for exposure to real-life issues

« Individual and group exercises for application practice

e Games for simulated learning combined with fun

This methodology facilitates faster learning, easier implementation and
higher retention.

Workshop Benefits
* Appreciate the need and organizational context of People
Management.

» Understand the components of effective People Management system

* Imbibe ‘best practices’

» |dentify the business benefits like customer satisfaction, people skills
and productivity

» Understand how the controllable inputs or components influence
outputs

» Use Six Sigma tools to enhance employee productivity or satisfaction|
or recruitment and retention and sustaining improvement.

* Increase readiness to apply learning ‘on the job’ immediately

Workshop Content
Need for People Management

* The People Management System

* How to Improve the People Management System using Performance
Enhancement Tools

» Pitfalls and Best Practices

Who Should Attend
Designers of the People Management System, e.g., HR Managers,
Operations Managers, Quality Managers

* Implementers of People Management System, e.g., Operations
Managers, HR Managers

» Users of the People Management System e.g., Team Leaders,
Operations Managers, HR Managers

High Performance Management
| Techniques Training using Six Sigma

A Three-Day Workshop

Workshop Overview

What do you think your customers want when they call your center

or send in an e-mail? What is more important- the right answer or
speed of answer? Where do we typically spend more time - measuring
or managing? This very popular workshop exposes contact center
managers, service delivery leaders and support personnel to the skills
needed to manage customer contact centers on a day-to-day basis. A
world-class contact center requires constant process improvements,
strong leadership, planning, proper harnessing of manpower resources
and the application of performance measurements. Experienced and
well-trained managers are the enablers to success. A well-structured
and comprehensive workshop on COPC-2000® High Performance
Management Techniques, using performance improvement techniques
from QAI.

Workshop Benefits

This comprehensive workshop will help participants:

* Manage and utilize the “SQC Principle”, resulting in superior level of
service quality & lower costs.

« Use Six Sigma along with COPC- 2000® for systematically enhancing
the capability of business processes and achieving business
excellence.

« Interpret and analyze operational data from all customer contact
channels and use this to improve operational performance and
deliver superior service to their customers.

» Understand the relationship between planning, people, processes
and performance.

» Set targets based on high performance benchmarks

» Use objective data to monitor results.

Exam & Certification

The 3rd day concludes with a final exam. Participants receiving

a minimum score of 80% on the exam will receive a Certificate of
Competency in High Performance Management Techniques. Exam
scores will be communicated by e-mail.

Who Should Attend
Attendees for this program are diverse, with job titles ranging from
vice president to individual contributor.

» Team leaders and supervisors

* Quality professionals

» Service delivery leaders

» Support Staff (Client Services, Sales, Finance, HR, Sales, Training,
Quality)
Business Analysts

» Individuals and teams responsible for vendor selection and
management

« COPC-2000® Coordinators implementing the Standard in their
organization.

Training Offerings
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Metrics Based Management

A Two-Day Workshop

Workshop Overview

Building a metrics driven business is a Critical Success Factor for the
Customer Contact Centers. Data collection is merely a means to an
end, the end being management based on numbers and therefore more
objective. This, in turn, calls for an understanding of not only what to
measure, but also of how to measure. Converting data to information,
therefore, is an important skill for every call center manager. This
workshop will enable you to identify, measure and track the critical
metrics for your business, and to use them to launch successful
improvement efforts.

Workshop Benefits

This workshop will help participants:

« Appreciate the importance of Metrics driven management.

« Create metric dashboards at various levels in the organization.

* Learn how to create a data collection plan.

* Understand how the data collection process is related to people,
processes and technology.

« |dentify critical metrics for your business environment.

* Apply Six Sigma tools and techniques to the data collection and
analysis process.

* Become aware of industry best practices and benchmarks.

Workshop Content
Data in a contact center - Sources and Types of data

* Information: Making sense of data.

* Contact Center Metrics: Strategic and Tactical.

» Importance of a metric blueprint and management dashboards at
each level.

* The role of SLAs in metric preparation.

» Critical Process Metrics: tracking and analyzing data.

» Creating a metrics dashboard.

» Handling Data and Information overload.

Who Should Attend
e Quality Heads

* Operations Managers
* Transition managers

e Team Leaders

* HR Managers

Quality Management

Workshop Overview

A growing number of clients rely on Customer Contact Centers (CCC)
to manage mission-critical processes. Every minute customer service
providers witness hundreds of ‘moments of truth’ that impact their
client’s business. It makes it essential for them to have the processes to
religiously measure, track and improve the quality of the work they do.
This course is designed to sensitize quality and operations professionals
to Quality Management and help achieve operational excellence in
day-to-day work. This workshop offers participants the basic building
blocks for defining, measuring and improving service quality levels. It
also enables them to understand nuances of Transaction Monitoring

as the critical measure of quality in CCCs. The training uses contextual
examples, case studies, and exercises related to quality in CCC like
Customer Satisfaction, Defect Prevention, Transaction Quality, Process
Improvement and Service Levels.

Workshop Benefits

This workshop will help participants:

» Understand quality related terms, concepts and business benefits
like customer satisfaction, service levels and productivity

» Know the organizational and business context of quality and how the
quality function needs to align with business goals

» Appreciate need for transactional monitoring and the do’s and don’ts
of it

» Use quality management tools to measure and analyze metrics

» |dentify trends and generate improvement solutions

* Imbibe industry best practices

* Increase readiness to apply learning ‘on the job’ immediately

A Two-Day Workshop

Workshop Content
* Define Quality
« Introduction - Concepts of Quality Assurance - Need for
Transaction Monitoring
¢ Measure Quality
e Process management approaches -The Transactional Monitoring
System
* Analyze Quality
» Problem - solving tools - Measurement: Assessment and Metrics
e Improve Quality
» Tools for innovation and creativity - Benchmarking
e Control Quality
e Quality assurance and not Quality control - Checks and balances
to preempt problems -Role of technology
» Organizational Factors
» Organization structure whose job is quality? - Reporting who to

whom at what frequency -Reports

Who Should Attend
Quality Managers
* Operations Managers
¢ Transition Managers
« Team Leaders and Supervisors
« Client Service Managers




_|[Resource Management

Workshop Overview

Matching random transaction patterns with optimum resources is the key

challenge facing customer contact centers. By managing resources well,

we can satisfy customers at lower cost. The alternative is unsatisfactory

service, higher cost, or both. This workshop helps contact center

professionals in managing resources to get the best of both worlds.

Queuing frameworks like Erlang provide tools for resource planning and

management. This course uses these time-tested principles to provide

answers to the following questions:

» How to forecast accurately

* How to calculate telecom and staff requirements balancing service
goals with costs

» How to schedule optimally and manage variation in real time

This Workshop is designed and delivered by people who understand

Contact Center operations, this workshop uses contextual examples,

case studies, and exercises aimed at ‘learning by doing’ These practical

sessions equip participants with competencies to apply learning and

deliver results!

It is an interactive workshop that uses:

» Presentations for knowledge dissemination

» Discussions for knowledge sharing

» Case studies for exposure to real-life issues

» Individual and group exercises for application practice

» Games for simulated learning combined with fun

Workshop Benefits
This workshop will help participants:
» Appreciate the importance and business benefits of resource

A Two-Day Workshop

management - telecom and staff

« Understand the key drivers and planning framework of contact
centers resources

« ldentify data requirements for optimal resource utilization

« Comprehend and use tools for forecasting, determining capacity and
staffing requirements, scheduling and real time management

* Become aware of enabling technology

« Identify common problems, their causes and solutions

e Imbibe industry best practices

* Increase readiness to apply learning ‘on the job’ immediately

Workshop Content

e Setting the Context

* Forecasting

* Determining Resource Requirements

e Scheduling and Real Time Management
¢ Automating Resource Management

¢ Plan for Action

Who Should Attend

* Forecasters, schedulers and control room managers
* Operations and team managers

« Transition and client service managers

Training Offerings

)
c
5]
&
()
o
c
©

e
c

LL
()
(&)
C
©
S
@)

=
)

al




Ings

Offer

Ining

+—
c
)
S
)
(@))
©
C
©
=
)
Q
>
S
]
0p]
=

|Continual Service Improvement

A Four-Day Workshop

Workshop Overview

ITIL® Continual Service Improvement links improvement efforts and
outcomes with Service Strategy, Design, Transition and Operations.
Successful implementation of CSI best practices enables IT
departments to create and maintain value for customers through better
design, introduction and operation of services. In this course, you learn
how to plan, implement and optimize the Continual Service Improvement
processes and gain the skills required to take the ITIL Intermediate
Quialification: Continual Service Improvement Certification Exam.

Workshop Benefits

Through activities, you gain knowledge of the Continual Service

Improvement processes. Workshops include:

« Justifying the role of continual service improvement

« Applying the 7-step improvement process to enhance service quality
and operational performance

¢ Conducting a SWOT analysis

« Creating a communication plan to engage the organization around
CSl for IT service management

« Prepare for and take the ITIL Intermediate Qualification: Continual
Service Improvement Certification Exam

« Plan key activities for Continual Service Improvement processes in
the context of the Service Lifecycle

« Optimize the quality of IT service provision within an organization

* Measure Continual Service Improvement processes using critical

success factors and key performance indicators

Workshop Content
Introduction and Overview
» Goals and scope of CSI
» Purpose of Service Measurement
» Principles of Continual Service Improvement
» Defining ownership and roles
» Predicting and reporting service performance vs. targets
e The 7-Step Improvement Process
» Determining what to measure
» Gathering the data with monitoring tools and manual processes
» Supporting Processes
» Methods and Techniques
» Activities for delivering Continual Service Improvement
» Key metrics
» Organization and Technology Issues
» Implementing Continual Service Improvement
» Key considerations
» Implementation challenges and risks

Who Should Attend

This course is valuable for those who want to achieve the ITIL
Intermediate Qualification: Continual Service Improvement Certificate.
The ITIL v3 Foundation Certificate (or v2-v3 bridge equivalent) is
required to take the ITIL Certification Exam on the final day.

_|Introduction to ISO 20000

Workshop Overview

ISO 20000 is the first international standard for IT Service Management
and is fully compatible and supportive of the ITIL framework. This
workshop enables IT organizations (whether in-house, outsourced or
external) to understand what is needed to ensure that their IT service
management processes are aligned both with the needs of the business
and with international best practice.

Workshop Benefits
To understand the context of IT Service Management and 1ISO
20000.

¢ To discuss the motivation behind why suppliers and providers of
IT services alike should be interested in adopting the ISO 20000
standard.

« To provide an overview of various ISO 20000 processes and
requirements.

« To discuss the challenges and critical success factors in aligning to
ISO 20000.

¢ To understand the ISO 20000 certification scheme, eligibility
requirements and the approach/road map.

Workshop Content
¢ Setting the context ITSM and 1SO20000
¢ Setting the context of ITSM frameworks in the quality/process
excellence arena.

A Three-Day Workshop

e ITSM, ITIL®, BS15000 and 1SO20000 the interfaces and
differences.
» Benefits of IT Service Management and ITIL®=Benefit from
BS15000/ ISO 20000
e ISO - Understanding the Standard
» Requirements for IT Service Management
e The Management System
» Documentation- Staff Competence, Awareness and Training
» Planning and Implementing Service Management
» Planning and Implementing new or changed services
e The ISO 20000 Service Management Processes
« Configuration Management
» Service Desk and Incident Management
e Problem Management
» Service Level Management & Service Reporting
* Availability Management
» Capacity Management
e |T Service Continuity Management

» Budgeting & Accounting for IT Services

Who Should Attend

* CEO's, CTO's, ClIO's, COQ's, and CFQO'’s

* Business Continuity/Disaster Recovery professionals
* Operations Heads/Project Managers

» Hands-on BCP Practitioners, at an operational level




|Help Desk Analyst

A Three-Day Workshop

Workshop Overview

This course provides a framework of best practices and procedures that
will enable the delegate to work effectively on a help desk/service desk.
To enable delegates to practice the “core” skills required.

Workshop Benefits

This course will enable delegates to:

« Develop and enhance skills, techniques and procedures for dealing
with enquiries, incidents, problems and opportunities concerning IT
and its business-related products and services.

« Create positive relationships with customers and co-workers.

* Pinpoint customers’ needs, motivations and reactions.

« Gain agreements with customers and manage interactions effectively.

¢ Maximize assertiveness while minimizing extremes in behavior.

