


The certificate is awarded to candidates 
passing the relevant examination, which 
can only be taken as part of an accredited 
training course. The course covers the 
interpretation and application of the ISO/
IEC 20000 standard. The exam consists 
of a closed-book, 25-question, multiple-
choice test, which is paper based. To 
pass, candidates must answer 18 or more 
questions correctly.

Learning Objectives

At the end of the course, participants will be 
able to:

Identify the objectives and major •	
content of IT Service Management 
processes within the scope of ISO/IEC 
20000.
Identify the core processes of the ISO/•	
IEC 20000 standard.
Describe the key activities and •	
requirements of each process involved.
Identify the requirements of the overall •	
Service Management system and plan.

Who Should Attend

IT service providers, IT service managers, 
and IT auditors involved in the 
implementation of ISO/IEC 20000.

Prerequisites
An employee or contractor of an RCB •	
organization who is:
A certified ISO 9000, BS 7799, or Ticket •	
auditor; it is the responsibility of the 
training provider to ensure that the 
candidates hold one of these certificates 
before they take the training course.
An IT auditor with at least 3 years’ •	
general IT auditing experience.
Able to communicate effectively with •	
managers, subordinates, colleagues, 
users, and customers

Note: Although it is not a pre-requisite, 
candidates who hold the ITIL Service 
Management Foundation certificate will be 
at an advantage.

Duration

16 hours

ISO1024: ISO/
IEC 20000 FOR 
CONSULTANTS

Introduction
This interactive workshop, leading 
to the ISO/IEC 20000 Consultants 
examination, is designed to provide a 
basic level of knowledge in the ISO/
IEC 20000 IT Service Management 
standard and its application. 

It is aimed at practicing IT consultants who 
wish to assist organizations to prepare for 
certification under the its SMF’s ISO/IEC 
20000 certification scheme.

The course covers the interpretation and 
application of the ISO/IEC 20000 standard 
and enables consultants to develop the 
Service Management capability of an 
organization and assess its readiness for 
certification within the ISO/IEC 20000 
certification scheme.

Internal auditors involved in preparing an 
organization for ISO/IEC 20000 certification 
might find this course more appropriate 
than the Auditor course. An exam will be 
conducted at the end of the training.

Learning Objectives:

At the end of the course, participants will be 
able to:

Identify the objectives and major •	
content of IT Service Management 
processes within the scope of ISO/IEC 
20000.
Identify the core processes of the ISO/•	
IEC 20000 standard.
Describe the key activities and •	
requirements of each process involved.
Identify the requirements of the overall •	
Service Management system and plan.
Describe the key principles of best •	
practices, as defined in Part 2 of ISO/IEC 
20000.
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Prepare and implement plans and •	
improvement projects for achieving ISO/
IEC 20000 certification.

Who Should Attend

IT consultants, quality consultants, IT service 
providers, IT service managers, and IT 
auditors involved in the implementation of 
ISO/IEC 20000

Prerequisites

The training courses are suitable for process 
practitioners, project managers, internal 
auditors, or consultants who meet the 
following minimum criteria:

Holder of the ITIL Service Management •	
Foundation Certificate in IT Service 
Management (It is the responsibility of 
the training provider to ensure that the 
candidates hold this certificate before 
they take the training course)
Meets at least one of the following two •	
criteria:

Is an IT practitioner or manager ��
with at least five years’ general IT 
experience and has at least three 
year’s experience in an IT Service 
Management environment either as a 
practitioner, supervisor or manager.
Is a Service Management consultant ��
with at least five years general 
IT experience and has at least 
three year’s experience in Service 
Management processes or projects, 
and is able to communicate effectively 
with managers, subordinates, 
colleagues, users and customers.

Note: Although it is not a prerequisite, 
candidates who hold an ITIL Service 
Management Managers certificate will be at 
an advantage.

Duration

24 hours 

MICROSOFT 
CERTIFIED 
SYSTEMS 
ENGINEER 
(MCSE): 
WINDOWS 
SERVER 2003

Introduction
The MCSE 2003 credential is one of 
the most widely recognized technical 
certifications in the industry, and is a 
credential, which is in high demand. 

By earning the premier MCSE credential, 
individuals are demonstrating that they have 
the skills necessary to lead organizations 
in the successful design, implementation, 
and administration of the most advanced 
Microsoft Windows platform and Microsoft 
server products. 

Course Content
Identify the tasks involved in supporting •	
Windows 2003 networks
Understand how networking concepts •	
are implemented in Windows 2003
Configure Microsoft Windows 2003 •	
Professional on stand-alone computers 
and on client computers that are part of 
a workgroup or domain
Install and configure Windows 2003 •	
Server
Install, configure, manage and support •	
a network infrastructure that uses 
Microsoft Windows 2003 Server
Install, configure and administer the •	
Microsoft Window 2003 Active Directory 
service
Gain the knowledge and skills necessary •	



to design a Microsoft Windows 2003 
directory services infrastructure
Understand the strategies needed to •	
design the Active Directory structure of 
an organization, and then design the 
Active Directory structure to meet those 
needs
Gain skills needed to create a •	
networking services infrastructure 
design that supports the required 
network applications
Learn network solution technologies: •	
including DHCP, IP, OSPF, RIP, and IGMP
Gain the knowledge and skills needed •	
to design a security framework for 
small, medium, and enterprise networks 
by using Microsoft Windows 2003 
technologies

