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ITIL® Foundation Course    

The purpose of the ITIL Foundation certificate in IT Service Management is to certify that 

you have gained knowledge of the ITIL terminology, structure and basic concepts and have 

comprehended the core principles of ITIL practices for Service Management. 

After completing the ITIL foundation course and exam, you will have gained knowledge 

and understanding in the following areas: 

• Service management as a practice 
• The ITIL service lifecycle 
• Generic concepts and definitions 
• Key principles and models 
• Selected processes 
• Selected functions 
• Selected roles 
• Technology and architecture 
• Competence and training 

Exam Format 

• Multiple choice 
• 40 questions per paper 
• 26 marks required to pass (out of 40 available) - 65% 
• 60 minutes duration 
• Closed book. 

Certificate: 

• A certificate is awarded by PEOPLECERT when the candidates pass the exam. 

 

  



  

ITIL® Intermediate and Expert Level Courses  

To achieve the ITIL®  Expert qualification, you must have completed the Foundation, 

Intermediate and Managing Across Lifecycle courses.   

ITIL Intermediate level has a modular structure with each module holding a different focus.   

There are two streams the Service Lifecycle Stream and the Service Capability Stream. 

Service Lifecycle Stream Service Capability Stream  

• Service Strategy (SS)   

• Service Design (SD)  

• Service Transition (ST)   

• Service Operation (SO)   

• Continual Service 

Improvement (CSI)    

• Operational Support and Analysis (OS&A)  

• Service Offerings and Agreements (SOA) 

• Release, Control and Validation (RC&V) 

• Planning, Protection and Optimization 

(PP&O)   

5 individual certificates built 

around the five stages of 

lifecycle 

4 individual certificates focus on the detailed 

process implementation and management within 

cluster groupings. 

Exam Format 

• Multiple choice 

• 8 questions per paper 

• 28 marks required to pass (out of 40 available) - 70% 

• 90 minutes duration 

• Closed book. 

In order to achieve ITIL Expert certification, you must successfully complete the Managing 

Across the Lifecycle capstone course. 

Exam Format 

• 10 questions per paper 

• 35 marks required to pass (out of 50 available) - 70% 

• 120 minutes duration 

• Closed book. 

Certificate: 

• A certificate is awarded by PEOPLECERT when the candidates pass the exam. 

 



  

ITIL® Practitioner  

Introduction 

The ITIL® Practitioner Training Course was developed in collaboration with Practitioners worldwide 

to help organizations and individuals increase the value they obtain from using the ITIL® 

framework by offering additional practical guidance to adopt and adapt the framework to support 

the business.  

It can be the next step after ITIL® Foundation for professionals who have already learned the 

basics of IT Service Management (ITSM) and the business value of well-designed and delivered 

services. It is also equally applicable to those who have already taken Intermediate training and 

even those who have achieved ITIL® Expert level. It will help guide you through the practical side 

of successfully applying the theory in the workplace. 

Course Description 

The key points of the ITIL® Practitioner course are: 

• Providing practical guidance on how individuals can leverage Continual Service 

Improvement (CSI) to maximize the benefits of adoption and adaption of ITIL. 

• Aiming to improve the capability of individuals throughout the business, to adopt and 

adapt ITIL® in their day-to-day roles to generate maximum business benefits. 

• Making use of technological capabilities, such as automation, real-time reporting and 

Cloud computing, to increase the quality of service design and the efficiency of service 

delivery. 

• Leveraging other frameworks and good practices and methodologies such as DevOps and 

Agile to further enhance the value of ITSM. 

Course Outline 

The course syllabus consists of 6 key units, with each unit gradually increasing your knowledge and 

understanding of the required outcomes for the ITIL® Practitioner qualification and its benefits. 

1. Service Management concepts and the important drivers of continual service 

improvement. 

• Apply the concept of “Adopt and Adapt” when using ITIL guidance in a given 

context. 

• Analyse the importance of each element of the definition of a service when 

planning and implementing service improvements. 

2. Ability to understand and apply the ITSM guiding principles in a real-world context, when 

planning and implementing service improvements. 

• Apply the ITSM guiding principles in a given context when planning and 

implementing service improvements. 



  

3. Be able to apply the CSI approach to manage improvements in a given organizational 

context. 

• Describe the purpose and main outputs of each step of the CSI Approach. 

• Use the CSI Approach tools and techniques successfully in a given specific context. 

• Apply the CSI approach to a given context, including a holistic view of the guiding 

principles and how the three critical competencies contribute to an improvement 

(Communication, Metrics & Measurement, Organizational Change Management 

OCM). 

4. Be able to use metrics and measurement to enable continual service improvement. 

• Define critical success factors (CSFs) using a relevant hierarchical approach. 

• Determine key performance indicators (KPIs) to underpin a critical success factor. 

• Define a current state assessment plan in a given context. 

• Design a report in a given context. 

• Apply knowledge of metrics and measurement when planning and implementing 

improvements, particularly in the context of the CSI approach and/or the guiding 

principles. 

5. How to communicate effectively to enable continual service improvement. 

• Explain the nature, value, importance and benefits of good communication. 

• Explain communication principles. 

• Explain the purpose and value of communication tools and techniques. 

• Use relevant communication tools and techniques to support improvement in a 

given context. 

• Apply knowledge of communications when planning and implementing 

improvements, particularly in the context of the CSI approach and/or the guiding 

principles. 

6. Be able to apply organizational change management to support continual service 

improvement. 

• Explain the role and impact of OCM in successful improvement. 

• Describe the purpose and value of OCM activities. 

• Use relevant OCM tools and techniques to support improvement in a given 

context. 

• Apply knowledge of OCM when planning and implementing improvements, 

particularly in the context of the CSI approach and/or the guiding principles. 

Who Should Attend 

The qualification aims to demonstrate that IT Service Management (ITSM) professionals are 

equipped with the skills to apply ITIL concepts in their organization, ensuring maximum business 

value by delivering fit-for-purpose and fit-for-use services. At the same time, it's designed to give 

confidence to managers that the members of their team are ready to initiate and successfully 

carry out required improvement initiatives. 

 



  

 

Materials Provided 

The ITIL® Practitioner course material 

Sample Questions 

Prerequisites 

Before attending an ITIL® Practitioner Certificate training course you must previously have gained 

an ITIL® Foundation certificate. 

Exam Overview 

The ITIL® Practitioner Certificate exam lasts 1 hour and 45 minutes and is 'open book'. 

The exam is a scenario-based multiple choice exam that tests the candidate's ability to apply the 

knowledge and the tools in the best possible way. 

The paper-based exam is taken after completion of the course.   

Award 

ITIL® Practitioner Certificate by PEOPLECERT 

Passing the ITIL® Practitioner Certificate exam will give you 3 Credits towards the 22 Credits 

required to achieve the 'ITIL® Expert' level of accreditation. 

Reference 

The official ITIL® Practitioner Guidance is not included on the class material, but it is highly 

recommended. 

About the Course 

ITIL® Foundation is a prerequisite to take ITIL® Practitioner as it supplements, rather than 

substitutes the Foundation qualification. To that end the ITIL® Practitioner syllabus will require 

delegates to have passed their ITIL® Foundation exam and be familiar with the principles of ITSM 

and the organization-wide common language of ITIL®. These learnings will be put in context to 

answer the 'how' of successful improvement initiatives with ITIL® Practitioner, which is the next 

step after Foundation, not a substitution.  