« Deal effectively with a variety of customer situations.

¢ Gain satisfied customers through better listening.

« Discover the difference between providing solutions and satisfying a
customer’s psychological needs.

¢ Recognize how processes, procedures, technologies, tools,
organization and structure to operate successfully must support the
Help/Service Desk.

Workshop Content

Sessionl

e The Evolution of Support Services and the role of the Help Desk
Analyst. Communicating with your customer. Listening Skills. The
importance of Empathy. Verbal Skills. Ensuring Understanding.
Documenting the calls. Using Questions Effectively.

Session 2

» Dealing with Customer Conflict. Assertiveness and Customer
Service. Human Resources Issues and Ethics in the Workplace.
Teamwork and becoming a Leader. Measuring Customer Satisfaction|
and Informing Customers of Progress.

Session 3

* Introduction to the support industry and its tools and technologies.
Understanding Help Desk Technologies and tools. Self-Help and
Desk-Side Support Technology. System Administration and Network
Issues. Disaster Recovery.

Session 4

* Problem Solving Techniques. Using Creative Problem Solving and
Root Cause Analysis. Generating Evaluating and Prioritizing Options,
Active and Deductive Reasoning. Human Resource Issues in the
Workplace (shared, private, hot desking). Process Integration.
Problem Management.

Session 5

» Using Metrics as a Key Performance. Indicator (KPI). Interpreting
Metrics and using Metrics.Efficiently. Time Management in the
Help Desk. Knowledge Management. Quality Assurance. System
Security Management. Change Management, Asset Management
and Resource Management. Outsourcing and Insourcing. Escalation,
Defining Terms ownership.

Session 6

» Revision and exam preparation.

Who Should Attend
Entry-level Help or Service Desk staff with little related experience.

Help Desk Best Practices

A Three-Day Workshop

Workshop Overview

To provide a framework of best practices and procedures that will enable
the participant to organize an effective Service Desk aimed at managing
customer relations and dealing with incidents.

Workshop Benefits

This course will enable delegates to:

« Develop and enhance skills, techniques and procedures for dealing
with enquiries, incidents, problems and opportunities concerning IT
and its business-related products and services.

« Create positive relationships with customers and coworkers.

« Pinpoint customers’ needs, motivations and reactions.

« Gain agreements with customers and manage interactions effectively.

* Maximize assertiveness while minimizing extremes in behavior.

« Deal effectively with a variety of customer situations.

« Gain satisfied customers through better listening.

« Discover the difference between providing solutions and satisfying a
customer’s psychological needs.

* Recognize how the Help/Service Desk must be supported by
processes, procedures, technologies, tools, organization and

structure to operate successfully

Workshop Content
* Introduction

» Dealing with Customer Conflict

» Introduction to the support industry and its tools and technologies
» Problem Solving Techniques

» Using Metrics as a Key Performance

* Revision and exam preparation

* Availability Management

» Capacity Management

» Business Continuity and IT Service Continuity Management

» Financial Management for IT Services

Who Should Attend

Entry level Help Desk or Service Desk staff with little related experience,
However, the attendee should have a level of knowledge of IT to the
level covered in Understanding Information Systems.

Training Offerings
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ISEB Certificate in Configuration,
Change and Release Management

—1 A Three-Day Workshop

Workshop Overview
The purpose of this workshop is to provide practical guidance on
the design and implementation of an end-to-end Configuration

Management, Change Management and Release Management process.

Workshop Benefits

This course will enable delegates to:

¢ Plan, manage and implement an IT Infrastructure

e Library (ITIL) compliant Configuration, Change and Release
Management (CCRM) function using “Best Practice” guidelines.

« Describe the mission, goals, dependencies, staffing issues, project
stages, benefits, costs, possible problems, tools and issues involved
in such a function.

« Identify, analyze, assess, improve and transform an existing CCRM
function.

¢ Manage a benefits realization process.

« Prepare for the ISEB (BSD) Certificate in Configuration, Change and
Release Management.

Workshop Content

Session 1 - Introduction and review

* The scope, basic concepts and terminology of Configuration, Change
& Release(CCR) Management. Their place within Applications and
Service Management.

Session 2 - Configuration management

* The five stages of Configuration Management; planning,
identification, control, status accounting and verification.

Implementation and maintenance of the Configuration Management
Database (CMDB).

Session 3 - Change Management

* The scope, basic concepts and terminology of Change Management.
The normal and urgent change process lifecycle including
prioritization, impact assessment and resource assessment. The
role of the Change Advisory Board (CAB) and the CAB Emergency
Committee. Using Change Models. Change Management and the
Development Process.

Session 4 - Release Management

* The scope, the basic concepts and terminology of Release
Management. The types of software releases. Setting up a Definitive
Software Library (DSL), and the Definitive Hardware Store (DHS).
The Process of Release Management, including implementing
new hardware and software components. Impact of the Internet on
Release Management.

Session 5 - Planning for the CCR Function

* Managing and Measuring the CCR process.

Who Should Attend
Staff who are responsible for implementing and managing
Configuration, Change and Release Management.

» Staff whose organization is affected by either ISO9000/BS5750,
BS7799, BSI DISC PD0005, BSI 15000:2000.

» Staffs who intend to obtain the ISEB (BSD) Certificate in
Configuration, Change and Release Management when available.

ISEB Certificate in Security

Management

A Three-Day Workshop

Workshop Overview

This workshop ensures that delegates have a basic understanding of
the principles underlying Information Security Management (ISM), and
the current legislation and regulations, which affect this. In addition,

the course will develop an understanding of the current national and
international standards that are available together with knowledge of the
business and technical environments in which information is held and
processed.

Workshop Benefits

This course will enable delegates to:

» Understand the significance of their organization’s information and
the consequent need to protect it against a loss of confidentiality,
integrity or availability.

» Appreciate the widespread nature of threats that IT systems are
exposed to such as hackers, viruses, and software failure.

« Develop an information security policy and present this effectively to
senior management.

» Conduct a risk assessment and use the results from this to develop
an information security strategy.

* Plan and run an information security awareness campaign.

« Understand the implications of the Data Protection Act and the
demands it places on organizations holding personal data.

» Appreciate the importance of Copyright law and it's effect on software
licensing.

* Manage the implementation of specific security controls such as anti-
virus measures, encryption devices and firewalls.

* Develop a Business Continuity Plan that will enable their organization

to recover from a serious incident.

Workshop Content
The concepts and definitions that underlie information security

* The need for, and benefits of, information security as illustrated by
surveys and statistics.

* The threats to information systems, both deliberate and accidental.

¢ Managing information security effectively

* The different approaches to assessing the risks to information
security.

* The legal framework within which the industry operates today.

* Security standards

¢ Security within LANs and WANsSecurity within Operating Systems

« Developing and maintaining secure systems

* The organizational and staff implications of security measures.

* Implementing security measures

« Developing a Business Continuity Plan.

Who Should Attend

Business and Information System managers responsible for the
continued operation of business application systems. IT managers
responsible for delivering, running or maintaining IT services. In addition
it will benefit project managers and IT support personnel responsible
for developing or implementing security measures within IT systems

by enabling them to appreciate the many business requirements for
security.




How to Implement ITIL®

A One-Day Workshop

Workshop Overview

To help participants plan and implement IT Infrastructure Library
(ITIL®)-based Service Management. To demonstrate best practice
techniques that will help Service managers deliver “best value” to the
business.

Workshop Benefits

This course will enable delegates to:

» Review existing Service Management processes within the Service
Development Life Cycle.

» Create a Service Management Vision for the organization.

« ldentify the needs of key stakeholders in Service Management.

* Develop KPI's based on critical success factors (CSF's).

» Develop a GAP analysis for existing Service Management activities.

» Create a Business case for Service Management.

» Use a formal transformation process to achieve the change from
‘old’ processes to new, conformant processes.

« Carry out ongoing monitoring and review of Service Management

processes.

Workshop Content
Overview of planning and Implementation issues
« Creating a Service Management Vision
*  Where are we now (Understanding the current position)
*  Where do we want to be (Understanding the Objectives in Detail)
* How do we get where we want to be (Getting from A to B)
« Post Implementation Review

Who Should Attend
Senior IT Service professionals, who wish to apply ‘best practice’
techniques and planning processes to implementing IT Infrastructure
Library (ITIL®)-based Service Management

* Project staff and Applications Management staff who are responsible
for supporting Service Management implementation projects

Prerequisites

Delegates should hold the IT Service Managers Certificate, OR hold
the Foundation Certificate in Service Management and have at least 3
years experience in project and service-based areas of IT.

Training Offerings
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ITIL® Foundation Certificate

A Three-Day Workshop

Workshop Overview

The Foundation Certificate in IT Service Management demonstrates
that candidates are aware of the Industry accepted best practices

for managing and delivering business aligned IT Services across the
range of processes from tactical planning to day-to-day operations.

The course trains the participants in the concepts of managing and
delivering IT Services tailored to meet the business needs at lower costs
by improving productivity and utilization. The focus is on an integrated
approach to IT Service Management through cross-departmental
processes and implementation of effective communication channels.

Exam Format:
The exam consists of a closed book, 40 question multiple-choice paper
to be completed in 1 hour. The pass mark is 26 or above.

Workshop Benefits

Introduction to the concepts, terms, definitions, objectives, benefits

and relationships within core IT service management processes and

functions, according to the ITIL® best practice framework.

+ Understand the ITIL®'s 10 key service management processes,
relations between the various Service support and Service delivery
processes, concepts, impacts, techniques, their benefits and
challenges in implementation.

« Identify the major deliverables, roles, tasks and responsibilities
expected from Service suppliers, clients, managers and staff and
the benefits improving cooperation between business developers,
providers and IT service professionals.

* Improve quality of their business operations by ensuring that IT
processes underpin the business processes
» Prepare for the ‘Foundation Certificate in IT Service Management'.

e Earn 21PDUs

Workshop Content
Configuration Management
» Service Desk and Incident Management
* Problem Management
* Change Management
* Release Management
» Service Level Management
* Availability Management
» Capacity Management
* Business Continuity and IT Service Continuity Management
» Financial Management for IT Services

Who Should Attend
CIOs, CTOs, Business and Operations Heads, who use IT Service
Excellence practices to get the best efficiency and value out of their
IT resources

» Application, Project and Business Managers involved in IT

» System and Network Administrators

» Control, Compliance and Audit Managers

» Support and Relationship staff

» Aspirants of ‘Foundation Certificate in IT Service Management

ITIL® v3 Foundation Bridge (Ver- A One-Day Workshop
sion 2 to Version 3) 8 PDUSs Awarded

Workshop Overview

The ITIL® v3 Bridge Course is provided to give candidates a fast track
route to an ITIL® version 3 Foundation certificate level of knowledge.
This course is only intended for existing holders of ITIL® Foundation
Certificates from earlier ITIL® versions.

Workshop Benefits

The ITIL® Foundation v3 Bridge course highlights the new topics in
ITIL version 3 and the main differences from earlier ITIL versions.
Candidates can expect to gain knowledge and understanding in the
following upon successful completion of the components related to this

certification.

Workshop Content
Service Management as a practice (Awareness)
» Service Lifecycle (Awareness)
» Key Principles and Models (Awareness)
* Generic Concepts (Awareness)
» Selected Processes (Awareness)

¢ Selected Roles (Awareness)
¢ Selected Functions (Awareness)
¢ Technology and Architecture (Awareness)

e ITIL Qualification scheme (Awareness)

Who Should Attend

The target group of the ITIL® v3 Foundation Bridge course is existing
holders of ITIL Foundation Certificate from earlier ITIL versions who
want knowledge and understanding of the new content of ITIL version 3.
It is provided as a one-day course with a test at the end.