Certification Exams:
Exam: 70-290 - Managing and •	
Maintaining a Windows Server 2003 
Environment
Exam: 70-291 - Implementing, •	
Managing, and Maintaining a Windows 
Server 2003 Network Infrastructure
Exam: 70-293 - Planning and •	
Maintaining a Windows Server 2003 
Network Infrastructure
Exam: 70-294 - Planning, Implementing, •	
and Maintaining a Windows Server 2003 
Active Directory Infrastructure
Exam: 70-270 - Installing, Configuring, •	
and Administering Windows XP 
Professional
Exam: 70-297 - Designing a Windows •	
Server 2003 Active Directory and 
Network Infrastructure
Exam: 70-350 - Implementing Microsoft •	
Internet Security and Acceleration (ISA) 
Server 2004

Who Should Attend

Professionals who analyze the business 
requirements, and design and implement 
the infrastructure for business solutions 
based on the Microsoft Windows® 2003 
platform and Microsoft Server software. 
Implementation responsibilities include 
installing, configuring, and troubleshooting 
network systems, candidates may include: 

systems engineers, network engineers, 
systems analysts, network analysts, or 
technical consultants

Duration

160 hours 
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MICROSOFT 
CERTIFIED IT 
PROFESSIONAL 
(MCITP): SERVER 
ADMINISTRATOR 

Introduction
The Microsoft Certified IT 
Professional (MCITP) certification 
helps validate that an individual 
has the comprehensive set of skills 
necessary to perform a particular job 
role, 

such as database administrator or 
enterprise messaging administrator. 
MCITP certifications build on the technical 
proficiency measured in the Microsoft 
Certified Technology Specialist (MCTS) 
certifications. Therefore, you will earn one 
or more MCTS certifications on your way to 
earning an MCITP certification.

Certification Exams
Exam 70-640 Windows Server 2008 •	
Active Directory, Configuring
Exam 70-642 Windows Server 2008 •	
Network Infrastructure, Configuring
Exam 70-646 Windows Server 2008, •	
Server Administrator

Who Should Attend

MCITP candidates are capable of deploying, 
building, designing, optimizing, and 
operating technologies for a particular job 
role. They make the design and technology 
decisions necessary to ensure successful 
technology implementation projects.

Duration

104 hours 

MICROSOFT 
CERTIFIED 
DESKTOP 
SUPPORT 
TECHNICIAN 
(MCDST)

Introduction
By earning the Microsoft Certified 
Desktop Support Technician 
(MCDST) credential, you can validate 
a unique set of skills required to 
succeed in a variety of job roles, such 
as Help desk technician, 

customer support representative, computer 
support specialist, technical support 
representative, and technical support 
specialist.

Certification Exams
Exam 70–271: Supporting Users and •	
Troubleshooting a Microsoft Windows 
XP Operating System
Exam 70–272: Supporting Users and •	
Troubleshooting Desktop Applications 
on a Microsoft Windows XP Operating 
System

Who Should Attend

An MCDST works in the typically complex 
computing environments of small, medium-
sized, and large organizations. Candidates 
should have six to twelve months of 
experience in supporting end users of a 
desktop operating system.

Duration

60 hours 



MICROSOFT 
CERTIFIED 
APPLICATION 
SPECIALIST 
(MCAS)

Introduction
The Microsoft Certified Application 
Specialist (MCAS) credential is 
a globally recognized standard 
that validates skills with using the 
2007 Microsoft Office system and 
Windows Vista. 

The successor to the Microsoft Office 
Specialist (MOS) credential, the Microsoft 
Certified Application Specialist credential 
meets the demand for the most up-to-
date skills on the latest technologies from 
Microsoft.

The MCAS credential validates the skills 
that individuals and organizations depend 
on. Candidates who successfully complete 
the program by passing a certification exam 
prove that they meet globally recognized 
performance standards and are able to work 
productively and efficiently.

In addition, organizations that use the 
MCAS credential as a tool for quantitative 
skills measurement to facilitate identifying, 
hiring, promoting, and retaining qualified 
individuals can benefit from a streamlined 
recruitment process, greater individual 
productivity, and increased employee 
satisfaction.

Certification Exams
Exam 77-605: MCAS: Using Microsoft •	
Office Access 2007
Exam 77-602: MCAS: Using Microsoft •	
Office Excel 2007
Exam 77-604: MCAS: Using Microsoft •	
Office Outlook 2007

Exam 77-603: MCAS: Using Microsoft •	
Office PowerPoint 2007
Exam 77-601: MCAS: Using Microsoft •	
Office Word 2007
Exam 77-600: MCAS: Windows Vista for •	
the Business Worker

Who Should Attend

All IT specialists who are keen to obtain 
a professional certification in Microsoft 
Certified Application Specialist (MCAS)

Duration

140 hours
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A+ (COMPUTER 
HARDWARE 
FUNDAMENTALS)

Introduction
A+ Certification is an industry-wide, 
vendor neutral program sponsored 
by CompTIA that proves you have the 
necessary skills as well as the technical 
ability and knowledge to effectively 
service and support PCs. 

Course Objectives
Identify the components of standard •	
desktop personal computers.
Identify fundamental components and •	
functions of personal computer operating 
systems.
Identify best practices followed by •	
professional personal computer 
technicians.
Install and configure computer •	
components.
Install and configure system components.•	
Maintain and troubleshoot peripheral •	
components.
Troubleshoot system components.•	
Install and configure operating systems.•	
Maintain and troubleshoot installations of •	
Microsoft Windows.
Identify network technologies.•	
Install and manage network connections.•	
Support laptops and portable computing •	
devices.
Support printers and scanners.•	
Identify personal computer security •	
concepts.
Support personal computer security.•	

Course Content
Personal Computer Components•	
Operating System Fundamentals•	

PC Technician Professional Best Practices•	
Installing and Configuring Peripheral •	
Components
Installing and Configuring System •	
Components
Maintaining and Troubleshooting •	
Peripheral Components
Troubleshooting System Components•	
Installing and Configuring Operating •	
Systems
Maintaining and Troubleshooting •	
Microsoft Windows
Network Technologies•	
Installing and Managing Network •	
Connections
Supporting Laptops and Portable •	
Computing Devices
Supporting Printers and Scanners•	
Personal Computer Security Concepts•	
Supporting Personal Computer Security•	

Who Should Attend

Any individual who is keen to upgrade their 
skills to obtain the professional qualification in 
A+ (Computer Hardware Fundamentals)

Duration 

60 hours

 



NETWORK +

Introduction
The Network+ course builds on your 
existing user-level knowledge and 
experience with personal computer 
operating systems and networks 
to present fundamental skills and 
concepts that you will use on the job 
in any type of networking career. 

