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ITIL 5 Founda,on Course: Course Content  

 

1. Introduc,on 
 

ITIL® Founda,on (Version 5) introduces candidates to the key concepts of digital product and 

service management and establishes a common language for effec,ve prac,ce across 

organiza,ons. It provides an overview of the ITIL framework, including its guiding principles, core 

models, and fundamental concepts, and explains how these elements are used to create, deliver, 

and con,nually improve products and services. ITIL Founda,on (Version 5) enables candidates to 

understand how value is co-created through the effec,ve management of products and services, 

and how organiza,ons apply ITIL guidance to improve performance, collabora,on, and 

outcomes. It also explains how the ITIL framework has evolved to support modern technologies, 

data-driven decision-making, automa,on, ar,ficial intelligence, and contemporary ways of 

working, while remaining adaptable to different organiza,onal contexts and levels of maturity. 

The ITIL Founda,on (Version 5) examina,on is intended to assess whether the candidate can 

demonstrate sufficient recall and understanding of the ITIL Framework, as described in the 

syllabus below, to be awarded the ITIL Founda,on qualifica,on. The ITIL Founda,on (Version 5) is 

a prerequisite for the ITIL (Version 5) higher level qualifica,ons, which assess the candidate’s 

ability to apply their understanding of the relevant parts of the ITIL Framework in context 

 

2. Syllabus 
Below specifies the categories and topics of the ITIL Founda,on (Version 5) course. 

 

Category Topic Assessment Criteria  

Key ITIL terms  

and defini,ons 

Product and service 

management  

• Define digital product and service management  

• Define product, service as a key concept of digital 

product and service management  

• Define digital product, digital service as a key 

concept of digital product and service management 

• Define con,nual improvement as a key concept of 

digital product and service management 

• Define the ITIL Product and Service Lifecycle as a 

key concept of digital product and service 

management 

• Define good as a key concept of digital product and 

service management  

• Define u,lity, warranty, user experience and 

sustainability  

• Know the benefits of ITIL for enterprises, managed 

service providers, digital product vendors, digital 

product and service management professionals 

 Experience, 

Strategy and 

Transforma,on  

• Define basic terms of ITIL Experience like: 

experience, digital experience, trust, user 

experience (UX), customer experience (CX), 

experience level agreement, human-centred design 

• Define basic terms of ITIL Strategy like: strategy, 

business strategy, digital strategy, mission, vision, 

purpose, VUCA, leadership   

• Define basic terms of ITIL Transforma,on like: 

change, transforma,on, business as usual (BAU) 
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 Service offerings • Define service offering and service interac,ons  

