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ITIL Experience (Version 5) 
ITIL Experience (Version 5) offers you the expertise you need to embed human-centred  

and AI-aware design into digital products and services, to align trust, perception,  

and value across the lifecycle. 

Discover the importance of experience in engaging users, building trust and  

creating value. Learn to include human-centred design into digital products and  

services to deliver measurable results. 

 

ITIL® Experience (Version 5) is intended to provide candidates with the guidance needed to create 

products and services that feel as good as they function, in alignment with the ITIL guidance.  

The qualification also provides practical direction to help candidates align people, processes, and 

technology, creating user-centric, outcome-driven experiences. 

 

ITIL Experience builds on traditional ITIL by integrating human experience into the design and delivery of digital 

products and services. It recognizes that functional success alone is not enough; how services are perceived, trusted, 

and engaged with directly influences the value they create. 

 

By combining human emotions, behaviour, and trust with traditional concerns, such as performance, cost, and 

reliability, ITIL Experience provides practical guidance for embedding experience-focused thinking into everyday 

strategy, product development, and service management, supporting business outcomes without compromising 

human dignity 

 

 

ITL203 
COURSE CODE 

 

3 Days 
COURSE DURATION 

 

English | Arabic 
COURSE LANGUAGE 

 

Learning Objectives  
By the end of this course, attendees will be able to: 

• explain core ITIL concepts from an experience management perspective 

• describe how experience influences products, services, relationships, and journeys 

• explain how experience is captured, measured, and governed 

• apply experience frameworks and continual improvement to enhance experience 

• explain how AI, DevOps, and project management integrate with ITIL for value creation. 
 

What skills will you acquire? 

   
Experience accountability 
 
Organize roles, responsibilities, and 
accountability for experience across 
stakeholders and service journey stages. 

Trust-Centered Design 
 
Learn how to embed transparency, 
emotional clarity, and psychological safety 
into digital interactions. 

Evidence‑informed decision making 
 
Develop the expertise to work with 
experience capture, recognize experience 
evidence, and use narrative and numerical 
signals to understand people’s real 
response. 
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Qualification Overview 
Duration 3 days 18 training hours  Timing Flexible 

Certification ITIL Experience (Version 5)  

Exam Structure 40 MCQs    90 minutes Pass Score 28/40 or 70% 

Exam Format Scenario based Open book  

Pre-requisites ITIL Foundation (Version 5)  

 

Program Outline 
Module 1: ITIL Foundation recap and Experience overview 

Module 2: Experience stakeholders and tensions 

Module 3: Experience and the Four Dimensions 

Module 4: Experience in the ITIL Product and Service Lifecycle 

Module 5: Capturing experience: evidence, signals, and quality 

Module 6: Service journeys: relationships, agreements, and stakeholder journeys 

Module 7: Continual experience improvement  

Module 8: AI, experience, and governance 

Module 9: ITIL and other frameworks 

Exam Preparation 

Note: Exam vouchers and the ITIL Core Book are included in the course fees. 

Qualification Scheme  
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Contact Us 
Shatha Tower, Office # 1719, Dubai Internet City, P.O. Box 500834, Dubai, UAE 

T: +971 4 439 3533 | W: www.smce.org | E: info@smce.org 
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