Course Objectives
Identify the basic components of •	
network theory.
Identify the major network •	
communications methods.
Identify network data delivery methods.•	
List and describe network media and •	
hardware components.
Identify the major types of network •	
implementations.
Identify the components of a TCP/IP •	
network implementation.
Identify the major services deployed on •	
TCP/IP networks.
Identify characteristics of a variety of •	
network protocols. 
Identify the components of a LAN •	
implementation. 
Identify the components of a WAN •	
implementation.
Identify major issues and technologies in •	
network security.
Identify the components of a remote •	
network implementation.
Identify major issues and technologies in •	
disaster recovery.
Identify major data storage technologies •	
and implementations.
Identify the primary network operating •	
systems.
Identify major issues, models, tools, and •	
techniques in network troubleshooting.

Course Content
Network Theory •	
Network Communications Methods•	
Network Data Delivery•	
Network Media and Hardware•	
Network Implementations•	
Networking with TCP/IP •	
TCP/IP Services•	
Other Network Protocols•	
Local Area Network (LAN) Infrastructure•	
Wide Area Network (WAN) Infrastructure•	
Network Security•	
Remote Networking•	
Disaster Recovery•	
Network Data Storage•	
Network Operating Systems•	
Network Troubleshooting•	

Who Should Attend

Any individual who is keen to upgrade their 
skills to obtain the professional qualification 
in Network+.

Duration

40 hours  
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ORACLE 
DATABASE 
ADMINISTRATOR 
(DBA) TRACK
Oracle Database 11g: Administration 
Workshop I

Introduction
This course is designed to give 
students a firm foundation in basic 
administration of Oracle Database 
11g. In this class, students learn 
how to install and maintain Oracle 
Database 11g. 

Students gain a conceptual understanding 
of the Oracle database architecture and 
how its components work and interact 
with one another. Students learn how 
to create an operational database and 
properly manage the various structures in 
an effective and efficient manner including 
performance monitoring, database security, 
user management, and backup/recovery 
techniques. The lesson topics are reinforced 
with structured hands-on practices.

Course Objectives
Describe Oracle Database Architecture•	
Install and configure Oracle Database •	
11g
Configure Oracle Net services•	
Manage the database storage structures•	
Create and administer user accounts•	
Perform basic backup and recovery of a •	
database
Manage users and schemas•	
Manage data and concurrency•	
Monitor and administer undo data•	
Backup and recover a database•	
Monitor performance•	
Use the database diagnostic monitor•	

Course Content
Exploring the Oracle Database •	
Architecture
Preparing the Database Environment•	
Creating an Oracle Database•	
Managing the Oracle Instance•	
Configuring the Oracle Network •	
Environment
Managing Database Storage Structures•	
Administering User Security•	
Managing Schema Objects•	
Managing Data and Concurrency•	
Managing Undo Data•	
Implementing Oracle Database Security•	
Database Maintenance•	
Performance Management•	
Backup and Recovery Concepts•	
Performing Database Backups•	
Performing Database Recovery•	
Moving Data•	
Enhancing Database Capabilities•	

Who Should Attend
Database Administrators•	
Support Engineer•	
Database Designers•	
Developer •	
Technical Administrator•	

Prerequisites

Working knowledge of SQL

Oracle Database 11g: Introduction to SQL

Duration: 

40 hours



ORACLE 
DATABASE 11G: 
Administration Workshop II

Introduction
In this course, the concepts and 
architecture that support backup and 
recovery, along with the steps of how 
to carry it out in various ways and 
situations, are covered in detail.

This includes how to define and test your 
own backup and recovery scenarios.

In addition, the students learn to manage 
memory effectively and to perform some 
performance evaluation and tuning tasks, 
including using some of the advisors. All 
types of flashback technologies, scheduling 
jobs inside and outside of the database, 
and controlling system resource usage are 
covered. Topics are reinforced with hands-
on practices. This course counts towards the 
Hands-on course requirement for the Oracle 
Database 11g Administrator Certification.

Course Objectives
Back up and recover a database•	
Configure Oracle Database for optimal •	
recovery
Administer ASM disk groups•	
Use an RMAN backup to duplicate a •	
database
Automating Tasks with the Scheduler•	

Course Content
Database Architecture and ASM•	
Configuring for Recoverability•	
Using the RMAN Recovery Catalog•	
Configuring Backup Specifications•	
Creating Backups•	
Performing User-Managed Backup and •	
Recovery
Using RMAN to Perform Recovery•	
Using RMAN to Duplicate a Database•	

Performing Tablespace Point-in-time •	
Recovery
Monitoring and Tuning RMAN•	
Using Flashback Technology•	
Using Flashback Database•	
Diagnosing the Database•	
Managing Memory•	
Managing Database Performance•	
Using the Segment Advisor•	
Managing Resources•	
Automating Tasks with the Scheduler•	
Administering the Scheduler•	
Globalization•	

Who Should Attend
Data Warehouse Administrator•	
Database Administrators•	
Support Engineer•	
Technical Consultant•	

Prerequisites

Oracle Database 11g: Administration 
Workshop I

Duration

40 hours
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ORACLE 
DEVELOPER 
TRACK
Oracle Database 11g: Introduction to SQL

Introduction
In this course students learn the 
concepts of relational databases. 