Prerequisite:
Foundation Certificate from earlier ITIL versions




J1ITIL® v3 Manager Bridge A Five-Day Workshop

(Version 2 to Version 3) %
(@)
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Workshop Overview » Technology and Architecture ()]
The ITIL v3 Manager Bridge course is intended to bridge the gap * Implementation Considerations =
between the ITIL® v2 Manager’s Certificate in IT Service Management + Complementary Industry Guidance O

and the ITIL v3 Expert in IT Service Management * ITIL Qualification Scheme

* Mock Examination (@))

Workshop Benefits E
Learn the concepts and principles embodied in ITIL v3, focusing on Who Should Attend (e
those that are new to v3, and those that have significantly changed Holders of an existing Manager’s certificate in IT Service Management, 8
since earlier versions. who wish to update their skills and knowledge to ITIL v3, and obtain the o
ITIL Diploma —

Upon successful completion of this course, participants will be able to:
* Gain a good management-level understanding of the ITIL v3, Examination
including all aspects of the ITSM lifecycle

’ ITIL v2 Manager’s to ITIL v3 Manager’s Bridge Course will consist of
* Gain the knowledge necessary to prepare for the “ITIL v2 Managers

_ o> a complex multiple choice, closed book paper of 20 questions, to be
to ITIL v3 Diploma” examination from EXIN, ISEB or APM Group answered within 90 minutes. The pass mark is 80% or more i.e. 16 or
more correct answers.

Workshop Content

» Service Management as a Practice

* The Service Lifecycle

* New and Changed Generic Concept and Definitions
* New and Changed Processes

» Functions

* Roles and Organization

e
® 3
JITIL® Infrastructure Management A Three-Day Workshop =
_ . . <0
Workshop Overview + Design and Planning (@))
This workshop describes how current “best practice” will improve the  Programme and Project Management (q0]
quality of your ICT provision and help deliver the agreed business * Deployment (e
benefits. » Business Case and Requirements Analysis (0]
e Operations
. » Supplier, Product and Service Selection 2
W_OrkShOP Beneflts « Technical Support o)
This course will enable delegates to: ) « How to create a center of technical excellence to support all other
« |dentify ICT requirements and develop ICT plans and strategies. « Implementing ICTIM and Benefits Realization L_)
« Design a resilient ICT infrastructure for current and future >
requirements. b
« Coordinate, measure and review the implementation progress. Who Should Attend QO
« Ensure that the ICT infrastructure is able to support the requirements « ICT Infrastructure, Service, Applications, Programme, Business and U)
of the IT services that support the business. Operations Managers. l_
* Prepare for the ISEB ITIL® Infrastructure Management Certificate » All other ICT staff including Business Analysts, Development, S
examination. Delivery and Support staff. Anyone responsible, or potentially

responsible, for the management of ICT infrastructure.

Workshop Content
* Introduction
« Overview of Service Management




Training Offerings
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_|Change Management Practitioner

A Three-Day Workshop

Workshop Overview
This course is designed to provide solid foundations for providing
professional advice and leadership in IT Change Management within

their organizations.

Workshop Benefits

This course will enable delegates to:

« Enhance their capability in Goal and objective setting.

« Enhance their capability in defining and documenting processes.

« Enhance their capability in selecting and applying management
metrics.

« Enhance their capability in appraising working practices and making

justified proposals for improvement.

Workshop Content
Implementation Planning
» Assessing Proposed Changes
» Making Decisions
» Streamlining the Process
» Overseeing Implementation and Release
» Ongoing Management

» Examination Preparation

Who Should Attend
Those IT practitioners who wish to further their understanding of
Change Management within the context of supporting IT services.

|Problem Management Practitioner

A Three-Day Workshop

Workshop Overview

This course will show you how IT Infrastructure Library (ITIL®) and
other related “best practices” help create problem management best
value. This course will also prepare you, if you are eligible, to take the

ISEB Practitioner Certificate in Problem Management examination.

Workshop Benefits

This course will enable delegates to:

« Upgrade their Problem Management process and enhance its
contribution to the ICT, Business and Service Development lifecycle

* Implement support tools.

« Practice problem solving, chasing and prevention techniques.

Workshop Content
Revision of IT Infrastructure management and Service Management
* Incident Management
» The Problem Management Process
» Techniques for problem analysis
» Selecting Support Tools
* Reporting
» Preventative Problem Management and Availability Management
» Process planning and improvement

Who Should Attend
* Problem Management
» Other second/third level business /systems support staff




|Service Desk & Incident
Management

A Three-Day Workshop

Workshop Overview
This course shows how implementing IT Infrastructure Library (ITIL®)
based “best practices” can help you to deliver a high quality level of

support. To initiate action plans specific to the participant’s organization.

When eligible, to practice for the proposed ISEB Practitioner Certificate
in Service Desk and Incident Management.

Workshop Benefits

This course will enable delegates to:

» To identify areas for strategy, scope, role, procedures, methods,
skills, technology, efficiency, and effectiveness or compliance
improvements.

» To produce appropriate action plans.

Workshop Content
Revision of IT infrastructure management and Service Management
* Background to the IT Infrastructure Library.
* The Service Management Processes.
» The Service Support cycle.
The Service Desk and Incident Management
» Goals of a Service Desk.
e Structuring a Service Desk.

» Service Desk Technologies.
 Definitions of Incident, Problem, Known Error and RFC.
» The Incident Management Process.
Techniques for Incident Analysis
* Funnel method/ Kepner Tregoe
* Major Incident Reviews.
» Trend Analysis Pareto/ Ishikawa/ CFIA.
Selecting Support Tools
» Choosing and evaluating support tools.
» Justifying and procuring support tools.
* Implementing support tools.
Reporting
« Identifying the requirements for Service Desk and Incident
Management related reports in an organization.
» Types of reports The Key Performance Indicators (KPIs) of Service
Desk and Incident Management.
Process planning and improvement
» Process planning lifecycle.

* Process improvement lifecycle

Who Should Attend

Service Desk and other first level business/systems support staff.

|Service Level Management

A Three-Day Workshop

Workshop Overview

This course describes how Service Level Management contributes to
the success of the business. If eligible, to take the ISEB Practitioner
Certificate in IT Service Management: Service Level Management.

Workshop Benefits

This course will enable delegates to:

* Plan for Service Level Management and Service Level Agreements
based on the IT Infrastructure Library (ITIL®) ‘best practice’.

» Create/Review a Service Catalogue specification, SLA, OLA and SIP.

¢ Plan and conduct an SLA negotiation.

Workshop Content

* Service Level Management and the Infrastructure

* Planning for Service Level Management

* Implementing Service Level Management and the Agreement

process

« Astandard process for service improvement

¢ Planning for Negotiation and generating Supplier/customer
commitment

« Interfaces and Dependencies

¢ In course Assignment

ISEB invigilated examination

Who Should Attend

Those Professionals who are responsible for implementing Service
Level Agreements especially relationship, service and project managers,
IT support and delivery staff, business systems analysts.

Professionals who intend to obtain the ISEB Practitioner Certificate in
Service Level Management.
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ITIL® Service Manager

A Ten-Day Workshop

Workshop Overview

QA along with Parity Training, UK bring this globally recognized
certification from UK-The land of ITIL® origin. The following two courses
form the two week training program leading to the Manager’s Certificate
examination:-

e Part-1: IT Service Support (ISS) - 5 days

e Part -2: IT Service Delivery (ISD) - 5 days

A Revision day is also organized by QAI's Accredited faculty one week
prior to the exam date, aiding the participants in preparing for the
exams.

Workshop Benefits

The overall objective of the ITIL® Manager’s program is to ensure

that participants can optimally implement and integrate the ITIL® best

practices into IT Service Management functions. Specifically, the aim is

for each participant to be able to :

* Optimize an IT Service organization by creating synergy between
people, process and technology.

¢ Audit and analyze IT Service Management process in an
organization

» Design an organizational structure to support the management and
use of IT Service Management processes.

* Describe the IT Service Management processes, their
interrelationships and application

 Implement ITIL® processes into an organization and create a cycle of
continuous improvement

* Recognise and deal with organizational change issues encountered
when working with process implementation

* Manage the ongoing operation of an IT Services organization
e Earn 70 PDUs

Workshop Content
Introduction
¢ Dealing with Customer Conflict
¢ Introduction to the support industry and its tools and technologies
* Problem Solving Techniques
¢ Using Metrics as a Key Performance
¢ Revision and exam preparation
« Availability Management
¢ Capacity Management
* Business Continuity and IT Service Continuity Management

« Financial Management for IT Services

Who Should Attend
CIO, CTO, IT Managers, IT infrastructure managed service’s vendor,
Service Delivery Managers, Data Center heads and Help Desk
Managers, who make substantial technical decisions affecting the
support of IT services

« ITSM Consultants required to provide practical guidance and advice
on the formation of ITSM initiatives

Prerequisites
Ideally at least 5 years relevant IT experience. Examination candidates
MUST hold the Foundation Certificate in IT Service Management.

|IT Service Support

A Three-Day Workshop

Workshop Overview

This course examines the business, management, technical and
operational issues associated with each of the Service Support
components and focuses on ways to formulate improvement strategies
and processes.

Workshop Benefits
This course will enable delegates to:

Plan, Manage and Implement an IT Infrastructure Library (ITIL)
based Service Support function and describe the mission, goals,
dependencies, staffing issues, project stages, benefits, costs and
possible problems, tools and management issues.

Practice for the ISEB Managers Certificate examination.

Workshop Content

Introduction
Configuration Management

Service Desk and Incident Management
Problem Management
Change Management
Release Management

Who Should Attend

Managers, consultants, FM suppliers and experienced development,
support and operations practitioners, who make substantial technical
decisions affecting the support and delivery of IT services.

Staff who are implementing a Service Management process,

which will operate within ISO9000/BS5750, BS7799, or BS15000
standards.

Staff who require the internationally recognized Managers Certificate
in IT Service Management and already hold the Foundation
Certificate in IT Service Management




IT Service Delivery

A Three-Day Workshop

Workshop Overview

This course examines the business, management, technical and
operational issues associated with each of the Service Support
components and focuses on ways to formulate improvement strategies
and processes.

Workshop Benefits

This course will enable delegates to:

* Plan, Manage and Implement ITIL based Service Delivery processes
and describe the mission, goals, dependencies, staffing issues,
project stages, benefits, costs and possible problems, tools and
management issues.

» Practice for the ISEB Managers Certificate examination.

Workshop Content
 Introduction

» Service Level Management (SLM)
* Availability Management (AM

* Capacity Management (CM)

¢ Business Continuity (BC) and IT Service Continuity Management
(ITSCM)

¢ Financial Management for IT Services (FMITS)

Who Should Attend

* Managers, consultants, FM suppliers and experienced development,
support and operations practitioners, who make substantial technical
decisions affecting the support of IT services.

« Staff who are implementing a Service Management process,
which will operate within ISO9000/BS5750, BS7799 and BS15000
standards.

« Staff who require the internationally recognized Managers Certificate
in IT Service Management and already hold the Foundation
Certificate in IT Service Management.

IT Service Continuity

A Three-Day Workshop

Workshop Overview
This workshop shows how to develop and maintain IT Service Continuity
Plans based on IT Infrastructure Library (ITIL) and other best practice

guidance.

Workshop Benefits

This course will enable delegates to:

» Use arange of techniques that will generate IT and business
commitment to IT Service Continuity.

» Review and upgrade IT Service Continuity plans.

Workshop Content

Introduction

» How to link IT Service and Business Continuity Management into the
Business and IS Strategy and Service Delivery Life Cycle.

Stage 1
» Initiation How to ensure IT Service Continuity policy reflects current
and anticipated business and IS developments.

Stage 2

* Requirements and strategy How to identify and analyze risks, threats
and vulnerabilities by using CRAMM, Environmental Analysis. Focus
Auditing and other approaches. Options for reducing the risks.

Stage 3
« Implementation How to establish, integrate and test IT Service plans.

Stage 4
» Operational management How to ensure that IS continuity strategy,
plans and procedures continue to be tested, reviewed and

maintained against the business needs.

Who Should Attend
All staff who need to maintain an IT Service Continuity Plan.

Training Offerings
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_|Managing Across the Lifecycle

A Five-Day Workshop

Workshop Overview

This certification completes the Lifecycle and Capability streams by
focusing on the ancillary knowledge required to implement and manage
the necessary skills associated with the use of the Lifecycle practices.

Workshop Benefits
This

Workshop Content

e Introduction to IT Service Management Business & Managerial
Issues

* Managing the Planning and Implementation of IT Service
Management

* Management of Strategic Change

* Risk Management

* Managerial Functions

* Understanding Organizational Challenges

» Lifecycle Project Assessment

* Understanding Complementary Industry Guidance

Who Should Attend
Candidates shall fulfill the following requirements:
e At least 30 hours of classroom based instruction with an ATO or

the accredited equivalent via an e-learning provider based on this
syllabus, as part of a formal, approved training course.

