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ITIL Service (Version 5)

ITIL Service (Version 5) equips you with the expertise to deliver resilient,
high-performing digital services across the full lifecycle.

It provides structured guidance for managing service relationships, service levels,
operational reliability, and continual improvement, ensuring consistent performance,
resilience, and measurable customer outcomes.

QITiL

THE LANGUAGE OF GROWTH

ITIL® Service (Version 5) is intended to provide candidates with the guidance needed to achieve

excellence in digital service management, in alignment with the ITIL guidance.

Furthermore, it provides practical direction to help candidates align people, processes, and technology, to
manage services across the full lifecycle, ensuring resilience, responsiveness, and customer

satisfaction.

ITL202
COURSE CODE

3 Days
COURSE DURATION

English | Arabic
COURSE LANGUAGE

Learning Objectives

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

e Understand the key concepts of digital products and services.

e Explain the scope, purpose, benefits, and challenges of the ITIL Product and Service Lifecycle Model.

e Describe how organizational value chain activities support the ITIL Product and Service Lifecycle.

e Apply the purpose, scope, steps, roles, outputs, critical success factors (CSFs), metrics, and practical
recommendations for each lifecycle activity.

e Explain how management practices enable and support service lifecycle activities.

e Explain how operating models, service value streams, and organizational structures contribute to
successful digital service management.

e Understand how Al, automation, and complementary frameworks (PRINCE2, DevOps) support and
enhance service management practices and service delivery across the lifecycle.
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What skills will you acquire?
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Value driven service management

Explore best practices for working with
customers, partners, and stakeholders to
enable value co-creation across services.
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Experience-led service improvement

Adopt human-centred, experience-led
design to improve how services are
perceived, delivered, and measured.

Continual improvement capability

Strengthen continual improvement
capability using evidence-based decisions to
improve outcomes and reduce waste.

ITIL® is a trademark of AXELOS Limited, used under permission of AXELOS Limited. All rights reserved.
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Qualification Overview

Duration 3 days 18 training hours Timing Flexible
Certification ITIL Service (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 Qutline
Module 1: Digital products and services

Module 2: Discover

Module 3: Design

Module 4: Acquire

Module 5: Build

Module 6: Transition

Module 7: Operate

Module 8: Deliver

Module 9: Support

Module 10: Lifecycle Management
Module 11: ITIL and other frameworks
Exam Preparation

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

Qualification Scheme

@ ITI Official Qualification Scheme
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ITIL® Official Qualification Sheme (Version 5.0)

Notes:

+ ITIL Foundation is the only certification prerequisiteacross all Core Modules, including ITIL Transformation.

+ ITIL Foundation and ITIL Al Governance have no prerequisites.

+ ITIL Transformation may be taken immediately after ITIL Foundation. While sequencingis flexible, the scheme illustrates the recommended leaming pathway.

Designations:

+ ITILMaster: ITIL Practice Manager + ITIL Managing Professional + ITIL Strategic Leader

+  ITIL Practice Manager: ITIL Foundation + ITIL Monitor, Support and Fulfill or ITIL Plan, Implement and Control orITIL Collaborate, Assure and Improve + ITIL
Transformation

+  ITILManaging Professional:ITIL Foundation + ITIL Product + ITIL Service + ITIL Experience + ITIL Transformation

= ITILStrategic Leader:ITIL Foundation + ITIL Strategy + ITIL Transformation
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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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