This course provides the essential SQL 
skills that allow developers to write 
queries against single and multiple tables, 
manipulate data in tables, and create 
database objects. Students learn to control 
privileges at the object and system level.

This course covers creating indexes and 
constraints, and altering existing schema 
objects. Students also learn how to create 
and query external tables. Students learn 
to use the advanced features of SQL in 
order to query and manipulate data within 
the database, use the dictionary views to 
retrieve metadata and create reports about 
their schema objects. Students also learn 
some of the date-time functions available in 
the Oracle Database. This course discusses 
how to use the regular expression support in 
SQL.

This course is a combination of Oracle 
Database 11g: SQL Fundamentals I and 
Oracle Database 11g: SQL Fundamentals II 
courses. In this course, students use Oracle 
SQL Developer as the main development 
tool. SQL*Plus is introduced as an optional 
development tool.

This course counts towards the Hands-on 
course requirement for the Oracle Database 
11g Administrator Certification.

Course Objectives
Employ SQL functions to generate and •	
retrieve customized data
Display data from multiple tables using •	
the ANSI SQL 99 JOIN syntax1
Identify the major structural components •	

of the Oracle Database 11g
Create reports of aggregated data•	
Write SELECT statements that include •	
queries
Retrieve row and column data from •	
tables with the SELECT statement
Run data manipulation statements •	
(DML) to update data in the Oracle 
Database 11g
Create tables to store data•	
Utilize views to display and retrieve data•	
Control database access to specific •	
objects
Manage schema objects•	
Manage objects with data dictionary •	
views
Write multiple-column sub-queries•	
Use scalar and correlated sub-queries•	
Use the regular expression support in •	
SQL
Create reports of sorted and restricted •	
data

Course Content
Introducing Oracle Database 11g•	
Retrieving Data Using the SQL SELECT •	
Statement
Restricting and Sorting Data•	
Using Single-Row Functions to •	
Customize Output
Using Conversion Functions and •	
Conditional Expressions
Reporting Aggregated Data Using the •	
Group Functions
Displaying Data From Multiple Tables•	
Using Sub-queries to Solve Queries•	
Using the SET Operators•	
Manipulating Data•	
Using DDL Statements to Create and •	
Manage Tables
Creating Other Schema Objects•	
Controlling User Access•	
Managing Schema Objects•	
Managing Objects with Data Dictionary •	
Views
Manipulating Large Data Sets•	
Managing Data in Different Time Zones•	
Retrieving Data Using Sub-queries•	
Regular Expression Support•	



Who Should Attend
Application Developers•	
Business Analysts•	
Data Warehouse Administrator•	
Developer•	
Forms Developer•	
PL/SQL Developer•	
System Analysts•	

Prerequisites

Familiarity with data processing concepts 
and techniques 

Duration:

40 hours

 

ORACLE 
DATABASE 11G: 
Program with PL/SQL

Introduction
This course introduces students to PL/
SQL and helps them understand the 
benefits of this powerful programming 
language. Students learn to create PL/
SQL blocks of application code that can 
be shared by multiple forms, reports, and 
data management applications. Students 
learn to create anonymous PL/SQL blocks 
as well as stored procedures and functions. 
Students learn to develop, execute, and 
manage PL\SQL stored program units 
such as procedures, functions, packages, 
and database triggers. Students also 
learn to manage PL/SQL subprograms, 
triggers, declaring identifiers and trapping 
exceptions. Students are introduced to the 
utilization of some of the Oracle-supplied 
packages.

Course Objectives
Use conditional compilation to •	
customize the functionality in a PL/SQL 
application without removing any source 
code

Create and use stored procedures and •	
functions
Design and use PL/SQL packages to •	
group and contain related constructs
Create overloaded package •	
subprograms for more flexibility
Use the Oracle supplied PL/SQL •	
packages to generate screen output, file 
output, and mail output
Write dynamic SQL for more coding •	
flexibility
Describe the features and syntax of PL/•	
SQL
Use PL/SQL programming constructs •	
and conditionally control code flow 
(loops, control structures, and explicit 
cursors)
Manage dependencies between PL/SQL •	
subprograms
Handle runtime errors•	
Describe stored procedures and •	
functions
Design PL/SQL code for predefined •	
data types, local subprograms, 
additional pragmas and standardized 
constants and exceptions
Create triggers to solve business •	
challenges
Design PL/SQL anonymous block that •	
execute efficiently

Course Content
Introduction•	
Introduction to PL/SQL•	
Declaring PL/SQL Identifiers•	
Writing Executable Statements•	
Interacting with the Oracle Server•	
Writing Control Structures•	
Working with Composite Data Types•	
Using Explicit Cursors•	
Handling Exceptions•	
Creating Stored Procedures•	
Creating Stored Functions•	
Creating Packages•	
Working With Packages•	
Using Oracle-Supplied Packages in •	
Application Development
Using Dynamic SQL•	
Design Considerations for PL/SQL Code•	
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Creating Triggers•	
Creating Compound, DDL, and Event •	
Database Triggers
Using the PL/SQL Compiler•	
Managing PL/SQL Code•	
Managing Dependencies•	

Who Should Attend
Application Developers•	
Database Administrators•	
Developer•	
Forms Developer•	
PL/SQL Developer•	
Portal Developer•	
System Analysts•	
Technical Consultant•	

Prerequisites

Oracle Database 11g: Introduction to SQL 
(combination of Oracle Database 11g: SQL 
Fundamentals I and Oracle Database 11g: 
Previous programming experience

Duration

40 hours

 

ORACLE FORMS 
DEVELOPER 10G: 
Build Internet Applications

Introduction
Leverage your investment by taking 
advantage of web technologies 
to easily and quickly construct 
sophisticated database forms and 
business logic with minimal effort.