To have achieved a minimum of 17 credits from any combination of
V3 units OR a combination of V2 Practitioner and V3 units, including
an ITIL Foundation Certificate in IT Service Management or V2 to V3
bridge equivalent.

|Operational Support and Analysis

A Five-Day Workshop

Workshop Overview

Successful implementation of ITIL Operational Support and Analysis
best practices enables IT departments to reduce downtime and costs
while improving customer satisfaction. In this course, you learn how
to plan, implement and optimize the Operational Support and Analysis
processes and gain the skills required to take the ITIL Intermediate
Qualification: Operational Support and Analysis Certification Exam.

Workshop Benefits

Through workshops, you gain knowledge of the Operational Support

and Analysis processes. Workshops include:

¢ Managing incidents and events in the provision of IT services

¢ Returning to normal operations

« Providing quick and effective access to standard services

« Eliminating recurring incidents and minimizing unpreventable
incidents

* Prepare for and take the ITIL Intermediate Qualification: Operational
Support and Analysis Exam

« OQutline key activities for the Operational Support and Analysis
processes in the context of the Service Lifecycle

« Achieve operational excellence by using the Operational Support and
Analysis processes, activities and functions

« Evaluate the success of Operational Support and Analysis by

applying key metrics

Workshop Content

e Introduction and Overview

» Core Service Operation Processes
* Event Management

e Incident Management

* Request Fulfillment

e Problem Management

e Access Management

» Service Desk

» Service Operation Functions

» Technology Considerations

* Implementation Considerations

Who Should Attend

This course is valuable for those who want to achieve ITIL Intermediate
Qualification: Operational Support and Analysis certification. The ITIL
v3 Foundation Certificate (or v2-v3 bridge equivalent) is required to take
the ITIL Certification Exam on the final day.




| Techniques for ITSM

Planning and Implementation

A Three-Day Workshop

Workshop Overview

This workshop helps participants plan and implement IT Infrastructure
Library (ITIL)-based Service Management and discusses best practice
techniques that will help Service managers deliver “best value” to the
business.

Workshop Benefits

This course will enable delegates to:

* Review existing Service Management processes within the Service
Development Life Cycle.

» Create a Service Management Vision for the organization.

 |dentify the needs of key stakeholders in Service Management.

» Develop KPI's based on critical success factors (CSF's).

» Develop a GAP analysis for existing Service Management activities.

» Create a Business case for Service Management.

» Use a formal transformation process to achieve the change from ‘old’
processes to new, conformant, and processes.

» Carry out ongoing monitoring and review of Service Management
processes.

Workshop Content

Session 1-

» Overview of planning and Implementation issues The scope of
IT Infrastructure Library (ITIL) guidance. How the process works
and links into the IT Infrastructure Library (ITIL) guidance and the
complete, Service Delivery Life Cycle (SDLC).

Session 2

» Creating a Service Management Vision How to identify stakeholders,

and create a vision statement that is compatible with the ICT, Service
Management and Business Strategy.

Session 3

e Where are we now (Understanding the current position) How to:
Assess the current position for organization and infrastructure
maturity”.

Session 4

* Where do we want to be (Understanding the Objectives in Detail)
How to: Determine the amount of change anticipated and manage it.
Make a business case for change. Use tools.

Session 5

* How do we get where we want to be (Getting from A to B) How to:
Manage the ‘soft ‘ issues such as culture, training etc. Re-engineer
the processes, create the implementation plan, identify the short
term” and strategic approaches. Select the best tools

Session 6

* Post Implementation Review How to: Check milestones have
been reached, and objectives met. Retain focus, motivation and
commitment and keep the momentum going. How Balanced Score
Card and other techniques will help you. Impacts on the Service

Delivery Lifecycle.

Who Should Attend

e Senior IT Service professionals, who wish to apply ‘best practice’
techniques and planning processes to implementing IT Infrastructure
Library (ITIL)-based Service Management.

* Project staff and Applications Management staff who are responsible
for supporting Service Management implementation projects.

Planning, Protection and Optimization

A Five-Day Workshop

Workshop Overview

ITIL Planning, Protection and Optimization best practices ensures IT
departments can cost-effectively manage customer demand, availability
and capacity while mitigating risk. In this course, you learn how to plan,
implement and optimize the Planning, Protection and Optimization
processes and gain the skills required to take the ITIL Intermediate
Quialification: Planning, Protection and Optimization Certification Exam.

Workshop Benefits

Workshops offer you knowledge of the Planning, Protection and

Optimization processes and include:

» Utilizing capacity and availability management to realize successful
Service Design

» Ensuring that services are fit-for-purpose and fit-for-use

 Identifying and mitigating risks

» Applying Continual Service Improvement

» Prepare for and take the ITIL Intermediate Qualification: Planning,
Protection and Optimization Exam

» Plan key activities for the Planning, Protection and Optimization
processes in the context of the Service Lifecycle

» Attain operational excellence by using the Planning, Protection and
Optimization processes, activities and functions

» Measure the success of Planning, Protection and Optimization by

applying key metrics

Workshop Content

¢ Introduction and Overview

« Core Planning, Protection and Optimization Processes Capacity
Management

« Availability Management

« |IT Service Continuity Management (ITSC)

« Information Security Management

« Demand Management

¢ Risk Management

* Roles and Responsibilities

¢ Technology and Implementation Considerations
Common Service Activities
Continual Service Improvement

Who Should Attend

This course is valuable for those who want to achieve ITIL Intermediate
Qualification: Planning, Protection and Optimization certification. The
ITIL v3 Foundation Certificate (or v2-v3 bridge equivalent) is required to
take the ITIL Certification Exam on the final day.

Training Offerings
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Release Management

Workshop Overview

This course focuses on the implementation and management of the
Release and Control processes and functions that are responsible for
achieving control and stability within an IT infrastructure. The course
provides practical guidance on the design and implementation of an
end-to-end Configuration Management, Change Management and
Release Management process.

Workshop Benefits

This course will enable delegates to:

+ Plan, manage and implement an IT Infrastructure Library (ITIL®)
compliant Configuration, Change and Release Management (CCRM)
function using “Best Practice” guidelines.

» Describe the mission, goals, dependencies, staffing issues, project
stages, benefits, costs, possible problems, tools and issues involved
in such a function.

» ldentify, analyze, assess, improve and transform an existing CCRM
function.

* Manage a benefits realization process.

» Prepare for the ISEB (BSD) Certificate in Configuration, Change and
Release Management.

Workshop Content
* Introduction and review
» Configuration management

A Three-Day Workshop

¢ Change Management
¢ Release Management

¢ Planning for the CCR Function

Who Should Attend

« Staff who are responsible for implementing and managing
Configuration, Change and Release Management.

« Staff whose organization is affected by either ISO9000/BS5750,
BS7799, BSI DISC PD0005, BSI 15000:2000.

« Staffs who intend to obtain the ISEB (BSD) Certificate in
Configuration, Change and Release Management when available.

Prerequisites

None, although we strongly recommend that delegates wishing to attain
the CCRM Certificate hold the Foundation Certificate in IT Service
Management.

Examination

As well as being compliant with the IT Infrastructure Library (ITIL®)
guidance in this area, this course also covers the syllabus of the ISEB
BSD Certificate in Configuration, Change and Release Management
which combines all three subject areas together in the same
examination. This examination is expected to be a 1 hour, closed book,
and case study based multiple-choice paper taken during the course.

_|Release, Control and Validation

A Five-Day Workshop

Workshop Overview

To implement new services in a controlled and cost-effective manner,
IT departments must successfully implement ITIL® Release, Control
and Validation best practices. In this course, you learn how to plan,
implement and optimize the Release, Control and Validation processes
and gain the skills required to take the ITIL® Intermediate Qualification:
Release, Control and Validation Certification Exam.

Workshop Benefits

In this course, workshops provide you with knowledge of the Release,

Control and Validation processes. Workshops include:

« Utilizing change management to achieve successful service transition

« Testing to assure transition quality and integrity

« Enhancing Service Delivery with knowledge management

« Applying Continual Service Improvement to RCV processes

« Prepare for and take the ITIL® Intermediate Qualification: Release,
Control and Validation Exam

« Plan key activities for the Release, Control and Validation processes
in the context of the Service Lifecycle

< Attain operational excellence by using the Release, Control and
Validation processes, activities and functions

« Evaluate the success of Release, Control and Validation by applying
key metrics

Workshop Content

» Softwar

* Introduction and Overview

» Core Release, Control and Validation Processes

» Change Management

» Service Asset and Configuration Management (SACM)

» Service Validation and Testing (SVT)

» Release and Deployment Management (RDM)

» Request Fulfillment and Service Evaluation
Analyzing how service requests should be handled
Evaluating services against target performance in the context of
change
Knowledge Management (KM)

* Roles and Responsibilities

» Technology and Implementation Considerations

Who Should Attend

This course is valuable for those who want to achieve ITIL®
Intermediate Qualification: Release, Control and Validation certification.
The ITIL® v3 Foundation Certificate (or v2-v3 bridge equivalent) is
required to take the ITIL® Certification Exam on the final day.




_|Service Design

A Four-Day Workshop

Workshop Overview

ITIL Service Design best practices enable IT departments to design
services and govern practices, policies and procedures that facilitate
the introduction of services into a live environment, thereby ensuring
quality service delivery, customer satisfaction and cost-effective service
provision. In this course, you learn how to plan, implement and optimize
the Service Design processes and gain the skills required to take the
ITIL Intermediate Qualification: Service Design Certification Exam.

Workshop Benefits

Workshops provide you with knowledge of the Service Design

processes and include:

« Establishing and justifying the constraints for different IT services

« Developing and presenting a high-level security policy

* Preparing and justifying a continuity approach for a set of services

« Creating a financial justification for the purchase and deployment of
Service Design tools

* Producing a draft Service Level Agreement (SLA)

» Completing Business Impact Analysis and Risk Management Prepare
for and take the ITIL Intermediate Qualification: Service Design
Certification Exam

« Define the goal, objectives and scope of Service Design

» Outline key activities for Service Design processes in the context of
the Service Lifecycle

* Enhance the quality of IT service provision within an organization

* Measure Service Design processes using critical success factors and
key performance indicators

Workshop Content
Introduction and Overview

» Key Service Design Principles

» Five aspects of Service Design

» Four Ps of Design

» Primary Activities of Service Design

* Analyzing business requirements

» Achieving balance between design and existing strategies

» Service Design Processes

» Service Catalog Management (SCM)

» Service Level Management (SLM)

» Capacity Management

* Availability Management

» IT Service Continuity Management

» Service Design and Technology
Technology-related activities
Organizing Service Design

» Implementation Challenges and Risks

Who Should Attend

This course is valuable for those who want to achieve the ITIL
Intermediate Qualification: Service Design Certificate. The ITIL v3
Foundation Certificate (or v2-v3 bridge equivalent) is required to take
the ITIL Certification Exam on the final day.

|Service Offerings and Agreements

A Five-Day Workshop

Workshop Overview

By implementing ITIL Service Offerings and Agreement best practices,
IT departments can ensure high levels of customer satisfaction by
integrating demand and supplier management with the service portfolio
and service catalog. In this course, you learn how to plan, implement
and optimize the Service Offerings and Agreement processes and gain
the skills required to take the ITIL Intermediate Qualification: Service
Offerings and Agreement Certification Exam.

Workshop Benefits

In this course, you gain knowledge of the Service Offerings and

Agreement processes. Workshops include:

« Documenting current and prospective services

¢ Producing a Service Catalog from a business and technical viewpoint

« ldentifying patterns of activity through demand management

* Applying Continual Service Improvement

« Prepare for and take the ITIL Intermediate Qualification: Service
Offerings and Agreement Exam

« Qutline key activities for the Service Offerings and Agreement
processes in the context of the Service Lifecycle

« Achieve operational excellence by using the Service Offerings and
Agreement processes, activities and functions

¢ Measure the success of Service Offerings and Agreement by

applying key metrics

Workshop Content
Introduction and Overview

» Service Portfolio and Service Catalog Management Principles of
Service Portfolio Management (SPM)

» Integrating the Service Catalog into the Service Portfolio

» Service Level Management (SLM)

» Service Management goals

e The Service Management process

e Demand and Supplier Management

e Demand Management

e Supplier Management

* Financial Management

* Principles of Service Economics

* Roles and Responsibilities

* Technology and Implementation Considerations

Who Should Attend

This course is valuable for those who want to achieve ITIL Intermediate
Qualification: Service Offerings and Agreement certification. The ITIL v3
Foundation Certificate (or v2-v3 bridge equivalent) is required to take
the ITIL Certification Exam on the final day.