• Define service ac,ons, transfer of goods, access to 

resources 

• Explain service offerings and service interac,ons 

• Explain service ac,ons, transfer of goods, access to 

resources  

 Value co-crea,on • Definer value and value co-crea,on 

• Define cost and risk 

• Define output and outcome 

• Understand the difference between output and 

outcome 

• Explain how value contributes to value co-crea,on 

•  Explain how outcomes, costs, risks contribute to 

value co-crea,on 

• Explain how u,lity, warranty, user experience, 

sustainability contributes to value co-crea,on 

• Explain how feedback contributes to value co-

crea,on     

 Service 

Rela,onships 

• Define organiza,on, service provider, service 

consumer, digital product vendor as key concepts 

of service rela,onships   

• Define basic, coopera,ve, and collabora,ve service 

rela,onship as key concepts of service 

rela,onships 

• Define the service journey as a key concept of 

service rela,onships 

• Define sponsor, customer, and user roles as key 

concepts of service rela,onships 

• Define service quality and service levels as key 

concepts of service rela,onships 

• Define Service Level Agreement (SLA) as a key 

concept of service rela,onships 

• Understand the difference between service 

provider and service consumer 

• Understand the difference between service 

provider and digital product vendor 

• Understand the difference between service 

consumer and digital product vendor 

• Understand the difference between basic, 

coopera,ve, and collabora,ve service rela,onships  

The Four 

Dimensions of 

Product and 

Service 

Management 

Introduc,on to the 

Four Dimensions of 

Product and 

Service 

Management 

• List the ITIL Four Dimensions of Product and 

Service Management: organiza,ons and people, 

partners and suppliers, informa,on and 

technology, value streams and processes 

• Understand the importance of each of the ITIL Four 

Dimensions of Product and Service Management 

• Explain the importance of the holis,c approach of 

the ITIL Four Dimensions of Product and Service 

Management 

 Internal factors and 

external factors 

• Know the external factors that influence the ITIL 

Four Dimensions of Product and Service 
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Management, like: poli,cal, economical, social, 

technology, legal, environmental   

• Explain ‘organisa,ons and people’, ‘partners and 

suppliers’, ‘informa,on and technology’, ‘value 

streams and processes’, as the Four Dimensions of 

Product and Service Management   

The ITIL Product 

and Service 

Lifecycle 

Introduc,on to ITIL 

Product and 

Service Lifecycle 

• List the ITIL Product and Service Lifecycle ac,vi,es: 

discover, design, acquire, build, transi,on, operate, 

deliver, support 

• Understand the ITIL Product and Service Lifecycle 

• Understand that the ac,vi,es of the ITIL Product 

and Service Lifecycle are not sequen,al nor linear 

and how they can be used itera,vely       

 Purpose and scope 

of ITIL Product and 

Service Lifecycle 

ac,vi,es  

• Know the purpose of the ‘discover’ ITIL Product 

and Service Lifecycle ac,vity  

•  Know the purpose of the ‘design’ ITIL Product and 

Service Lifecycle ac,vity  

• Know the purpose of the ‘acquire’ ITIL Product and 

Service Lifecycle ac,vity  

• Know the purpose of the ‘build’ ITIL Product and 

Service Lifecycle ac,vity  

• Know the purpose of the ‘transi,on’ ITIL Product 

and Service Lifecycle ac,vity  

• Know the purpose of the ‘operate’ ITIL Product and 

Service Lifecycle ac,vity 

•  Know the purpose of the ‘deliver’ ITIL Product and 

Service Lifecycle ac,vity  

• Know the purpose of the ‘support’ ITIL Product and 

Service Lifecycle ac,vity  

The ITIL Value 

System  

Components of the 

ITIL Value System  

• Know the components of the ITIL Value System and 

their role in an organisa,on: Guiding Principles, 

Governance, Value Chain, Management Prac,ces, 

Con,nual Improvement  

• Explain the ITIL Value System and its purpose    

 The ITIL Guiding 

Principles 

• List the ITIL Guiding Principles 

• Understand the ‘Focus on Value’ ITIL Guiding 

Principle and how it should be used 

• Understand the ‘Start Where You Are’ ITIL Guiding 

Principle and how it should be used 

• Understand the ‘Progress Itera,vely with 

Feedback’ ITIL Guiding Principle and how it should 

be used 

• Understand the ‘Collaborate and Promote 

Visibility’ ITIL Guiding Principle and how it should 

be used 

• Understand the ‘Think and Work Holis,cally’ ITIL 

Guiding Principle and how it should be used 

• Understand the ‘Keep it Simple and prac,cal’ ITIL 

Guiding Principle and how it should be used 

• Understand the ‘Op,mise and Automate’ ITIL 

Guiding Principle and how it should be used 
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• Describe the interac,on of the ITIL Guiding 