 This course focuses on teaching students to 
use Oracle Forms Developer 10g (10.1.2.0.2) 
to rapidly build scalable, high-performance 
applications for the Internet.

In this course students build, test, debug, 
and deploy interactive Internet applications. 
Working in a graphical user interface (GUI) 
environment, they develop an order entry 
application from the ground up. This 
application incorporates several advanced 
features that provide a rich user experience 
while implementing business rules.

This course counts towards the Hands-
on course requirement for the Oracle 
Forms Developer Certified Professional 
Certification. Only instructor-led in class 
or instructor-led online formats of this 
course will meet the Certification Hands-on 
Requirement. 

Course Objectives
Create form modules, including •	
components for database interaction 
and GUI controls
Display form modules in multiple •	
windows and use a variety of layout 
styles
Test form modules in a Web browser•	
Debug form modules in a 3-tier •	
environment
Implement triggers•	
Reuse objects and code•	
Link one form module to another•	



Course Content
Introducing Oracle Forms Developer •	
and Forms Services
Creating Forms Modules•	
Working with Data Blocks and Frames•	
Working with Input Items•	
Working with Non Input Items•	
Working with Windows and Canvases•	
Producing Triggers•	
Debugging Triggers•	
Adding Functionality to Items•	
Run-Time Messages and Alerts•	
Query Triggers•	
Validation•	
Navigation•	
Transaction Processing•	
Writing Flexible Code•	
Sharing Objects and Code•	
Using WebUtil to Interact with the Client•	
Introducing Multiple Form Applications•	

Who Should Attend
Application Developers•	
Developer•	
Forms Developer•	
PL/SQL Developer•	
Support Engineer•	
Technical Consultant•	

Prerequisites

A good familiarity with Graphical User 
Interface (GUI)

Working experience with the Web browser

Duration

40 hours

 

ORACLE 
REPORTS 
DEVELOPER 10G: 
BUILD REPORTS

Introduction
In this course, participants learn 
how to design and build a variety 
of standard and custom Web and 
paper reports using Oracle Reports 
Developer (9.0.4.0.1). 

Working in the declarative environment of 
Reports Builder, participants learn how to 
retrieve, display, and format data from any 
data source in numerous reporting styles and 
publish the output to any destination.

Participants learn how to add dynamic 
content to a static Web page and publish 
reports to the Web. In addition, participants 
learn how to customize more complex 
reports, embed graphical charts, and use 
OracleAS Reports Services to deploy the 
reports.

Course Objectives
Use report parameters and customize a •	
runtime parameter form
Enhance reports using graphs and PL/•	
SQL trigger code
Maximize report performance using •	
OracleAS Reports Services and tune 
reports
Publish a report on the Web and build •	
reports to run in various languages
Manage report templates, create •	
mailing labels and letters
Identify the main components in a •	
report document and how they are 
related
Identify the differences between Web •	
and paper reports
Identify standard report design styles •	
and run existing reports to various 
output destinations
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Create and modify basic tabular reports •	
and high quality Web reports
Create other report styles such as break •	
reports and matrix reports
Create reports by accessing data from •	
various data sources
Add dynamic data to an existing HTML •	
page

Course Content
Introduction to Oracle Reports •	
Developer
Designing and Running Reports•	
Exploring Oracle Reports Developer•	
Creating a Paper Report•	
Enhancing a Basic Paper Report•	
Managing Report Templates•	
Creating a Web Report•	
Enhancing Reports Using the Data •	
Model: Queries and Groups
Enhancing Reports Using the Data •	
Model: Data Sources
Enhancing Reports Using the Data •	
Model: Creating Columns
Enhancing Reports Using the Paper •	
Layout
Controlling the Paper Layout: Common •	
Properties
Controlling the Paper Layout: Specific •	
Properties
Web Reporting•	
Extending Functionality Using XML•	
Creating and Using Report Parameters•	
Embedding a Graph in a Report•	
Enhancing Matrix Reports•	
Coding PL/SQL Triggers•	
Extending Functionality Using the SRW •	
Package
Maximizing Performance Using •	
OracleAS Reports Services
Building Reports: Efficiency Guidelines•	

Who Should Attend
Business Intelligence Developer•	
Reports Developer•	
Technical Consultant•	

Prerequisites

XML: Introduction or equivalent familiarity 
with basic XML

Duration

40 hours

 

ORACLE 
DATABASE 11G:
Performance Tuning

Introduction
Students learn how to use Oracle 
Database 11g automatic tuning 
features such as SQL Tuning Advisor, 
SQL Access Advisor,

 Automatic Workload Repository and 
Automatic Database Diagnostic Monitor, and 
practice these tuning methods. The course 
focuses on the tuning tasks expected of a 
DBA: reactive tuning of SQL statements, 
maintaining SQL statement performance, 
and tuning the Oracle Database Instance 
components. Throughout the course, 
students practice the art of tuning an Oracle 
Instance through a series of workshops. The 
methodology is practiced in the workshops 
rather than taught.

This course does not address partition 
tuning, materialized views, or RAC specific 
issues as they are covered in courses 
specifically for these products. This course 
makes use of many features that require the 
Enterprise Edition and optional Packs.



