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The ITIL Value System (5 or 6 Questions)
A model representing how all the components and activities of an organization 
work together to facilitate value creation through digital products and services. 
Ensures that the organization continually and sustainably co-creates value with 
all stakeholders through the use and management of products and services

Governance:  the system by which an organization is directed and controlled
Practice:         a set of organizational resources and capabilities designed and

adopted for performing work or accomplishing an objective

Glossary of General ITIL Terms and Definitions (12 Questions)

Definitions related to Management Practices (3 or 4 Questions)

DefinitionTerm

The addition, modification, or removal of anything that could 
have a direct or indirect effect on products and servicesChange

A sudden unplanned event that causes great damage or serious 
loss to an organization, impacting critical business functionsDisaster

A flaw or vulnerability that may cause incidentsError

Any change of state that has significance for the management 
of a service or other configuration itemEvent

An unplanned interruption to a service or reduction in the 
quality of a serviceIncident

A problem that has been analyzed but has not been resolvedKnown error

A cause, or potential cause, of one or more incidentsProblem

A version of a product, service, or other configuration item, or a 
collection of configuration items, that is made available for useRelease

A set of metrics that define expected/achieved service qualityService level

A request from a user or a user’s authorized representative that 
initiates a service action which has been agreed as a normal 
part of service delivery

Service 
request

DefinitionTerm

Customer: defines the requirements for products and services and takes
responsibility for the outcomes of service consumption

User:           uses the services       
Sponsor:     authorizes the budget for service consumption

Consumer roles

A recurring organizational activity performed at all levels of an organization to ensure 
that the organization continually meets stakeholders’ expectations

Continual 
improvement

An approach to software development in which software can be released to production 
at any time

Continuous 
delivery

An approach to software development in which changes go through the pipeline and 
are automatically put into the live environment, enabling multiple production 
deployments per day. Continuous deployment relies on continuous delivery

Continuous 
deployment

A software engineering method where developers regularly merge their code changes 
into a central repository, after which automated builds and tests are run.

Continuous 
integration

A combination of an organization’s resources based on digital technology and designed 
to offer value to consumersDigital product

An organization responsible for the creation and continual improvement of digital 
products and related service offerings

Digital product 
vendor

A set of specialized organizational capabilities for enabling value for customers in the 
form of digital products and services

Digital product & 
svc management

A service that fully or largely relies on digital productsDigital service

A conceptual and/or visual representation of how an organization co-creates value with 
its customers and other stakeholders, as well as how it runs itself

Operating model

A result desired by a stakeholder. One or more outputs creates an outcomeOutcome

A tangible or intangible deliverableOutput

A configuration of an organization’s resources designed to offer value for a consumerProduct

Basic relationship: Operational. Focus on support and efficiency
Cooperative relationship: Operational & tactical. Focus on improvement & effectiveness
Collaborative relationship or Partnership: Operational, tactical and strategic. Focus on 
innovation and growth

Relationships

A possible event that can cause harm/loss or make it more difficult to achieve objectivesRisk

A means of enabling value co-creation by facilitating outcomes that customers want 
without the customer having to manage specific costs and risksService

The sum of activities and interactions performed by organizations engaged in service 
relationships to fulfil their roles as a service provider and a service consumerService journey

- Utility (functionality, ‘fit for purpose’)                          - Warranty (assurance, ‘fit for use’)
- Sustainability: The assurance that a product or service meets and will continue to meet

the requirements for environmental stewardship, social progress, & economic growth
- User experience (UX): The sum of the functional and emotional interactions with a 

service and service provider as perceived by a service user

Service level 
management

A formal description of one or more services designed to address the needs of a target 
consumer group. May include goods, access to resources, and service actions

Service offering

The characteristics of a service relevant to its ability to satisfy stated and implied needsService quality

The perceived benefits, usefulness, and importance of a serviceService value
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The Four Dimensions (4 questions)

The Guiding Principles (5 questions)

“Know your customer”
Who is the service consumer?
What value do they get from the service?
All activity should add value to one or 
more stakeholders

“Don’t throw the baby out with 
the bathwater!”
Don’t start from scratch. Evaluate the 
current state and re-use what you can

“The elephant task”
Comprehend the whole but do something.
The ecosystem is constantly changing, so 
feedback is essential.
Fast does not mean incomplete.

“Follow the work”
Map workflow across the organisation.
Inhibited by silos.
Identifies bottlenecks and excess capacity.
Uncovers and eliminates waste.

“Look at the big picture”
Recognise the complexity of systems 
and the environment.
Take into account the four dimensions.
Collaboration is key.

