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INTRODUCTION
The APMG service catalogue qualification draws on guidance from the five core ITIL books. This
qualification, together with the associated courses and exam validates the knowledge on industry
practices in the creation of a service catalogue, as documented in the ITIL core library. It is part of the
complementary guidance which supports the ITIL core library and is in addition to the official ITIL
qualification Scheme
This service catalogue qualification looks at new ways to control demand, publish and track service
pricing and cost, and automate service request management and fulfilment.
Studies show that implementing a role-driven, online, searchable catalogue with standardized services
can convert costly "information request", "status request," and "request for new service" calls into zerocost, web-based, user self-service.
Service catalogue looks at common ordering of PC/desktop, telecommunication, collaboration, and
support services, which can produce measurable results and which assures consistent service pricing
and quality.
Service catalogue also looks at ways to help reduce cycle time; implementing workflow can reduce the
time it takes to fulfil services, saving numerous hours per request. Organization can thus reallocate
precious staff time to more strategic initiatives.
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LEVEL OF DIFFICULTY
All ITIL Service Management qualifications use the Bloom’s taxonomy in both the construction of the
learning units and in the examination; therefore this syllabus is also based on this approach.
A learning taxonomy is a scale of the degree of difficulty in the learning process. These levels apply to the
cognitive, affective, and psychomotor domains of learning but, in the ITIL Qualification Scheme, we deal
only with the cognitive sphere.
Bloom defines six levels of learning in the COGNITIVE domain which are both sequential and cumulative.
They move from the simple to the complex. This implies that, in order to achieve the sixth level of learning
for example, the instructor must ensure that the previous five levels have been mastered.
The KNOWING level: Here the student is able to bring to mind or remember the appropriate material.
The behavioral tasks associated with this level tax the student’s memory and include such tasks as
defining, recalling, listing, recognizing, describing, and naming.
The COMPREHENDING stage: Here the student is able to understand or grasp the meaning of what is
being communicated and make use of the idea without relating it to other ideas or materials and without
seeing the fullest possible meaning or translation of the idea. Behavioural tasks at this level would include
stating in the students own words, giving examples of, illustrating, inferring, summarizing and interpreting.
These actions involve the knowing which has taken place at the first level.
The APPLYING level: Here the student should be able to use ideas, principles and theories in new,
particular and concrete situations. Behavioural tasks at this level involve both knowing and
comprehension, and might include choosing appropriate procedures, applying principles, using an
approach or identifying the selection of options.
The ANALYZING level: This is the fourth level of learning described by Bloom. At this level the student
is able to break down a communication (rendered in any form) into constituent parts in order to make the
organization and significance of the whole clear. Breaking down, discriminating, drawing diagrams,
detecting, differentiating and illustrating are important behavioral tasks at this level and can be seen to
include the previous levels of knowing, comprehending and applying. Here the significance of the
constituent parts of an entity are examined in order to understand the whole more fully.
The SYNTHESIS level: At this level, the student is able to re-assemble the various parts or elements of
a concept into a unified organization or whole. This re-assembling and making sense of small parts is a
crucial factor in intelligence and learning. Behavioural tasks at this level would include creating, writing,
designing, combining, composing, organizing, revising, and planning. For this level of learning to occur, it
must include the first four levels – knowing, comprehending, analyzing and applying. This level of learning
is probably the most intense and exciting for student and teacher alike.
The EVALUATING phase: In this phase, the student is able to arrive at an overview and to judge the
value and relative merit of ideas or procedures by using appropriate criteria. At this level of learning the
student will be able to compare, judge, appraise, justify, criticize and contrast theories, procedures,
methods and concepts. This level involves mastery of the five previous levels of knowing,
comprehending, applying, analyzing, and synthesizing.
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The following table illustrates the use of the taxonomy in ITIL professional qualifications.

Bloom Levels and
taxonomy

Used by ITIL qualification

Intellectual activity in learning outcome
and exam proficiency

Knowing
Comprehending

ITIL Service Management

The ability to recall, recite, name, and
understand the meaning of ITIL terminology
and basic practice fundamentals.

