
Introduction to ITIL Practitioner 

 

 This document is intended to provide information to prospective ITIL® Practitioner candidates 

and indeed anyone interested in the format and content of the ITIL Practitioner examination.  

 

It includes:  

ITIL Practitioner Examination Overview – general information and overview of the exam format  

ITIL Practitioner Syllabus for Candidates – detailing:  

 The format of the exam and the learning outcomes from the delegates’ course of study 

that will be assessed in each section  

 The specific criteria by which each learning outcome is assessed, along with references to 

the ITIL Practitioner guidance.  

 

ITIL Practitioner prepares individuals for a broad range of challenges faced within ITSM, 

equipping them with practical guidance, confidence and know-how to adopt and adapt the ITIL 

framework according to an organization’s requirements.  

 

Course Outcome 

 

 Explain the different ITSM concepts that are essential drivers of CSI 

 Apply the ITSM guidance principles in a real world context 

 Apply the CSI approach to manage improvements in a given organizational context 

 Connect and align ITIL  with other frameworks, good practices and methodologies 

 Use measurement and metrics  to enable continual improvement 

 Communicate effectively to enable CSI 

 Apply OCM to support CSI.  

 

 

ITIL Practitioner Examination Overview  

 

Pre-requisite qualifications: Delegates wishing to take this examination must have previously 

passed the ITIL Foundation Examination.  

Training: Though formal training is not mandatory, attendance at an accredited ITIL 

Practitioner course is strongly recommended.  

Material permitted: The examination is ‘open book’, i.e. the ITIL Practitioner Guidance 

publication is allowed for reference during the examination.  

Format: The examination is scenario-based i.e. the questions relate to a case study. This case 

study (referred to as the ‘Scenario’) is the same for all sample and official exams.  

The Scenario is included in the Scenario Booklet (see also the sample papers available on 

AXELOS.com) along with 6 sets of additional information necessary to answer each section of 

questions.  

There are 6 sets of multiple choice questions (MCQs) in the Question Booklet, and each set tests 

particular learning outcomes from the candidate’s course of study, (see the table below).  

There are 40 questions in total and each question is worth 1 mark.  

Pass mark: Candidates are expected to achieve a score of 70% (28 marks) or higher in order to 

pass the examination and be awarded certification.  



Key Facts  
• A practical approach to adopting and adapting ITIL  

• Covers 3 critical competencies and 9 guiding principles  

• Available to ITIL Foundation qualified users and above  

• ITIL Practitioner is not a pre-requisite for an Intermediate course  

• Equivalent to 3 credits towards ITIL Expert  

• Counts as 15 of your 20 points towards your ITIL digital badge  

 

What sets ITIL Practitioners apart?  
ITIL Practitioners focus on the Continual Service Improvement (CSI) Approach as a way to 

structure improvement initiatives. They draw on a comprehensive toolkit that guides them when:  

• Driving organizational change  

• Improving communication  

• Measuring and reporting on success  

So at any level, organizations benefit from practical, insightful employees armed and ready to 

align improvement initiatives with specific business goals. 


