ITIL Intermediate Continual Service Improvement
Overview

This qualification presents a complete overview of CSI including all ated activities: to
continually align and realign IT services to changing business needs by identifying and
implementing improvements to IT services that support business processes. This qualification
reviews improvement activities as they support the Lifecycle approach through Service
Strategy, Service Design, Service Transition and Service Operation. The ITIL Intermediate
certifications are available to anyone that has passed the ITIL Foundation exam. It has a
modular structure with each module providing a different focus on IT Service Management.
You can take as few or as many Intermediate qualifications as you need. The Intermediate
modules go into more detail than the Foundation certification, and provide an industry recognized certification. The ITIL Intermediate certifications are divided into two categories –
Service Lifecycle and Service Capability. Some may wish to concentrate on one set of modules,
but you can choose to select modules from both the Service Lifecycle and Service Capability
streams in order to combine management and technical knowledge. It is recommended that
you have prior exposure to basic concepts in IT and at least two years’ professional experience
working in IT Service Management before undertaking any of the ITIL Intermediary modules.
 The Service Lifecycle stream focuses on ITIL® practices within the Service Lifecycle
context. The prime focus is the Lifecycle itself as well as the processes and practice
elements used within it.
 The Service Capability stream is for those who wish to obtain an in depth understanding
of specific ITIL® processes and roles. The primary focus is on process activities, process
execution and use throughout the IT Service Lifecycle.
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Course Outline
 Introduction to CSI
 CSI principles
 CSI process
 CSI methods and techniques
 Organizing for CSI
 Technology considerations
 Implementing CSI
 Challenges, critical success factors and risks
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