Training Offerings
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|Service Operation

A Four-Day Workshop

Workshop Overview

In order to provide effective and efficient delivery and support of key
services and to ensure fair value for the customer and service provider,
IT departments must successfully implement ITIL Service Operation
best practices. In this course, you learn how to plan, implement and
optimize the Service Operation processes and gain the skills required to
take the ITIL Intermediate Qualification: Service Operation Certification
Exam.

Workshop Benefits

Through extensive activities, you gain knowledge of the Service

Operation processes. Workshops include:

* Applying the Incident Management Lifecycle to quickly restore
normal operation

* Enabling internal customers to use a service while protecting against
unauthorized access

* Preventing recurring problems and resulting incidents with effective
Problem Management

» Ensuring decision-making that balances stability vs. responsiveness
and quality vs. cost

* Prepare for and take the ITIL Intermediate Qualification: Service
Operation Certification Exam

* Plan key activities for Service Operation processes

* Maintain stability in Service Operations while allowing for changes in
design, scale, scope and service levels

» Support operations through new models and architectures such as
shared services

« Evaluate Service Operations processes with critical success factors
and key performance indicators

Workshop Content
Introduction and Overview
« Balancing conflicting goals
« Core Service Operation Processes
* Primary ITIL processes within Service Operation
« Operational activities of other ITIL processes
« Common Service Operation Activities
* Monitoring and control of IT operations
* Management of the infrastructure
« Operational aspects of processes from other lifecycle phases
« Organizing for Service Operation
* Mapping Service Operation functions to activities
* Service Operation structure
« Key functions of the Service Desk
e Structuring the Service Desk
¢ Technology Related Issues

« Implementation Challenges and Risks

Who Should Attend

This course is valuable for those who want to achieve the ITIL
Intermediate Qualification: Service Operation Certificate. The ITIL v3
Foundation Certificate (or v2-v3 bridge equivalent) is required to take
the ITIL Certification Exam on the final day.

|Service Transition

A Four-Day Workshop

Workshop Overview

Successful implementation of ITIL Service Transition best practices
enables IT departments to develop capabilities for transitioning new

and changed services into operations, ensuring that requirements are
effectively realized while controlling the risks of failure and disruption.

In this course, you learn how to plan, implement and optimize the
Service Transition processes and gain the skills required to take the ITIL
Intermediate Qualification: Service Transition Certification Exam.

Workshop Benefits

In this course, you gain knowledge of the Service Transition processes.

Workshops include:

« Evaluating Service Transition criteria for a service and business
environment

« Developing a Change Management process for introduction of a new
service

« Establishing stakeholder management strategies

« Developing and justifying test strategies for new services in a variety
of business environments

« Specifying tool requirements and implementation success criteria

« Prepare for and take the ITIL Intermediate Qualification: Service
Transition Certification Exam

« OQutline key activities for Service Transition processes in the context
of the Service Lifecycle

« Enhance the quality of IT service provision within an organization

» Measure Service Transition processes using critical success factors
and key performance indicators

Workshop Content
Introduction and Overview
» Key Principles of Service Transition
* Primary ITIL processes within Service Transition
» Change Management
» Service Asset and Configuration Management
» Common Service Operation Activities
» Monitoring and control of IT operations
» Knowledge Management
* Release and Deployment Management
» Other considerations
» Common Service Transition Operational Activities
» Organizing for Service Transition
» Technology-Related Issues
* Implementing and Improving Service Transition

Who Should Attend

This course is valuable for those who want to achieve the ITIL
Intermediate Qualification: Service Transition Certificate. The ITIL v3
Foundation Certificate (or v2-v3 bridge equivalent) is required to take
the ITIL Certification Exam on the final day.
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Change Management & Leadership

A Two-Day Workshop

Workshop Overview

In recent times, managing knowledge and software intensive businesses

was more about managing software than managing business. Business

just happened. Tomorrow will no more be the future of yesterday. The
process of dealing with the change will involve abilities to conceptualize
and deploy strategies, structures and processes, which not only help
manage performance for the present and but also aid in building

critical and ‘business relevant’ capabilities for the future. Further, it will

necessitate an organization wide culture where its people continuously

revisit a set of fundamental questions.

» Are we learning the right things, and thereby making the right
Changes and obtaining business benefits from those Changes fast
enough?

*  Why should we Change?

*  Why should we Change?

*  Will we like what we Change to?

*  Who will support us while we Change?

* How will we be acknowledged?

»  Will we have the skill sets to survive in the Changed world?

Workshop Benefits

» Appreciation, that management of Change is an exercise in business
strategy and people management.

» Hands on knowledge and “real life” skill sets required to deal with
Change, including an end-to-end session on Scenario building.

» Experience of creating a Change Plan, customized to one’s personal
and work/business environment.

» Insights and practices from best of global cases in Change

Management.

Workshop Content
What is “real” Change Management?

* Understanding the ‘High Performing Knowledge Organization’.

» Developing a Personal Vision.

» Developing an Organizational/ Group Vision.

* Building Scenarios.

» Validating Vision in light of Scenarios.

* Analyzing Current Reality.

» Constructing a TOWS matrix and generating action points.

» Checking for consistency between action points generated and
validated Vision(s).

» Plotting High leverage activities and drafting a Change Plan.

* Lessons in Change Management: learning from global cases
including payoffs.

» Operationalizing change through optimal leadership and decision
style(s).

Who Should Attend
CEO's and senior management

* Managers of technology Change and process improvement
programmes

« Internal and external consultants

* HR & SEPGSM managers

* Academia researching the possibilities of Change Management

Overview to People CMM®

A Two-Day Workshop

Workshop Overview

The People Capability Maturity Model® (People CMM®) is a maturity
framework developed at the Software Engineering Institute (SEI)
that guides organizations in improving their ability to attract, develop,
motivate, organize, and retain talent.

It provides an evolutionary 5-level improvement path from ad hoc,
inconsistently performed people (or human resources) practices, to a
mature, disciplined development of the knowledge, skills, and motivation
of the workforce. The practices included in the People CMM have been
chosen from past global experience because they have significant

impact on individual, team, unit and organizational performance..

Workshop Benefits

The participants will understand:

e The rationale and philosophy behind the design of the People CMM®
and the enhancements in Version 2

e The overall architecture, 5 maturity levels, and 22 process areas of
the People CMM®, Version 2

¢ How to continuously enhance the capabilities of individuals

* How teams are systematically developed and empowered across
maturity levels

* The use of increasingly sophisticated people processes to meet
current and future business objectives

* How to benchmark the organization’s current workforce practices
against the model

* How to align people process improvements with ongoing/past quality

initiatives for their cross leveraging

Workshop Content
Need for People CMM
» Global usage patterns and case studies
» Architecture of the model
» Overview of each maturity level:

» Level 2 - Managed (Staffing, Communication and Coordination,
Work Environment, Performance Management, Training and
Development, Compensation)

» Level 3 - Defined (Competency Analysis, Workforce Planning,
Competency Development, Career Development, Competency-
Based Practices, Workgroup Development, Participatory Culture)

e Level 4 - Predictable (Competency Integration, Empowered
Workgroups, Competency-Based Assets, Quantitative
Performance Management, Organizational Capability
Management, Mentoring)

* Level 5 - Optimizing (Continuous Capability Development,
Organizational Performance Alignment, Continuous Workforce
Innovation)

* People CMM® Road Map and Assessment

Who Should Attend
* HR professionals
* Business leaders
* Senior managers
* Quality professionals
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Workshop Overview « Receive a Certificate of Participation directly from the SEI —
While we accept that most of today’s service and knowledge businesses Q
are talent driven and that people are our bigge_st_ assets, orgarjizations Workshop Content 'd:
often struggle to develop and implement a holistic human capital Current challenges in workforce strategy and development O
managemer_lt strategy that delivers on this b‘el|ef. _ . Global usage patterns of People CMM® o
Eg(_:h maturity Ievgl of the People CMM®, with the exception of the . Structure of People CMM® =
Initial Level, consists of three to seven Process Areas. Each Process - Process Areas of Maturity Level 2 e
Area (PA) identifies a cluster of related practices that, when performed - Process Areas of Maturity Level 3 cC
collectively, achieve a set of goals considered important for enhancing - Process Areas of Maturity Level 4 8
workforcc_a capability. The process areas at each level of matgnty_ create « Process Areas of Maturity Level 5 o
an inter-linked system of processes that transform the organization’s . . |_
capability for managing its workforce. * Interpretation and Application of the People CMM®
Workshop Benefits Who Should Attend

Understand the relevance of People CMM® in current talent and HR professionals

business context * Quality professionals
« Understand People CMM® Process Areas, and their * Delivery Heads/ Managers

Interrelationships » Technical/ Line Managers
* Interpret and implement the People CMM® in different types of * HR Consultants

organizations _ _ . _
«+ Appreciate methods for holistic talent engagement and for becoming ~ This course is a prerequisite for the Intermediate Concepts of the
“An Employer of Choice” People CMM® course, SCAMPISM for People CMM® Team Training, and|
- Benchmark their current organizational practices against the People ~ SCAMPISM for People CMM® Lead Appraiser Training
CMM® Process Areas
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_{Innovation Workshop for Beginners

A One-Day Workshop

Workshop Overview

The ultimate objective of Innovation is to create business value by
developing ideas from mind-to-market. However, trivial obstacles
create the delay in an organization’s aim to fasten the ‘idea to cash’
process. Rigor and systematic deployment are the key to deploy
innovation successfully within an organization. Innovation, now, is no
more a ‘trial and error’ lateral thinking, but a repeatable process. What
is innovative about innovation today is the realization that it can be
achieved systematically and that the innovator is an obsessive problem
solver. It is the most cost effective and efficient means of achieving and
sustaining competitive advantage in business.

Workshop Benefits

This workshop will help the participants to increase their understanding

of innovation in the following areas:

« Creativity: Ability of a person to be creative, participate in creating or
be useful in a creative network of other people.

« Invention: An object, process, or technique which displays and
element of novelty

¢ Innovation: Innovation is the process of developing inventive
solutions and bringing them to a point where they can be
implemented. Innovation is getting creativity and invention into the
marketplace.

Workshop Content

 Ideation Brainstorming helps users perform lightweight problem
solving. This is done with the help of a software tool — Ideation
Brainstorming v2.3.

» The product is also equipped with an introduction to I-TRIZ to give
users a taste of the methodology’s basic principles for inventive
problem solving while providing the knowledge and skills to
brainstorm ideas. The software is structured in an easy-to-use four-
step process.

» Step 1: Define Your Problem

e Step 2: Formulate Tasks and Brainstorm

» Step 3: Develop Concepts

e Step 4: Evaluate Results

Who Should Attend
Organizations who wish to become leaders in their industries

Disruptive Innovation-Leading
_|Product Development

A Two-Day Workshop

Workshop Overview

This workshop is designed to provide insight into innovative product
development and provides usable tools and processes that the
participants can put into use immediately in their own organization.

Workshop Benefits

This workshop will help participants:

* De-mystify Innovation

» Learn Sustaining and Breakthrough Innovation

» Create a common language of innovation

» Understand what makes a product tick in the market place

» Study a process for assessing and commercializing innovations that
will increase their chances for success

» Generate ideas for innovation in the portfolio of existing markets

» Find out culture elements of an innovative organization

» Evaluate the innovation quotient of your mind

» Plan next steps of where, when, how to introduce innovation in your
journey as an organization

Workshop Content

Day 1

» |dea Generation using Innovation Principles and Methodologies
* Introduction & objectives

» Overview of Innovation

» Breakthrough Innovation

» Classification

* New Breakthrough ldeas

* Presenting ideas

¢ Lead User Methodology

« ldentifying lead users opportunities

¢ Chanakya Captivates

* Incorporate captivating principles in Innovation journey
e Summary of learning for the day

Day 2

* Plan for Innovation Fast Forward

e Where we've been, Where we’re going

« Case preparation

* Innovation culture

e Assessing innovation culture of an organization
* Innovator’s mind-set

e Test your Innovativeness

¢ Create a plan

e IDEIN Innovation methodology

¢ Refine plan

« Group reporting

*  What's next?

e Summary & wrap-up

Who Should Attend

e Product managers Senior management professionals
¢ Research & Development managers and members

e Product designers

* Product architects

e Product marketing managers

e Product development senior engineers

e Process managers specializing in product companies




Process Innovator Retreat

A Two-Day Workshop

Workshop Overview

Experience over ten years in helping over two hundred organizations to
achieve operational excellence worldwide shows QAI that organizations
that achieved better performance need to innovate in their process
journey in order to develop a process core competence and improved
business excellence. Quality managers are constantly asking us how
they could achieve higher levels of productivity and even drive business
results process quality innovation. There is a need to internalize
methodologies for incremental innovation and particularly breakthrough
innovation. This intensive training is based on intensive research by QAI
on major process innovation needs of the software and BPO industry.