“Less is more”
Use the minimum steps to achieve the 
objective (Lean). Focus on the outcome.
Keep it simple!  Do less, better

“Walk before you run”
Assess the current state.
Simplify  Optimise  Automate.
Don’t automate for its own sake

Guiding principles: recommendations that guide an 
organization in almost all circumstances and help an 
organization adopt and adapt service management



IT Service Management: Improving business performance & outcomes 
through better IT delivery and support practices with ITIL proven leading 

practice guidance

ITIL is good-practice guidance and not an industry standard. It is 
intended for organisations to take and use as needed via an 

‘Adopt and adapt’ approach

Enterprise Service Management: The application of IT service management in non-
IT environments such as Finance, HR, Estates and Facilities. Visit www.esmi.org.uk

Governance of Digital Technology (1 Question)

Product & Service Lifecycle Model Activities: Purpose (4 Questions)
Discover: to ensure continual alignment of the product roadmaps and related service 

offerings with the needs of service consumers and with the organizational strategy

Design: to create prototypes and
specifications for products and

services, detailing their
functionality, user experience,

and operational framework

Acquire: to secure and
allocate necessary 

resources efficiently, 
ensuring the scalability

and sustainability of 
products and services

Build: to develop, integrate, 
and test digital products,

transforming designs into 
functional solutions

Transition: to seamlessly introduce new or updated products into operational 
environments and to ensure effective onboarding/offboarding of suppliers

Operate: to maintain and
monitor digital products and
supporting systems, ensuring
optimal performance and reliability 

Deliver: to provide services
to users, manage user
on/offboarding,
maintain service
quality standards,
and gather feedback

Support: to identify and resolve 
incidents, fulfil disaster recovery
procedures, and capture
consumer feedback

• Strategic fit of the organization’s products and service offerings
• Market relevance of the products and service offerings
• Stakeholder satisfaction with products and service offerings
• Commercial success of the products

Product & Service Lifecycle Model Activities: Success Metrics (2 Questions)

• Quality of the product specifications and prototypes
• Design cycle time
• Adherence to the product roadmap and other relevant guidelines
• Stakeholder satisfaction with the ‘design’ activities
• Quality of resources and services
• Acquire cycle time
• Adherence to the product roadmap and other relevant guidelines
• Stakeholder satisfaction with the ‘acquire’ activities, timelines, and resources
• Quality of the product solutions
• Building cycle
• Adherence to the product roadmap and other relevant guidelines
• Stakeholder satisfaction with the product solutions

Discover

Design

Acquire

Build

Transition

Operate

Deliver

Support

• Transition cycle (timeliness and duration)
• Negative impact of transition on service availability and performance
• Number and impact of transition errors
• Adherence to the product roadmap and other relevant guidelines
• Stakeholder satisfaction with the transition process and results
• Coverage and effectiveness of monitoring and analysis
• Live products’ reliability, performance, and information security
• Number and impact of incidents and performance deviations
• Adherence to the product roadmap and other relevant guidelines
• Stakeholder satisfaction with the product and service operation
• Customer and user satisfaction with service quality
• Service performance against the agreed SLA targets
• Adherence to the product and service strategy and other relevant guidelines
• Stakeholder satisfaction with service delivery
• Customer and user satisfaction with service support
• Speed of normal service restoration
• Negative impact of incidents and disasters on the organization and customers
• Support performance against agreed SLA targets and product performance objectives
• Adherence to the product and service strategy and other relevant guidelines

The ITIL Continual Improvement Model (1 Question)

Steps of Value Stream Mapping

Value Stream Identification, Management & Mapping (2 Questions)
Value stream management ensures continual optimization, aligning work 
with customer outcomes and business goals.

Value stream mapping makes workflows visible, clarifies how value is created, 
and highlights bottlenecks and waste

Relationship With Other Frameworks

The governing body engages 
stakeholders to identify needs, 

clarify commitments, and agree on 
accountability for technology use

The governing body evaluates the 
current state of the organization, its 

strategies, portfolios, policies, 
relationships, and so on

With policies and strategies 
in place, the governing 

body now monitors
performance and 

compliance

During direction, policies 
and strategies are 

established and 
modified

Digital technology governance is realized through the following activities:

Architecture management

Continual improvement

Knowledge management

Measurement and reporting

Organizational change management

Portfolio management

Project management

Relationship management

Risk management

Strategy management

Supplier management

Workforce and talent management

The 34 Management Practices (No Questions)
General Management Practices (12)

Product and Service Management Practices (22)

Availability management

Business analysis

Capacity and performance 
management

Change enablement

Deployment management

Incident management

IT asset management

Information security management

Infrastructure and platform 
management

Monitoring and event 
management

Problem management

Release management

Service catalogue management

Service configuration 
management

Service continuity 
management

Service design

Service desk

Service financial management

Service level management

Service request management

Software development and 
management

Service validation and testing


