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The ITIL Intermediate Qualification: Continual Service Improvement (CSI) Certificate 

is a freestanding qualification, but is also part of the ITIL Intermediate Lifecycle stream, 

and one of the courses that leads to the ITIL Expert in IT Service Management 

Certificate. The purpose of this course and the associated exam and certificate is, 

respectively, to impart, test, and validate the knowledge on industry practices in Service 

Management as documented in the ITIL Continual Service Improvement publication. 

The ITIL Certificate in Continual Service Improvement (CSI) is intended to enable 

the holders of the certificate to apply the practices in resolution and support of the 

Service Management Lifecycle.
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On the basis of the information provided in the scenario, you will be required to 

select which of the four answer options provided (A, B, C,or D) you believe to be 

the optimum answer. You may choose ONE answer only, and the Gradient Scoring 

system works as follows:

Á If you select the CORRECT answer, you will be awarded 5 marks for 

the question

Á If you select the SECOND BEST answer, you will be awarded 3 marks for 

the question

Á If you select the THIRD BEST answer, you will be awarded 1 mark for 

the question

Á If you select the DISTRACTER (the incorrect answer), you will receive no 

marks for the question

to pass this examination, you must achieve a total of 28 marks or more out of a 

maximum of 40 marks (70%).
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There arefour levels within the ITIL scheme:
Á Foundation level ïfocuses on knowledge / comprehension to provide a good grounding 

in the key concept, terminology, and processes of ITIL 
Á Intermediate level ïassesses an individual'sability to analyzeand apply the concepts of 

ITIL. This is composed of two streams:
Å Intermediate lifecycle stream ïfive individual certificates built around the five 

core OGC titles: Service Strategy, Service Design, Service Transition, Service 
Operation, and Continual Service Improvement

Å Intermediate capability stream ïfour individual certificates focusing on detailed 
process implementation and management within cluster groupings:Operational 
Support and Analysis (OSA); Service Offerings and Agreements (SOA), 
Release, Control, and Validation (RCV), and Planning, Protection, and 
Optimization (PPO)

o Operational Support and Analysis (OSA) ïEvent, Incident, Request, 
Problem, Access, Service Desk, Technical, IT Ops, Application Mgmt. 

o Service Offerings and Agreements (SOA) ïPortfolio, Service Level, 
Catalog. Demand, Supplier and Financial Mgmt. 

o Release, Control, and Validation (RCV) ïChange, Release 
& Deployment, Validation & Testing, Service Asset & Configuration, 
Knowledge, Request Mgmt. / ServiceEvaluation 

o Planning, Protection, and Optimization (PPO) ïCapacity, Availability, 
Continuity, Security, Demand and Risk Mgmt.

Á ITIL expert ïcertifies that the individual has successfully completed a number of 
Intermediate units in addition to the mandatory Foundation Level and the Managing 
Across the Lifecycle capstone course

Á ITIL master ïassesses an individual's ability to apply and analyze the ITIL concepts in 
new areas (currently under development)
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This module introduces you to concepts and terminology in the field of Continual 

Service Improvement. Specifically, after completion of this module you will be 

expected to be able to describe:

Á The purpose and objectives of Continual Service Improvement (CSI 2.4.1, 2.4.2)

Á The scope of Continual Service Improvement (CSI 2.4.3)

Á The approach to Continual Service Improvement (CSI 2.4.4)

Á The interfaces with other ITIL Lifecycle stages (CSI 2.4.9)
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Consider how the practices defined in these objectives are performed in your 

organization. List three specific goals you have for this lesson that will enable you to 

perform your role more effectively.
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Continual Service Improvement also looks at how to improve the efficiency and 

effectiveness of enabling IT Service Management processes.
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There are three main areas that CSI needs to address

1. The overall health of ITSM as a discipline

2. The continual alignment of the portfolio of IT Services with the current and 

future business needs

3. The maturity of the enabling IT processes for each Service in a continual Service 

lifecycle model
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To implement CSI successfully it is important to understand the different activities 

that can be applied to CSI. These activities do not happen automatically. They must 

be owned within the IT organization which is capable of handling the responsibility 

and possesses the appropriate authority to make things happen. They must also be 

planned and scheduled on an ongoing basis. By default, ñimprovementò becomes a 

process within IT with defined activities, inputs, outputs, roles and reporting. CSI 

must ensure that ITSM processes are developed and deployed in support of an end-

to-end Service management approach to business customers. It is essential to 

develop an ongoing continual improvement strategy for each of the processes as well 

as the services.

The deliverables of CSI must be reviewed on an ongoing basis to verify completeness, 

functionality, and feasibility to ensure that they remain relevant and do not become 

stale and unusable. It is also important to ensure that monitoring of quality indicators 

and metrics will identify areas for process improvement. Since any improvement 

initiative will more than likely necessitate changes, specific improvements will need to 

follow the defined ITIL Change Management process.