Workshop Benefits

During the workshop, the following methodologies shall be introduced:
» Disruptive Innovation Theory of Dr.. Clayton Christensen

* Lead User Methodology of Dr.. Eric Von Hippel

* TRIZ by Genrich Altshuller

» Chanakya’s principles of Process innovation by Krish Murali Eswar.

Workshop Content

» Clearly articulate the meaning of the word ‘Innovation’ and
understand what does it means to the overall quality journey

» Discover innovation ideas that meet the process quality needs of the
organization.

» Create simple, practical process related prototypes based on the
innovation needs and ideas.

» Appreciate the process design from an end user perspective.

« Identify most urgent and important process innovation needs of the
organization.

« Create an Innovation road map and action plan that can be
implemented immediately.

e List of innovation ideas that are guaranteed to work.

e Ablue print of innovative ideas that you could to take to the next
stage of prototyping.

« |dentify initial set of users for roll out of the prototype.

« |dentify the uses of the prototypes in the hands of the users and their
constraints and conditions of usage.

* Based on these purposes and circumstances, learn to develop a set
usable process sets, templates, forms, checklists, metrics etc. that
meets unconscious implied needs of the process users.

» Develop a set of process usability and process design principles that
will govern your further implementation work..

The entire workshop will be based on sound Pedagogical methods such
as the Harvard Business School case studies and methods including
ancient games, breakout sessions, etc

Who Should Attend

e Quality Managers

e Quality Teams

e Quality Facilitators

e Process SQA members

* SEPG members

e Process Council members
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JdProblem Solving

Innovation using I-TRIZ Inventive

A Three-Day Workshop

Workshop Overview

Inventive Problem Solving (IPS) Practitioner Certification workshop - A
3-day workshop for individuals, followed by post-workshop project work.
The workshop will provide participants with the knowledge and skills
necessary to resolve complex inventive problems using I-TRIZ tools and
software.

IPS is one of the core competencies of I-TRIZ and enables enterprises
to resolve difficult and critical inventive problems, eliminate technological
roadblocks, predict failures and invent future generation of technology-
based systems and processes.

During the workshop, participants will address a real-world technological
problem of their choosing.

Workshop Benefits

After this workshop you will :

« Have the knowledge and skills necessary to resolve complex
inventive problems using the Innovation WorkBench (IWB) software.

¢ Help individuals solve complex technological problems by supporting
both the analytical and solution-synthesis stages of problem solving.

¢ Learn about I-TRIZ analytical tools - Analytical tools are used to
document and model problems in order to reveal directions in which
to look for innovative solutions.

¢ Gain familiarity with the I-TRIZ Methodology and Innovation Tools.

Workshop Content
¢ Overview to I-TRIZ Methodology and Process
« Ideality / Resources

» Psychological Inertia

* ldea Generation / Secondary Problems

* System of Operators

* Analogic Thinking

* Demonstration and working with the I-TRIZ Tool

* The I-TRIZ approach to Problem Formulation

* Problem formulation and working on a Real World Project (s)
» Prioritization of Directions and Idea Generation

* Developing Concepts

* Evaluating Results

Who Should Attend
Senior Project Managers
* Project Leaders
* Senior Management Vice Presidents
* SBU Heads
* General Managers
* Technical Managers
» Consultants

* Note: The post-training project entails completing the full Ideation
Process for the selected problem. IPS Professionals will provide
post-workshop coaching for one month to help the participant
achieve satisfactory results. After completing the project the
participant will receive certification as an IPS Practitioner.

Using I-TRIZ

Operating System Tor TNMovation ]

A Three-Day Workshop

Workshop Overview

I-TRIZ began evolving in the mid-1980s when TRIZ, in its classical
form, ceased development. The research and development of I-TRIZ
has continued unabated since its inception. As a result, I-TRIZ not only
contains enhanced versions of classical TRIZ tools, but includes an
expanded knowledge base, new tools for applying this knowledge and
for analyzing problems more effectively

The Ideation Operating System for Innovation is based on the Ideation
TRIZ Methodology (I-TRIZ). I-TRIZ is the result of an analysis of

over 3 million worldwide patents and the history of technological and
social evolution, from which approximately 1000 patterns of invention
and more than 500 patterns / lines of technological, market and
organizational evolution have been extracted. This extensive knowledge
base enables users to develop a practically exhaustive set of possible
solution ideas to difficult problems in an expeditious manner.

Workshop Benefits

e Learn about the I-TRIZ way of deploying Innovation in a structured
manner, from Boris Zlotin — The co-creator of TRIZ and the father of
the I-TRIZ methodology.

» Learn the road map of deploying innovation in strategy, process
improvement, quality, product development and enhancement, sales
and marketing strategies and other support functions.

* Thought Provoking ideas

* Innovation is today the key driver of growth for any business

» Gain First mover advantage, through active deployment of

Innovation.

Workshop Content

e Introduction to Ideation/TRIZ Methodology

¢ |deality & Resources

» Contradictions & Principles

* An Introduction to the Ideation Brainstorming Software.

* An Introduction to the Ideation Brainstorming and Innovation
WorkBench® System

¢ The Art and Value of Inventing Failures —Anticipatory Failure
Determination (AFD)®

« Directed Evolution™ of Technological Systems

e Conclusions

e Group Discussion, Observations, Q&A

Who Should Attend
Top Management (for understanding the business need at macro
level)

* Industry entrepreneurs

¢ VPs, GMs, Senior Managers and Business Unit Heads in all
companies who are looking for innovative ways to increase their
companies wealth by way of process & product improvement,
innovative strategies, ideas to expedite the mind to market
processes.

* Any organization that is looking for innovation as a strategic initiative,
for its next leaps of growth.




Strategy to Execution Using
Balanced Scorecard i4rousawarded

A Two-Day Workshop

Workshop Overview

The Balanced Scorecard, is a world-renowned management technique
for implementing strategy and creating a performance management
system. Designed by Drs. Robert Kaplan and David Norton, it has been
recognized by the HBR as the leading management tool in the last 75
years and has been successfully adopted by more than 50% of the
Global 1000 companies across the world. Based on the success stories
in various global consulting and IT organizations, the methodology and
essence of Balanced Scorecard is being used to drive Operational
excellence and aligning performance to organizational strategy.

Workshop Benefits

This workshop will help participants:

Understand the Balanced Scorecard methodology and a Strategy
Focused Organization

Understanding key concepts — Strategy Maps

Develop an Enterprise Performance Management System using the
Balanced Scorecard Methodology

Understand how to use the Balanced Scorecard methodology to
drive Operational Excellence and Organizational Alignment
Develop understanding on how to build a framework for selection
and prioritization of strategic initiatives at organizational level and

initiatives at operational level to achieve organizational alignment

Workshop Content

Key Elements of the Strategy Focused Organization

Introduction to Balanced Scorecard Methodology

The Strategy Map: Key concept and illustrations

Building Balanced Scorecard at the Organization level

Group Work 1: Developing a Performance Measurement System to
drive a Balanced Scorecard

Developing Balanced Scorecard to drive Project Excellence: key
concepts and illustrations

Group Work 2: Developing a BSC at the Operational level
Balanced Scorecard and other models

Arriving at the key take away and the way forward.

Who Should Attend

Senior Managers,

Senior Project / Program Managers
Process Champions

Quality Managers

HR Managers

Managers in Strategy Function.

Aligning Performance Using
Balanced Scorecard 7rous Awarded

A One-Day Workshop

Workshop Overview

The Balanced Scorecard, is a world-renowned management technique
for implementing strategy and creating a performance management
system. Designed by Drs. Robert Kaplan and David Norton, it has been
recognized by the HBR as the leading management tool in the last 75
years and has been successfully adopted by more than 50% of the
Global 1000 companies across the world. Based on the success stories
in various global consulting and IT organizations, the methodology and
essence of Balanced Scorecard is being used to drive Operational
excellence and aligning performance to organizational strategy.

Workshop Benefits

This workshop will help participants:

Understand the Balanced Scorecard methodology and a Strategy
Focused Organization

Understanding key concepts — Strategy Maps

Develop an Enterprise Performance Management System using the
Balanced Scorecard Methodology

Understand how to use the Balanced Scorecard methodology to
drive Operational Excellence and Organizational Alignment
Develop understanding on how to build a framework for selection
and prioritization of strategic initiatives at organizational level and
initiatives at operational level to achieve organizational alignment

Workshop Content

Key Elements of the Strategy Focused Organization

Introduction to Balanced Scorecard Methodology

The Strategy Map: Key concept and illustrations

Building Balanced Scorecard at the Organization level

Group Work 1: Developing a Performance Measurement System to
drive a Balanced Scorecard

Role of Strategic Initiatives

Developing Balanced Scorecard to drive Operational Excellence:
key concepts and illustration

Group Work 2: Developing a BSC at the Operational level
Balanced Scorecard and other models

Arriving at the key take away and the way forward

Who Should Attend

Senior Managers

Senior Project / Program Managers
Process Champions

Quality Managers

HR Managers

Managers in Strategy Function

Training Offerings
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Core Project Management Concepts

n En 14 PDUs Awarded A Two-Day Workshop
(@)
< Workshop Overview Workshop Content
S The broad framework is based on the contents of the Project Introduction to Project Management Processes
(D) Management Body of Knowledge (PMBoOK®). « Project Initiation
u: ¢ Project Planning — Scheduling
O The course is a mix of instructor lead, and self paced learning, designed  + Project Planning — Costing
to enable participants learn, experiment and implement the concepts « Project Quality Management
involving application of Project management concepts / techniques. ¢ Project Human Resource & Communications Management

« Project Risk Management

« Project Procurement Management
* Project Monitoring & Control

¢ Project Closure

Workshop Benefits
After the completion of the course, the participants would be able to:
¢ Understand the complete Project Management Life Cycle
« Understand the processes involved in managing a Project
« Learn about the core project management processes and techniques  \\/ho Should Attend
involved in managing - Scope, Time and Cost of the project The target audiences for the program are junior level Project Managers
» Also understand the relevance and application of Project Quality, (with about 2+ years of PM experience).
Human Resources, Risk and Procurement
¢ Learn about Project Integration Management

o)
=
=

Enterprise-wide PM Using

4+ -
M |MS Project Server 2003
E — 14 PDUs Awarded A Two-Day Workshop
] .
@) Workshop Overview Workshop Content
(0] Project Management is not at all easy and has various intricacies Introducing Enterprise-Wide Project Management
(- involved. The complexities increases with the size of the project and « Introduction to Project Management
[ the interfaces involved. Project Management skills are very important to * Overview of Project Management Concepts
manage a project effectively, and for which the need of an Information * Microsoft EPM 2003 Architecture Overview
2 system is a must. « Enterprise-Wide Planning
— * Implementing Enterprise- Wide Standards
(&) Microsoft Project is one of the most powerful and effective tool, « Project Setup and the Project Manager Role
(¢D] widely used for project planning, monitoring & tracking. Microsoft also * Planning Projects with MS Project Professional 2003
6‘ has an enterprise-wide tool which is Microsoft Office Project Server * Managing Documents, Issues and Risks Using Windows Sharepoint
o that addresses all the requirement of an organization w.r.t. portfolio Services
al management, program management, and project management. « Executing and Controlling Projects
The program is a mix of instructor led and self paced learning. The « Analyzing Results with Project Web Access

program includes hands on practice using lab exercises and quizzes.

Who Should Attend
Any professional in the below mentioned role(s) can attend the
program:
« Portfolio Manager (Senior Manager in-charge of multiple projects)
* Program Manager
* Project Manager
¢ PMO (Project Management Office)
* Project Leader
* Project Team Member
* Resource Manager (Functional head managing a team of resources)
* Project Server Administrator/ System Administrator

Workshop Benefits

After the completion of this program, you will be able to:

» Understand the architecture of the EPM solution

* Understand the various enterprise features of MS Project like-
resource management, calendars, etc.