Course Objectives
Use Database Statistics and Metrics to •	
identify a performance problem
Interpret Tuning diagnostics•	
Identify and eliminate performance •	
issues
Set tuning priorities and strategies•	
Identify problem SQL statements•	
Influence the Optimizer•	

Course Contents
Introduction•	
Monitoring With Basic Tools•	
Using Automatic Workload Repository•	
Identifying the Problem•	
Identifying Problem SQL Statements•	
Influencing the Optimizer•	
SQL Plan Management•	
Change Management•	
Using Metrics and Alerts•	
Using AWR Based Tools•	
Monitoring an Application (Using •	
Services)
Baselines•	
Tuning the Shared Pool•	
Tuning the Buffer Cache•	
Tuning PGA and Temporary Space•	
Automatic Memory Management•	
Tuning Block Space Usage•	
Tuning I/O•	
Performance Tuning: Summary•	
Using Statspack•	

Who Should Attend
Database Administrators•	
Support Engineer•	
Technical Consultant•	

Prerequisites

Oracle Database 11g: Administration 
Workshop II

Oracle Database 11g: Administration 
Workshop I

Duration

32 hours

ADOBE 
PHOTOSHOP CS4

Introduction	
In this course the trainee will learn 
how to use Photoshop CS3 to 
accomplish the operations required 
to retouch images, draw & paint 
objects, 

and use layers in order to create 
professional graphics. The course will be 
more approachable if you have previous 
knowledge of graphic design.

Course Objectives	
Customize Photoshop CS3 workspace.•	
Recognize the variations of file formats •	
provided by Photoshop and their 
advantages.
Select appropriate resolutions for •	
different image and output types as well 
as resize and crop image areas.
Create and manipulate multiple layers •	
to compose images easily.
Select image areas for editing and •	
compositing images.
Isolate image areas and create masks.•	
Modify the selection you have been •	
created with a lot of methods.
Isolate the object have unidentified •	
edges from the background.
Retouch images.•	
Use Photoshop drawing tools efficiently.•	
Use Photoshop’s painting tools to create •	
artworks.
Add texts & effects to the design.•	
Prepare files for printing.•	
Choose the percentage for each color •	
channel using the Channel Mixer dialog 
box.
Use the filters to adjustment the image •	
to match with the purpose from it such 
as it should be more blurred or more 
sharpen.
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Use Actions for saving and repeating •	
processes.
Explore the blending mode options to •	
create more professional effects.
Create new patterns and save them in •	
libraries for use with different tools.
Produce colors that are consistent in •	
different production phases

Who Should Attend	

This course is for graphic designers and 
photographers who want to develop their 
skills and gain more using the powerful 
industry-standard image–editing tool 
(Photoshop) to produce professional 
graphics.

Prerequisites

Recommended Knowledge: Basic skills of 
using computer and working with Windows 
environment are required.

Duration

Can be customized to suit requirements 

ADOBE 
ILLUSTRATOR 
CS4

Introduction	
In this course you will learn how to 
use Illustrator CS4 to create and 
incorporate powerful, compelling 
vector graphics for different projects 
as posters, 

presentations, brochures, school yearbooks, 
magazines, and much more. You will be able 
to save and export them for use in other 
programs.

Course Objectives	
Customize Illustrator CS4 workspace•	
Recognizing the variations of file •	
formats provided by Illustrator and their 
advantages
Draw and understand the root of •	
drawing in Illustrator
Create a powerful artwork using simple •	
shapes
Accurately place objects in the •	
Illustration window
Convert bitmaps to vector artwork with •	
Live Trace
Color images with Live Trace & Live •	
Paint
Create and manipulate multiple layers •	
to compose objects easily
Add text•	
Add filters & effects•	

Who Should Attend	

This course is for graphic designers who 
want to develop their skills and gain more 
using the powerful drawing tools and 
convert the bitmap images to vector images 
to produce professional graphics.

Prerequisites

Recommended Knowledge: Basic skills of 
using computer and working knowledge with 
any of the available Windows environment 
are required.

Duration

Can be customized to suit requirements  



ADOBE 
DREAMWEAVER 
CS4

Introduction
Adobe Dreamweaver CS4 is the 
most HTML/XHTML editor available 
off the shelf. With the help of this 
HTML/XHTML Editor you can 
create powerful Web sites that have 
animations, graphics, and complex 
scripting. 

Dreamweaver CS4 gives you the power of 
adding components such as Flash animated 
movies, mouse rollover scripts, Navigation 
bar with menu’s, Spry widgets and so on.

Course Objectives•	
Know how to start with Dreamweaver •	
CS4
Discover Dreamweaver CS4 interface•	
Insert and format texts•	
Use paragraphs and lists•	
Insert images and use colors•	
List the different types of hyperlinks•	
Insert hyperlinks in web pages•	
Insert tables•	
Work with AP Elements•	
Use frames•	
Use Cascading Style Sheets (CSS)•	
Create templates for web pages design•	
Work With Forms•	
Use Multimedia in web pages•	
Create interactive web pages using Spry •	
widgets
Test & publish a Web site•	

Who Should Attend

This course is designed for Web designers as 
well as Web developers.

Prerequisites

Recommended Knowledge: General 
knowledge in XHTML and Web design 
techniques

Duration

Can be customized to suit requirements  

ADOBE FLASH 
CS4

Introduction
This course introduces Flash CS4 
as one of the most important and 
powerful programs for making 
animations, presentations and Web 
applications. 

Along with covering the basics of Adobe 
Flash CS4 the course focuses on the best 
practices and design; in addition it is a pilot 
program to create animation in programs, or 
multimedia broadcast TV channels.