Principles and how they work together 

 Governance • Define governance 

• Explain the enabling nature and the ac,vi,es of 

governance  

 Value Chain • Define the value chain 

• Define product specifica,on, product prototype 

• Define incident, event 

• Define release, test 

• Define con,nuous integra,on, con,nuous delivery 

and con,nuous deployment 

• Define reliability, Site Reliability Engineering (SRE) 

observability 

• Define service request 

• Define disaster, problem, error, and known error 

• Define opera,ng model 

• Dis,nguish between a problem, an error and a 

known error 

• Understand the key success metrics of the value 

chain ac,vi,es  

• Explain how organisa,on’s purpose and opera,ng 

model are supported by value chain ac,vi,es and 

management prac,ces      

 Management 

Prac,ces  

• Define management prac,ces  

• Know the management prac,ce groups: general 

and product and service management prac,ces  

• Understand the role of the management prac,ces 

within the ITIL Value System 

• Explain the structure of the ITIL Prac,ce Guides 

• Explain the benefits of the ITIL Prac,ce Guides 

• Define metric and cri,cal success factor (CSF)  

 The ITIL Con,nual 

Improvement 

Model  

• List the steps of the ITIL Con,nual Improvement 

Model 

• Understand the steps of the ITIL Con,nuous 

Improvement Model 

• Describe con,nual improvement within the ITIL 

Value System and its role in the organisa,on 

Value stream 

iden,fica,on, 

mapping, and 

management   

Key concepts of 

Value stream 

mapping, and 

management   

• Define value stream, core value stream, enabling 

value stream 

• Define value stream mapping, value stream 

mapping 

• Define complexity thinking 

• Understand the difference between a core and 

enabling value stream 

 Applica,on of 

value streams 

• Understand how workflows need to be op,mised 

for complexity     

 Purpose of value 

stream mapping, 

and management   

• Know the purpose of value stream mapping, and 

management 

• Understand the rela,onship between value stream 

mapping and value stream management 

• Understand the elements of a value stream map    
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ITIL and AI Introduc,on to AI • Define Ar,ficial Intelligence (AI), AI maturity GenAI, 

Agen,c AI 

• Understand how AI can assist in the product and 

service development lifecycle and provide 

examples 

• Understand how AI can be used to assist in the 

automa,on of processes throughout the product 

and service development lifecycle ac,vi,es  

• Understand how AI can be leveraged throughout 

the ITIL value chain ac,vi,es       

 ITIL AI Governance • Define AI governance 

• Understand the ITIL AI Capability Model 

ITIL and other 

frameworks 

ITIL and DevOps • Understand how ITIL can collaborate with DevOps 

prac,ces 

• Understand how ITIL and DevOps are 

complementary in the product and service 

development lifecycle 

 ITIL and PRINCE2 • Understand why project management is important 

to ITIL 

• Understand how ITIL and PRINCE2 are 

complementary in the product and service 

development lifecycle 

 

3. Exam Overview 

 
Material Allowed None This is a closed book exam  

Exam dura,on 60 minutes Candidates taking the exam in in a language that is not 

their na,ve or working language may be awarded 25% 

extra ,me, that is 75 minutes in total   

Number of marks 40 marks There are 40 ques,ons, each worth 1 mark. There is no 

nega,ve marking 

Pass mark 26 marks Candidates will need to get 26 ques,ons correct (65%) 

to pass the exam  

Bloom’s Level 

(BL) 

BL1 and 2 Blooms Level indicates the type of thinking needed to 

answer the ques,on. For Blooms Level 1 ques,ons, 

candidates need to recall informa,on about the ITIL 

framework. For Blooms Level 2 ques,ons, candidates 

need to show understanding of these concepts    

Ques,on types Standard, Nega,ve, 

Missing word(s), 

and lists 

The ques,ons are all ‘mul,ple choice’.  

‘Standard’ ques,ons have a stem and 4 answer op,ons 

 ‘Nega;ve’ ques,ons are ‘standard’ ques,ons in which 

the stem is nega,vely worded.  

For the Missing word(s) ques,ons, there is a sentence 

with a word or more words missing and candidates 

have to select the missing word(s) from four op,ons. 

For the ‘List’ ques,ons, there is a list of four 

statements, and candidates have to select two correct 

statements from the list       

 

 