» Create a project plan using the enterprise features

e Understand and use the project management & collaboration
features like- task updation by the owner of the task, status
reporting, document management, Issue management, and Risk
management

» Understand and use various available features, if integrated with MS
Outlook




|Essential Requirements Management

A Three-Day Workshop

Workshop Overview

In the software realm “not knowing where you are going” will lead

you to failure. Even, Fred Brooks, author of The Mythical Man-Month,
is quoted as saying, “The hardest single part of building a software
system is deciding precisely what to build.” Today, many organizations
recognize the fact that for an organization to do an effective job

at software development, it must understand what is to be built.
Requirements form the basis of the initial estimates and plans; they
also form the basis on which the software product is built and validated.
Unfortunately poorly defined and misunderstood requirements continue
to cause projects problems. The workshop takes a comprehensive look
at Software Requirements Management. It examines key elements of
the Software Requirements Management program and identifies pitfalls
where many programs have failed.

It presents the techniques that have proved successful in real-

world programs, methods for implementing them and strategies for
determining if the techniques are being effectively implemented.

Workshop Benefits
Plan, define, and implement a requirements management effort

« Address understandability, traceability, testability, design coverage
, test coverage, stability, completeness, clarity, validity, feasibility,
precedent, and scale

« Integrate requirements management into the overall development
life-cycle

« Establish requirements baselines, change control, impact analysis,
and requirement metrics

« |dentify, evaluate, and use automated tools for all requirements

management activities, including traceability, design coverage, test
coverage, and documentation

Workshop Content
Why do Requirements Management?
« Defining requirements
* The Requirements Management Process
« Introduction to Requirements Activities
« Types of requirements
¢ Requirements Characteristics
¢ Requirements Elicitation
¢ Requirements Triage
¢ Requirements Specification
* Manage System Scope
* Refine the System Definition
* Manage Changing Requirements
* Requirements Across the Product Lifecycle
¢ Institutionalizing requirement management
« Future Directions: Use-Case Modeling

* Managing Software Requirements

Who Should Attend
Software Engineers

* Business Development Personnel

¢ Project Managers

* Practitioners interested in upgrading their skill set on Requirement
Management.

]_Essential

Software Project Management

14 PDUs Awarded

A Two-Day Workshop =

Workshop Overview
QAI's Essential Software Project Management (ESPM) course was first

introduced a few years ago. Its extraordinary success can be gauged by

the fact it has been offered to full houses 22 times as public seminars
and 28 times as in-company programs in organizations like Mahindra
British Telecom, Modi Xerox, Wipro Systems, Intergraph, Hughes
Software, Sonata Software in this short span. And with every offering
the program has evolved based on participants’ feedback. Essential
Software Management Principles can transform a chaotic endeavor
into an orderly step by step process. ESPM provides a framework

for Results Management. The workshop provides a conceptual and
practical framework for planning, tracking and controlling software
projects. Workshop attendees will be able to understand the statics
and dynamics of development and learn about tools and techniques to
manage in this context.

Workshop Benefits

ESPM prepares project managers to succeed by demystifying
Software Project Management. It addresses the business of software
development as a logical process that can be effectively

The workshop provides a conceptual and practical framework for
planning, tracking and controlling software projects.

Workshop Content
The workshop provides a conceptual and practical framework for
planning, tracking and controlling software projects including:
« Introduction to Projects, Management, and Project Management
* Requirement Definition:
» Estimation:
¢ Risk Management
¢ Planning
¢ Project Monitoring & Control and Reporting
¢ Team Management
* Project Closure
* Case studies will be done for the following modules:
 Introduction
* Requirements Management
» Estimation
* Risk Management

e Project Planning

Who Should Attend
Project Managers

¢ Module Leaders

¢ Process Group Members

¢ Team Leaders

¢ Team Members Trainers
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Implementing Metrics Program

A One-Day Workshop

Workshop Overview

We need software measurements to know where we are, to help decide
where we want to be and to track progress. Measurement is integral

to the management of organizations, projects, process and products.
“What cannot be measured cannot be managed” and “ What cannot be
managed cannot be improved”. While it is important to measure, it is
equally, and perhaps more important, to know some relevant measures.
There are too many measures that can be taken for a software project,
however, the challenge lies in identifying measures and establishing

a measurement program that serves the business objectives. The
workshop provides a complete insight into setting up and managing
measurement systems towards quantitatively managing a project’s
processes and product’s quality, thus meeting business goals and

objectives of organizations.

Workshop Benefits

The workshop provides a conceptual and practical framework for
designing and implementing a Software Metrics program. Participants
will be able to understand the usage of Metrics in identifying and solving
problems, leading to a more effective management of software projects
and products. The workshop also covers concepts of Metrics in SW
CMM and CMMI implementation.

Workshop Content
¢ Concept of Measurement
* Basic measures

» Derived metrics
* Sample measurements
* Prerequisites to measurements

* Managing projects using metrics - Managing schedules, cost, effort

» Managing processes using metrics - Process capabilities - Process
performance - Process improvement goals

* Managing products quality and performance using metrics - Defect
metrics - Performance metrics like Reliability, Maintainability etc.

* GQM (Goal Question Metric) based metrics program management -
Concepts - Application

* Metrics and process models - Metrics and CMM - Metrics and CMMI
* Metrics and Six Sigma

» Using statistical techniques in Metrics analysis - Applying Seven QC
tools in Metrics analysis

» Setting up Metrics program - Objective Metrics collection mechanism
* Metrics storage and presentation - Metrics tools

» Case Studies

Who Should Attend

» Software Developers

» Software Process Engineers
» Software Quality Practitioners
» Software Quality Managers

|PMP Examination Revision

Course

A Two-Day Workshop

Workshop Overview

The course is a mix of instructor led, and self paced learning, designed
to enable participants revise the various points relating to the PMP®
examination.

There will be intermediate quizzes throughout the course to test
the concepts learned and a final Mock test to assess the overall

preparedness.

Workshop Benefits

After the completion of the course, the participants would be able to:

» Get clarification on key concepts from the PMP® examination
perspective

* Revise key formulas and jargons

» Take a full-fledged 200 question Mock test to assess their
preparedness for taking the PMP® examination

Workshop Content

* Introduction

» Project Management Framework - overview

» Overview of Projects and Project Management

* Project Management Lifecycle

 Initiating Process Group

» Overview of ROI, Payback period, NPV and IRR methods
* Planning Process Group

* Role of various Management Plans in Project execution

* Use of Mathematical techniques in Schedule development including
Critical path determination

» Description of various Quality Management tools — including Cost-
benefit analysis, Design of Experiments

« Executing Process group

* Overview of Statistical and other techniques used in Project Quality
Management

« Description of Theory X,Y,Z, Expectancy and Need based Theory

¢ Monitoring and Controlling Process Group

* Management of Risks

* Change Control process- management

» Closing Process Group

* Professional Responsibilities of the Project Manager

» Tips for taking the PMP® examination

* Mock test ( 200 questions (This test is QAI proprietary)

» Discussion of Mock test results

Who Should Attend

The target audience for the Workshop are candidates intending taking
up the PMP Examination soon. They are expected to be familiar with
detailed PMBOK concepts. This Workshop is intended as a Revision
course of all processes in PMBOK , along with key pointers from the
PMP® Examination point of view.




PMP® Contact Training Program

35 PDUs Awarde

A Five-Day Workshop

Workshop Overview

The Project Management Professional (PMP®) program is designed to
lead the participant to an internationally recognized certification from
the Project Management Institute (PMI®) (USA). Being Registered
Education Provider [REP] with PMI®, the program would help
individuals prepare for the Project Management Professional (PMP®)
Examination. Coupled with our experience of training and consulting,
the workshop is intended to be a practical and intense instructor led
training for PMP® aspirants. The workshop also aims to train them to be
effective Project Managers.

Workshop Benefits

After the completion of the workshop, the participants would be able to:

« Understand the processes of project management

« Learn about the project phases, project life cycle and project
stakeholders and key general management skills and the social-
economic environmental influences

» Learn about the core project management processes of Scope, Time
and Cost & also Project Integration Management.

« Learn about facilitating processes of Quality, Human Resources,
Communication, Risk and Procurement

« Learn how to use the PMBOK® Guide to prepare for the examination

» Ascertain their level of readiness for taking the PMP Examination

Workshop Content
 Introduction to Project Management
* Project Management Context

« Project Management Processes

« Project Integration Management

¢ Project Scope Management

¢ Project Time Management

¢ Project Cost Management

« Project Quality Management

* Project Human Resource Management

¢ Project Communications Management

* Project Risk Management

¢ Project Procurement Management

« Professional Responsibilities

« Note: The training is followed by a mock test having 200 hand picked
questions to check the understanding of the participants

Who Should Attend

The target audience for the program is professionals interested in
pursuing the Project Management Professional [PMP] certification
examination conducted by Project Management Institute.

Workshop Prerequisites

The participants should preferably meet the following prerequisites:

e 4500 hours of project management experience Exposure to all
phases of Project Management life cycle, namely: - Initiation -
Planning - Execution - Control -Closure.

. Familiarity with PMBOK Guide - Third (2004) ( or Fourth ) Edition
is desirable.

PRINCE2 Foundation and Practitioner

35 PDUs Awarded

A Five-Day Workshop

Workshop Overview

PRINCE™ stands for ‘Projects IN Controlled Environment’, and is a
process based Project Management method, covering the organization,
management and control of the Projects.

PRINCE2™ is the structured project management method from the
Office of Government Commerce (OGC), UK that has become de facto
standard for organizing, managing and controlling projects. Prince2™
offers a best-practice approach for the management of diverse projects.
PRINCE2™ is covered in the reference manual ‘Managing Successful
Projects with PRINCE2™' published by the OGC.

Workshop Benefits

Following the course, participants will be able to organize, plan and
control projects quickly and effectively in accordance with the PRINCE2
Methodology. Senior management will be able to make decisions on
project initiation and continuation on the basis of hard facts provided in a

structured format.

Workshop Content

¢ Project Start-up and Project Brief

¢ Business Case

¢ Risk Management

* Project Initiation

¢ Quality Management and Quality Planning

» Planning Process: Designing a Plan, Identifying & Defining Products,
Product Based Planning

* Project Controls

» Project Development

e Controlling a Stage-Introduction

» Controlling a Stage- Managing Product Delivery and Work Packages

» Controlling a Stage-Project Issues, Change Control and Change
Control Approach

* Quality Reviews

« Configuration Management

* Managing Stage Boundaries

» Project Closure

Who Should Attend

The event is suitable for any organization or individual having the need
for a controlled approach to managing its projects, including;

* Project Managers

* Project Support

» Team Members from any discipline.