Course Objectives
Develop efficient and compact Flash •	
movies
Create, import, and work with graphics•	
Work with texts•	
Use layers, frames and timeline•	
Use symbols, libraries and instances•	
Create frame-by-frame animations, •	
motion tween and shape tween
Work with masks•	
Work with motion guides•	
Adding sound and video to movies•	
Work with timeline effects•	
Create navigation buttons•	
Implement basic principles of •	
Optimization and performance
Publish flash movies•	
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Who Should Attend

This course is designed for Web, Graphic 
and Multimedia designers

Prerequisites

Recommended Knowledge: Students must 
have experience in the Windows operating 
system.

Duration

Can be customized to suit requirements

XHTML & CSS

Introduction	
Throughout this course, trainees will 
learn how to create web pages and 
their contents using Extensible Hyper 
Text Markup Language (XHTML). 

It will also help trainees use Cascading Style 
Sheet (CSS) to enhance design of Web 
pages.

Course Objectives	
Develop attractive web pages•	
Format text and paragraphs•	
Create external, internal and e-mail •	
hyperlinks
Design tables and frames•	
Add and adjust images in web pages•	
Create user forms•	
Use cascading style sheet CSS•	

Who Should Attend	

For trainees who need to learn how to 
create professional web pages, and those 
who work in this field but want to gain more 
knowledge and experience to help them 
develop web pages.

Prerequisites	

Recommended Knowledge: Previous 
knowledge of using Windows operating 
system and the Internet is required.

Duration

Can be customized to suit requirements  

JAVASCRIPT 

Introduction	
This course illustrates how JavaScript 
enables the web developer to 
create applications that run over the 
Internet.

 Throughout this course, the web developer 
will know that JavaScript code can be written 
directly into HTML pages to allow interaction 
between the page and the viewer. Using 
JavaScript, the web developer can create 
dynamic HTML pages that process user 
inputs and then run the client-side JavaScript 
applications inside a browser, such as 
Microsoft Internet Explorer or Netscape 
Navigator.

Course Objectives	
Explain JavaScript usage and limitations•	
Explain the object model as it applies to •	
JavaScript
Use the different language constructs•	
Demonstrate the use of objects, •	
properties, and methods in the object 
model
Create handlers that respond to •	
different events
Use JavaScript in performing form •	
validation
Use JavaScript to create web page •	
frames
Use JavaScript to create Rollover •	
Buttons
Explain the function and usage of •	
Cookies
Create interactive web page•	



Who Should Attend

This Course is designed for developers who 
need to learn how to extend functionality of 
HTML web pages to add more interactivity 
with users.

Prerequisites	

Recommended Knowledge: Previous 
knowledge of HTML & CSS and Internet 
Fundamentals, or equivalent knowledge, is 
required.

Recommended Course(s):

§ HTML & CSS

Duration

Can be customized to suit requirements  

MICROSOFT 
OFFICE VISIO 
PROFESSIONAL 
2007

Introduction	
In this course, trainees will learn how 
to create diagrams that can help 
them demonstrate their business 
operations. For technical users such 
as IT professionals,

software developers, engineers, and space 
planners, Microsoft Office Visio Professional 
2007 provides comprehensive diagramming 
tools that can help them communicate 
technical information through simple 
diagrams.

Course Objectives	
Transform business issues into diagrams•	
Create diagrams using templates•	

Use and format shapes•	
Create timelines for projects tracking•	
Create flowcharts•	
Design organization charts•	
Design office layout•	
Print diagrams•	

Who Should Attend

This course is designed for trainees who 
would like to learn Microsoft Visio 2007 basic 
features.

Prerequisites

Recommended Knowledge:Microsoft 
Windows XP or later versions

Duration

Can be customized to suit requirements
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13.	
Certified 
Essential  
Employability 
Skills 
(EES) Program
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CERTIFIED ESSENTIAL 

EMPLOYABILITY SKILLS 
(EES) Program

Introduction
The essential employability skills program is aimed at equipping the 
participants with the readiness to enter the workforce. The EES is a  
comprehensive competency based training program specially developed for 
this purpose.

Our differentiating factor for the program is such that we linked learning to evidence of 
performance. Learners of our program must demonstrate through the class activities, that they 
have mastered certain skills and knowledge identified for them. In the process, they will be 
given practical relevant assessment in order to be awarded the certificate of achievement issued 
by the UAE Academy. 

During the 5 days training program, there will be 3 segments in the course to provide a robust 
and interactive session for the participants. The 3 segments of the course would focus on 
creating a positive mindset and attitude, creative problem-solving and decision-making, and the 
soft skills required to enter the work force.

1 Day

2 Day

3 Day

Creating 
a positive 
Attitude

Problem-
solving and 

Decision 
making

Graduates 
of essential 

emplyability skills 
program

Communication
and Customer 

Service









+

+



Approach 

Our learning approach for this program is 
aimed at being practical and focused on the  
transfer of exact know-how for the learners. 
Our in-house consultants and research team 
not only focus on delivering the best content 
but we focus on evaluating the learners’ 
ability and performance of the competencies 
at the end of session. Hence, every stage of 
the program has been carefully designed 
with the learner’s progress in mind.

Pre-Program Assessment

Profile of Participants•	

During

Assignments•	
Class Projects•	
Self-Assessment•	

Post-Program Evaluation

Evaluation Feedback•	

Program Duration

The 5 Days program that takes place is 
categorized into 3 parts:

1 Creating a positive 
attitude 

1 Day

2 Creative Problem-
solving and Decision-
making

2 Days

3 Excel in 
Communications and 
Customer Service 

2 Days

Total: 5 Days

Program Assessment 

Participants of this program has to complete 
the following before they are being awarded 
the Certificate of Achievement: Essential 
Employability Skills (EES) Program  by the 
UAE Academy.

