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The ITIL Intermediate Qualification: Service Transition (ST) Certificate is a 

freestandingqualification, but is also part of the ITIL Intermediate Lifecycle stream, 

and one of the coursesthat 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 Service Transition publication. 

The ITIL Certificate in Service Transition (ST) 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 the concepts and terminology in the field of Service 

Management in general and the main goals and objectives of Service Transition. To 

meet the learning outcomes and examination level of difficulty, you must be able to 

understand and describe:

Á Service management as a practice (ST 2.1)

Á Service, its value proposition and value composition (ST 2.2)

Á Functions, Processes, and Roles (ST 2.3)

Á The purpose, goals, and objectives of Service Transition (ST 2.4.1)

Á The scope of Service Transition (ST 2.4.2) and the types of processes used by 

Service Transition (ST 2.4.6)

Á The position of Service Transition within the service lifecycle, the interfaces, 

inputs, and outputs (ST 2.4.5)

Á Potential value to business (ST 2.4.3)

ST01 Introduction to Service Transition
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This lesson introduces you to the concepts and terminology in the field of Service 

Management in general and the main goals and objectives of Service Transition. To 

meet the learning outcomes and examination level of difficulty, you must be able to 

understand and describe:

Á Service Transition as a practice (ST 2.1)

Á Service, its value proposition and value composition (ST 2.2)

Á Functions, Processes, and Roles (ST 2.3)

ST01 Introduction to Service Transition
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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.

ST01 Introduction to Service Transition
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An Asset is any Resource or Capability. Assets of a Service Provider include 

anything that could contribute to the delivery of a Service. An organizationôs service 

assets are essentially the resources and capabilities that are available to it for the 

performance of services. The resources are the tangible assets that can be ñbought.ò 

Capabilities, on the other hand, cannot be ñboughtò by an organization, but is 

something which has to be developed and maintained and are thus the intangible 

assets of the organization.

Resources are the direct inputs for the production of so-called ñgoodsò while 

capabilities play a direct role in an organizationôs ability to create ñservices.ò Both 

are equally important. Capabilities are typically experience driven, knowledge 

intensive, information based, and firmly embedded within an organizationôs people, 

systems, processes, and technologies. 

Which do you think is easier to acquire, resources,or capabilities? Why?

ST01 Service Transition as a practice (ST 2.1)
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Service Management is the discipline of transforming a service organizationôs 
capabilities and resources into service assets that can improve the performance of 
services, thereby contributing value to the customerôs assets and improving their 
business outcomes. This diagram emphasizes the link that has to be preserved 
between the desired business outcomes and the services that Service Management is 
responsible for.

In your organization, is there any service that you think does not contribute to the 
companyôs bottom-line or financial success? If Service Management was properly 
done on that service, do you think that would still be the case?

Á Capabilitiesïthe abilities of an organization, person, process, application, 
Configuration Item or IT service to carry out an activity

Á Resourcesïa generic term that includes IT infrastructure, people, money or 
anything else that might help to deliver an IT service

Á Service assetsïthe capabilities and resources of a Service Provider
Á Performanceïa measure of what is achieved or delivered by a system, person, 

team, process, or IT service.
Á Customer assetsïthe capabilities or resources of the customer
Á Valueïa measure of the Return on Investments or benefits to the business
Á Business outcomeïthe results as seen by the business

ST01 Service Transition as a practice (ST 2.1)
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ST01 Service Transition as a practice (ST 2.1)