Note: This workshop included both the Foundation Exam and the
Practitioner Exam. Candidates must pass the Foundation Exam before
proceeding to the practitioner level and the

Training Offerings
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|Project Management PLUS A Three. Day Workshop

% Workshop Overview Workshop Content
() This intensive workshop on PM Plus teaches you “what you need to » Definition of Projects
= know” to either lead or be members of a project team. » Creativity Techniques and Requirements Gathering
(D) » Team Building
u: Well known around the world for its pragmatic, interactive approach, * Roles of Team Members and Project Managers
O this intensive seminar experience is a favorite of project managers and » Conflict Management and Dealing with Criticism
team members alike, as well as for those just starting their journey. » Stress Management
@) * Project Quality
cC It is possible to become PMP certified and still not have the real-world » Technical and Behavioral Project Pressures
—_ experience needed to navigate today’s projects. However, many of the » Technical Project Management Review
c principles, teachings, and experiences required to become a PMP are »  Work Planning
: intrinsic to this seminar. » Effective Staffing, Working and Motivation

* Communication Quality
* Presentation and Team Effectiveness
» Change Management

Workshop Benefits
Based on the famous book and taught by the author, Steve Bender, this
powerful hands-on seminar teaches you how to effectively run projects

and to staff them as a team member. Who Should Attend
o o ) ) This is an advanced course recommended for

90% of a PM’s job is communication- Project Management Institute « Project Managers and Team Members
(PMI)*, which is almost 90% of this seminar. + QA Managers & Team Members

) ) o ) » Process Group Members
Since this seminar is based on the real world of projects, real reasons « Trainers
for project success and failure are discussed, with practical solutions. « Professionals willing to try unique and usual methods to change
You are taught specific powerful Neuro Linguistic Programming (NLP) things now with lasting results (This course teaches advanced NLP
techniques to rapidly change your own methods and behaviors in the techniques.
way you choose. » Professionals who want to make the difference using the 5 essential

“key ingredients” of project success

Project Management through
Microsoft Project 2003  15rpus Awarded A Two-Day Workehop

Workshop Overview Workshop Content

e

c

=

% The course is designed for individuals who want to familiarize ) Introduction

CG themselves with MS Project 2003 and begin planning their projects in « Basics of Project Management
Project 2003. The course is based upon the best practices of project Scheduling C t

(- management as suggested by the PMBOK® from PMI®. g Loncepts

@ * Cost Management Concepts
The program is an instructor led classroom session with self-paced ¢ Introduction to MS Project

2 learning through practical exercises and case studies. + Project Plan Development

— i * Resource Deployment

O Workshop Benefits « Project Costing

Q At the end of the workshop you'll be able to: « Progress tracking and Reporting

—_ » Understand the basics of Project Management ¢ Multi-Project Management

e * Navigate the MS Project 2003 interface * Reporting
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Project Management through
Microsoft PI’OjeCt 2007 21 PpUs Awarded

A Three-Day Workshop

Workshop Overview

The course is designed for individuals who want to familiarize
themselves with MS Project Professional 2007 and begin planning
their projects in MS Project 2007. The course is based upon the best
practices of project management as suggested by the PMBOK® from
PMI®.

The program is an instructor led classroom session with self-paced
learning through hands-on practice, which is highly interactive by
means of practical exercises and case studies

Workshop Benefits

At the end of the workshop you'll be able to:

* Understand the basics of Project Management
* Navigate the Project 2007 interface

e Set up a new project in Project 2007

* Enter and modify milestones and tasks

» Enter duration or work estimates

» Enter dependencies between tasks

» Enter deadlines and constraints

» Define and assign resources

» Level resource utilization

» Optimize the schedule

» Create a Baseline

* Report and track progress

e Generate reports

» Customize field, views, tables and reports within MS Project
» Customize Gantt Chart

*  Work with master projects & subprojects

Workshop Content
Introduction

» Basics of Project Management

» Scheduling Concepts

» Cost Management Concepts

* Introduction to MS Project

* Project Plan Development

* Resource Deployment

* Project Costing

* Progress tracking and Reporting

* Multi-Project Management

* Reporting

» Customization

Who Should Attend

The course is targeted at individuals who want to use MS Project
Professional 2007 to manage projects effectively should enroll in this
course, including:

Project Managers

Project Leads

Team Leads

Team Member

IT support executives

PMO Staff

Manager of Project Managers

What to Bring to the Class
Laptop Computer with appropriate version of MS-Project and MS-Office
or access to a PC with the above mentioned software pre-loaded.

Quantitative Project Management

A Two-Day Workshop

Workshop Overview

The workshop seeks to share the terminology and concepts behind
Quantitative Project Management (QPM), how you can apply
guantitative and simple statistical techniques to manage your project
more effectively

Workshop includes a mix of lectures, experience sharing and hands —on
exercises.

Workshop Benefits
You will be able to understand principles behind using quantitative
and simple statistical techniques in software projects

* You will be able to understand variation in the process and to use
control charts effectively to make decisions and manage the projects
effectively

* You will be able to understand how to use organization performance
and performance models capability

* You will know the expectation from CMMI with respect to QPM

Workshop Content
Introduction

» Overview of quantitative/statistical terms

 Statistical techniques: Understanding Variation — Control Charts,
Distributions and Run charts

* Process Performance Baselines and Models

« Tying it all together for Project Management

* Interpreting QPM in CMMI

« Discussion of relationships between CMMI high maturity Process
areas: OPP, QPM, OID, CAR

e Summary

Who Should Attend
Staff who are involved in project planning, tracking & monitoring.

Prequisite

Attendees should be familiar with process management concepts
(CMMI, ISO etc) and have Project/Development/QA experience of at
least 3 years

Training Offerings
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Software Configuration Management

A One-Day Workshop

Workshop Overview

Watts Humphrey in “Managing the Software Process” states -

“The most frustrating software problems are often caused by poor
configuration management. The problems are frustrating because
they take time to fix, they often happen at the worst time, and they
are totally unnecessary. For example, a difficult bug that was fixed at
great expense suddenly reappears; a developed and tested feature is
mysteriously missing; or a fully tested program suddenly doesn’t work.”
Effective Software Configuration Management helps to reduce these
problems by identifying items, which need to be controlled for changes,
systematically controlling changes, and maintaining traceability of
changes throughout the Software Development Life Cycle.

By applying Software Configuration Management techniques software
development teams can coordinate their efforts and integrate change

effectively throughout the operational life of the software.

Workshop Benefits

This workshop explains the underlying concepts of configuration
identification, baselines, configuration control, configuration status
accounting, and configuration audits. It provides practical knowledge
of techniques and tools for establishing and maintaining the integrity of
the items/work products & baselines that are developed or used while
developing the software product. These work products include the
products delivered to the customer, designated internal work products,

acquired products, tools, and other items that are used in the creating
and describing these work products.

These Software Configuration Management techniques apply equally
to the development and support of information systems, commercial
software products and embedded applications.

The workshop also familiarizes participants to the Configuration
Management requirements of CMMi®.

Workshop Content
Introduction and Overview
¢ The Identification Function: A Basis For Change
¢ The Control Function: Managing Change
« Version and Release Management
¢ Preparing and updating a SCM Plan

« Functionality of tools

Who Should Attend

This workshop is suited to a wide range of professionals grappling with
complex or evolving systems. This includes:

« Project Managers

« Business Managers

¢ Quality Managers

» Technical Professionals

Software Estimation Emphasizing FPA

A Two-Day Workshop

Workshop Overview

"Software development costs are significant. And yet for 25 years

now, 200 to 300 per cent cost over-runs and up to 100 percent time
slippages have been common, frequent, almost universal. It would
seem that software development had no pattern, no process, no
methodology, or no characteristic behavior.” The course is a mix of
case driven, instructor-led, and self paced learning, designed to enable
participants learn, experiment and implement the concepts involving
application of function point technique for size estimation.

To enable a thorough hands-on of the concepts taught in the class
room, the course is structured around a set of formal case studies.

Workshop Benefits

After the completion of the course, the participants would be able to:
» Understand the principles of good estimation

» Understand the steps involved in a Function Point estimation

*  Apply the techniques for Function Point estimation

» Develop metrics for size estimation in the organization

* Know the tools available in the market for estimation

Workshop Content
Introduction to Estimation
* Overview to Function Points
* Important Concepts
» Case Study Debriefing and Case Practice 1

e Counting Data Functions and Case Practice 2

« Counting Transaction Functions for the case study and Case
Practice 3

« Determine Value Adjustment Factor

e Calculate Adjusted Function Points and Case Practice 4:

e Overview to Full Function Points

« Additional Important Concepts

e COSMIC FFP — Measurement Phase [Rules & Methods]

e CoCoMo 2.0 Estimation Model : Concepts

» CoCoMo 2.0 Estimation Model : Implementation Approach

» Delphi Wide Band Estimation Technique

e Summary & Closure : Sins of Estimation

Who Should Attend

The target audience for the program are professionals with minimum
of two years of experience with regards to various phases of Software
Development Life Cycles, and should be involved with any / all / either
of the functions given below:

* Program Management

* Project Management

* Delivery

e Pre Sales & Marketing

* Quality Process Engineering

e Software Quality Assurance and

* Requirements Engineering & Management




|Software Metrics

A Two-Day Workshop

Workshop Overview

We need software measurements to know where we are, to help decide
where we want to be and to track progress. Measurement is integral

to the management of organizations, projects, process and products.
“What cannot be measured cannot be managed” and “ What cannot be
managed cannot be improved”. While it is important to measure, it is
equally and perhaps more important to know some relevant measures.
There are too many measures that can be taken for a software project,
however, the challenge lies in identifying measures and establishing a
measurement program that serves the business objectives.

The workshop shall provide a complete insight into setting up and
managing measurement systems towards quantitatively managing
project’s processes and product’s quality, thus meeting business goals
and objectives of organizations.

Workshop Benefits

The workshop provides a conceptual and practical framework for
designing and implementing a Software Metrics program. Participants
will be able to understand the usage of Metrics in identifying and solving
problems, leading to a more effective management of software projects
and products. The workshop also covers concepts of Metrics in SW

CMM® and CMMI® implementation.

Workshop Content

* Concept of Measurement

e Managing projects using Metrics

* Managing schedules, cost, effort

* Managing processes using Metrics

» Managing product quality and performance using metrics
» Defect metrics

* GQM (Goal Question Metric) based metrics program management
* Metrics and CMM®

e Metrics and CMMI®

* Metrics and Six Sigma

» Using statistical techniques in Metrics analysis

e Setting up Metrics program

» Case Studies

Who Should Attend

» Software Developers

» Software Process Engineers
» Software Quality Practitioners
» Software Quality Managers
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Workshop Pricing

Public Seminar Prices

Course Length QAI Member Non-Member
One-day $. $.
Two-day $. $.
Three-day $. $.
Four-day $. $.
Five-day $. $.

All Public Seminars include: Seminar Workbook(s), Certification of
Completion, Lunch, and Breaks

Payment is due prior to attendance. Substitutions are accepted with
prior notification.

Private In-House Seminar Pricing
(for up to 25 participants in a class)

Duration Price*
One Day $.
Two Day $.
Three Day $.

*Instructor’s actual travel costs additionally added to the invoice.

QAI Global Institute was set up to facilitate enhanced competitiveness amongst
software and knowledge intensive organizations through multi-faceted interventions.

By focusing on the triad of People, Process and Technology, QAI Global Institute helps
achieve breakthrough performance in organizations.

Working with organizations QAIl Global Institute facilitates competitive advantage by pro-
viding consulting, training, assessments, benchmarking, certification, conferences, e-
Learning and a corporate membership program.

It is this unique blend of services that makes QAI Global Institute a service provider to
knowledge-intensive organizations. Customers subscribing to one service leverage QAI
Global Institute’s experience, knowledge base, network and learning gathered from other
QAI services.



QAI's Training Clients Include:

Accenture

ADP

Alcatel

Allstate Insurance
American Express

Bank of America

Bank of Montreal

Birla Horizons

Canon

Cap Gemini Ernst & Young
Citicorp Overseas Systems Ltd
Convergys

Daimler Chrysler

Deloitte Consulting
Deltatec Solutions
Deutsche Bank

Deutsche Software

Digital

Dun and Brandstreet

EXL Services

GE Capital

Hewlett Packard

Hughes

IBM Global Services
Infosys Technologies

Intel

Intergraph

ITIL

JP Morgan Chase

Lucent Technologies
Maersk Infotech

Mahindra British Telecom
Modi Xerox Ltd.

Motorola

Oracle Software India Ltd.
PricewaterhouseCoopers
Reliance Infocomm
Sapient

Siemens

Singapore Airlines

Sony

State Farm Insurance

ST Microelectronics Ltd.
Tata Consultancy Services
Tata Infotech

The Government of Singapore
The Tata Iron and Steel Company
USA Government Agencies
Wipro Infotech

and many more....

QAI Offices are located throughout the world

USA

Windsor at MetroCenter

2101 Park Center Dr.

Suite 200

Orlando, FL 32835-7614

Phone: +1-407-363-1111

Fax: +1-407-363-1112

E-mail: edista@qaiglobalinstitute.org

QAIl India Limited

1013-14A, Ansal Towers

38 Nehru Place

New Delhi - 110 019, India

Phone: +91-11-26219792, 26220580
Fax: +91-11-26218974

E-mail: india@edistalearning.com

QAI Singapore Pte Ltd

5, Shenton Way

#37-02, UIC Building

Singapore 068808

Phone: +65-6225-8139

Fax: +65-6225-8137

E-mail: singapore@edistalearning.com

QAI Brazil
brasil@edistalearning.com

QAI Canada
canada@edistalearning.com

QAI China
china@edistalearning.com

QAIl Malaysia
malaysia@edistalearning.com

QAI UK
uk@edistalearning.com
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