Completed a learning journal •	
Achieved at least 75% attendance •	
Complete a written assignment •	

Course Content 

Part 1 : Creating A Positive Attitude 

In the rapidly changing environment, it 
is essential for job seekers to begin with 
understanding of the self to gain a positive 
entry into the work place. This section aims 
to help participants to develop and discover 
their personal values, abilities, and interests 
to instill a positive self-image and self-
esteem.

Skills taught in creating a positive 
attitude:

Understanding the strength and •	
weaknesses of the individual 
Build up confidence and self esteem •	
Projecting a professional image •	
Adaptability with cultural diversity in the •	
workplace 
Create a positive mindset through •	
personal effectiveness 

Course contents
Personal values, qualities, interests, •	
abilities and aptitudes 
Identification of personal values ��
Individual expectations ��
Assessment of individual abilities��

Manage time effectively•	
Prioritization of tasks according to ��
established goals
Identifying sources of stress and ��
management of stress 

Projecting a Professional Image •	
Creating a good first impression��
Professional behavior at work��
Creating a positive mindset��

Fundamental of Cross Cultural business •	
communication 

Learning Methodology

Classroom lectures, self-assessments, group 
work and discussion 
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Part 2 : Creative Problem-Solving And 
Decision-Making 

The second unit of the program is aimed to 
develop and explore the various problem-
solving techniques and allow the learner 
to understand the various approach that 
can be used for effective decision-making. 
In essence, the interactive portion of this 
program is developed to allow learners to 
be aware of the importance of problem-
solving and how it can be used in their daily 
assignments. 

Skills taught in creative problem-
solving and decision-making 

Define the problem and the information •	
Understand the approach to problem-•	
solving
Apply the process of idea generation•	
Generate the procedure for creative •	
problem-solving
Generate the various methods for •	
decision-making 

Course Content
Awareness of problem-solving•	
Information gathering •	
Techniques for problem-solving•	
Creative problem-solving•	
Techniques for decision-making •	
Implementation of techniques•	
Evaluation and feedback•	
Learning Methodology•	
Lectures , group work and case studies  •	

Part 3: Excel in Communications and 
Customer Service 

This interactive program aims to 
equip job seekers with the 2 main 
skills, communication and customer 
service skills as pre-requisite to be 
effective in their new jobs.

The objectives of the program is to widen 
their knowledge of communicational tools 
and their understanding of customer service. 

Skills taught in excel in 
communications and customer 
service:

Excel in Communications
Understanding various forms of personal •	
communication styles and how to use it 
to your advantage.
Understand interpersonal •	
Communications
Overcome barriers to effective •	
communications.
Strengthen skills in verbal •	
communications
Recognize and exercise non-verbal •	
communication instruments
Improve listening skills •	

Excel in Customer Service 
Understand the definition of customer •	
service and how the individual can 
play a role in developing a high service 
standards.
Create an excellent first impression with •	
your customers
Identify your customer’s likes and •	
dislikes and respond accordingly
Build rapport and listen carefully to •	
establish your customers’ needs – 
ask the right questions and let your 
customers do the talking so you can 
develop your service to meet their 
requirements
Learn to respond professionally to •	
customer complaints and challenging 
situations

Course Content

Excel in Communications
Understanding the basics of •	
communications

Our misconceptions about ��
communications
Factors affecting communications��

Communication as an Art•	
Awareness of our communication skills��
Channels of communications��
Choice of words and interpretation��



Non-verbal gestures and •	
communications

Reading non-verbal gestures��
Integrating non-verbal gestures for ��
effective communications

Developing techniques to improve •	
communication style 

The technique of listening��
 Active learning��

Excel in Customer Service 
Service Starts on the Inside•	
The benefits ��
The value of a loyal customer ��
The service mindset ��
Own your attitude ��
Personal quality��

Making an Impact on the Telephone•	
Answering standards��
Voice projection ��
Screening and blocking ��
Taking messages ��

Handling challenges •	
Closing the call��
Handlings Complaints ��
Type of complaints��
Why do customers complain��
How to respond in a professional ��
manner
Handling angry and hostile customers ��

Learning Methodology

Classroom lectures, Role plays and group 
discussions 

Who Should Attend

All learners who are keen to develop their 
personal effectiveness and improve their 
competitive standing in the workforce.

Duration 

5 Days 
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14.	
Foundation 
Learning 
Programs
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FOUNDATION 
LEARNING PROGRAMS
The Foundation Program is an inter-disciplinary, 
four-level preparatory language and academic skills 
program crafted to make sure students are properly 
equipped for the University degree programs.

The Program is designed to facilitate a few broad, yet vital 
objectives.

It aims to refine the student’s pre-existing core subject 
competencies; enhance the student’s English language levels so 
that they are able to fully comprehend classroom material and 
discussion; communicate effectively with faculty, administration, 
and with other students; integrate seamlessly within the 
Academic community; and instill a firm academic foundation for 
students to successfully engage in future studies at the School.





UAE Academy
PO Box 6844, Abu Dhabi, UAE
Email: 	 ipd@uaeacademy.ae
Website:	 www.uaeacademy.ae
Tel:	 +971 2691 7756
Fax:	 +971 2665 1318

Ajman Branch
Ajman Chamber of 
Commerce & Industry 
Tel: 	 +971 67474994
Fax: 	 +971 67474884

Al Gharbia Branch
Madinat Zayed
Tel: 	 +971 26917810
Fax: 	 +971 26917809