Foundation Level stream
(includes V2 – V3 Foundation
Bridge qualification)

Vernacular examples used in Syllabus:
Understand; Describe; Identify

Applying
Analyzing

ITIL Service Management
Lifecycle Stream
Capability Stream
Managing Across the Lifecycle

The ability to use the practices and concepts
in a situation or unprompted use of an
abstraction. Can apply what is learned in the
classroom in workplace situations. Can
separate concepts into component parts to
understand structure and can distinguish
between facts and inferences.
Vernacular examples used in Syllabus:
Analyze; Demonstrate; Apply; Distinguish;
Justify; Produce; Decide

Synthesising
Evaluating

ITIL Service Management
Managing Across the Lifecycle –
level 5 only
ITIL Service Management
Professional – Advanced Series

The ability to create patterns or structure from
composite elements to achieve a new
meaning or outcome. Can make judgments,
weigh options of ideas and elements to justify
and support an argument or case.
Vernacular examples used in Syllabus:
Evaluate; Justify; Summarize; Plan; Modify;
Manage; Control

This qualification will examine according to the Bloom level assigned to each syllabus learning unit within
each of the Service Lifecycle and Service Capability streams. This means that a student must be
prepared to be tested up to and including that level for any question related to that learning unit or units.
Building on experience that APMG have in testing other products on an international basis, the
examination format, uses a combination of simple multi choice questions at Bloom’s level one and two,
and more complex scenario and questions at Bloom’s level three and four, with a corresponding series of
possible answers. Each is constructed to test a student’s ability up to and including the Bloom level
associated with the syllabus-learning unit to which the question is mapped. We believe this combination
of “foundation and higher level test constructs” is appropriate for the subject matter and fits well as a
complementary qualification to the core ITIL structure of Foundation, Intermediate and Expert. The
qualification is not described as either foundation or intermediate in order to avoid market confusion
between core ITIL modules and complementary ITIL modules
Instructors should ensure that the module curriculum offers discussion, practical exercises and instruction
which will satisfy the competency needed to meet the exam level of difficulty.
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The modules are expected to provide a practical level of proficiency which will enable students to utilize
the knowledge learned on return to their work environment. The examinations test the student’s
proficiency in applying the knowledge they have learned in the course to select the correct sequence of
possible answers.

SYLLABUS PRESENTATION
Each of the subject areas is presented in a similar format as follows:
1. Syllabus area

Related to the five core ITIL books

2. The learning outcomes

What candidates will have to do in order to demonstrate competency
in that topic for each level of examination

3. Difficulty level

Classification of the difficulty level of each topic against the Learning
Outcomes Assessment Model

TARGET GROUP
The target group for this course is:
• Individuals who require a detailed understanding of how to create a service catalogue and how it
may be implemented to enhance the quality of IT service provision within an organization
• IT professionals working within service management or service catalogue or about to start a
project to create or re-design a service catalogue
• Individuals seeking the ITIL Expert in IT service management, for which this qualification is one of
many modules offering credits toward that qualification
Upon completion of the education and examination related to this qualification, the successful
candidate will have a better understanding of the service catalogue, which is a key element of the ITIL
Service Lifecycle.
LEARNING OBJECTIVES
Upon successful completion of the education and examination components related to this
qualification, candidates can expect to be able to:
• Define and differentiate between the concepts and principles of the service catalogue
• Define a service offering which is to be published in a service catalogue
• Describe and explain the usage, benefits and relationships of the different views of the service
catalogue
• Describe the technology encounters to create, manage, use and maintain the service catalogue
• Discuss and explain a project plan approach for the creation of a service catalogue
• Explain the major challenges, critical success factors and risks associated with the service
catalogue
• Describe and explain the key components in the creation of a business case as it relates to a
service catalogue
• Demonstrate the major relationships and touch points with key processes
• Take and pass the service catalogue examination
PREREQUISITE ENTRY CRITERIA
Candidates wishing to be trained and examined for this qualification must already hold the ITIL
Foundation Certificate in IT service management, preferably in version 3.
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ELIGIBILITY FOR EXAMINATION
To be eligible for the APMG service catalogue examination, candidates shall fulfil the following
requirements:
• At least 18 hours of instruction (exclusive of breaks, lunches and the exam) with an
accredited provider of training or e-learning based on this syllabus, as part of a formal,
approved training course.
• It is strongly recommended that candidates have exposure to basic service catalogue
concepts and related work experience of around two years. It is also recommended that
students complete at least 12 hours of personal study in preparation for the examination.
COURSE CRITERIA
At least 40% of the overall contact hours are expected to consist of practical assignments or
exercises to reinforce knowledge learning.
FORMAT OF THE EXAMINATION
Type

40 Simple and complex multiple-choice questions

Duration

Supervised

Maximum 75 minutes
Candidates sitting the examination in a language other than their native
language have a maximum of 90 minutes and are allowed the use of a
dictionary
Candidates wishing to be trained and examined for this qualification must
already hold the V3 ITIL Foundation Certificate in IT service management, or
the v2 Foundation plus v3 Foundation bridge.
Yes

Open Book

No

Pass Score

65%

Distinction Score

None

Delivery

Online or paper-based examination

Prerequisite

CRITERIA OF TRAINER COMPETENCE
This syllabus can only be delivered to target groups by an APMG Accredited Training Organization
Criteria

Eligibility

Accredited Training
Organization

Required

APMG Service Catalogue
Certificate

Required

Instructor must hold the APMG service catalogue
certificate

9 ITIL credits or more

Required

Instructor must hold 9 ITIL credits including an ITIL
certificate in one or more of the following;
SS, SD, SOA or expert.

Version 2.0 (Live)

Degree Of Proficiency Validation

© The APM Group Ltd 2012
Service Catalogue Syllabus v2.0.doc - 12 April 2012
Page 5

Owner Chief Examiner

APMG Service Catalogue 2012 Examination Syllabus

SYLLABUS

Syllabus Ref.
SL:SCM01

Syllabus Area : Introduction To Service Catalogue Concepts

Learning
Level

The APMG service catalogue certificate is awarded to candidates who complete the following seven units
of study and successfully pass the relevant multiple-choice examination. The units cover the topics listed
(section numbers from the core ITIL books are included, with indicative contact study-hours).

This unit introduces the candidate to concepts and terminology in the field of service catalogue
management. Specifically, after completion of this module the candidate will be expected to
describe service concepts and those pertaining to service catalogue management in the context
of organizational value. Candidates must be able to:
Explain what is meant by the terms:
SD

2.1.1
2.1.6

01-1

Service, IT service, outcomes, utility and warranty (SD 2.1.1, 2.1.6)

SD

4.2.4.3

01-2

Customer facing and supporting services(SD 4.2.4.3)

SS

2.1.1
3.2.2.4
3.4.8
3.4.8.1
3.4.8.2
3.4.8.4
3.2.1.2
3.2.2.3

01-3

Core, enabling and enhancing services, service packages and
segmentation (SS 2.1.1, 3.2.2.4, 3.4.8, 3.4.8.1, 3.4.8.2, 3.4.8.4)

01-4

Internal and external customers and services (SS 3.2.1.2, 3.2.2.3)

SD

2.2.1

01-5

Service assets, capabilities and resources (SD 2.2.1)

SS

2.4

01-6

Service lifecycle (SS 2.4)

SD

2.1.2
2.1.3

01-7

Service management, IT service management (SD 2.1.2, 2.1.3)

01-8

System, requirement, service level requirements (SLR), statement of
requirements (SOR), terms of reference (TOR) (Glossary)

SS

Glossary

2
2

2

2
2
2

4.2.4.1 01-9 Differentiate between service portfolio, service pipeline and service
catalogue (SS 4.2.4.1 to 4.2.4.4, SD 3.7.2)
to
4.2.4.4
SD
3.7.2
The recommended minimum study period for this unit is 2.5hours.

2
2

SS

Syllabus Ref.
SL:SCM02
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This unit introduces the candidate to the key principles and elements within service catalogue
management. Specifically, after completion of this module the candidate will be able to articulate
the key principles that aid effective service catalogue management. Candidates must be able to:
SD

3.1.5

02-1

Describe service definition and composition (SD 3.1.5, Figure 3.4)

SD

3.4
3.5

02-2

Define and explain business and service requirements (SD 3.4, 3.5)

SD

Fig 3.3

02-3

Describe the four Ps of service design (SD Fig.3.3)

SS

3.3

02-4

Differentiate between the various service provider types (SS 3.3)

SD

4.2.4.5

02-5

Define and explain the structure and presentation of a service catalogue
(SD 4.2.4.5)

3

Illustrate the five aspects of service design ( SD 3.7 up to but not
including 3.7.1)

2

SD

3.7

02-6

3
2
2
3

The recommended minimum study period for this unit is 3.0 hours.

Syllabus Ref.
SL:SCM03

Syllabus Area : Technology For Service Catalogue

This unit is designed to measure the candidate’s comprehension and use of technology and tools
that support service catalogue management. Upon completion of this unit the candidate will be
able to relate the functionality of technology and tools and their appropriate use in support of
service catalogue management. More specifically, the candidates must be able to:
SO

03-1

SS

3.1.3.4
7.1.1
7.4
7.2.2

Discuss the technology considerations for linking service requests to the
service catalogue (SO 3.1.3.4, 7.1.1, 7.4)

03-2

Explain the types of service technology encounters (SS 7.2.2)

SS

7.2.3

03-3

Describe the concept of self-service channels (SS 7.2.3)

7.1.1
03-4 Describe how various tools can assist in creating, managing and
7.1.6
maintaining the service catalogue (CSI 7.1.1, 7.1.6, 7.1.14, 7.1.15, SD
7.1.14
4.2.7)
7.1.15
SD
4.2.7
The recommended minimum study period for this unit is 3.0 hours.

2
2
2

CSI

Syllabus Ref.
SL:SCM04
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This unit is designed to measure the candidate’s comprehension of the roles and activities in
planning and implementing a service catalogue. Upon completion of this unit the candidate will be
able to outline the activities and roles of service catalogue management identify design
considerations and describe the various possible sections of a service catalogue. More
specifically, the candidates must be able to:
SD

SD

SD

SD

4.2.5
App. A

04-1

6.3.1
6.3.2
6.3.6
6.3.7.2
8.4
8.4.1
8.4.2
8.4.2.1
8.4.2.2
App. G

04-2

04-3

Describe the service catalogue activities and how to use the service
design package when creating a service catalogue (SD 4.2.5, Appendix
A)
Describe the roles required to manage the service catalogue (SD 6..3.1,
6.3.2, 6.3.6, 6.3.7.2)

4

3

Identify the design considerations in the context of an organization (SD
8.4, 8.4.1, 8.4.2, 8.4.2.1, 8.4.2.2 Figure 8.1)
4

04-4

Describe the outline of the various sections of a service catalogue (SD
Appendix G)

3

The recommended minimum study period for this unit is 3.0 hours.

Syllabus Ref.
SL:SCM05

Syllabus Area : Reporting Considerations

This unit is designed to measure the candidate’s capability to identify, explain and communicate
the reporting considerations such as challenges, critical success factors, and risks that impact
upon the effectiveness of a service catalogue. Specifically, the candidate must be able to:
CSI

CSI

SD

SD

4.1.5

05-1

5.5 to
5.5.4
5.7

05-2

4.2.9

05-3

4.2.8

05-4

Describe the 7-Step improvement process in order to better understand
the reporting cycle (CSI 4.1.5)
Describe how to tailor the reporting to specific target groups such as
senior management, operational management and the business (CSI 5.5
to 5.5.4, 5.7)
Identify the major challenge and risks facing the creation/development,
the management and the maintenance of a service catalogue (SD 4.2.9)
Explain the critical success factors for a service catalogue (SD 4.2.8)

The recommended minimum study period for this unit is 2.0 hours.

Syllabus Ref.
SL:SCM06
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This unit is designed to measure the capability of the candidate to describe and explain the key
components in the creation of a business case as it relates to a service catalogue, and explain
the various major sections of a business case as it relates to a service catalogue. Specifically, the
candidate must be able to:
SS

Table
3.14

06-1

Describe the five major sections of a business case (SS Table.3.14)

SS

3.6.1.1

06-2

Describe how a business objective is influenced by a business impact –
many to one and one to many (SS 3.6.1.1)

3
4

The recommended minimum study period for this unit is 2.0 hours.

Syllabus Ref.
SL:SCM07

Syllabus Area : Key Relationships & Touch Points

This unit introduces the candidate to relationships and touch points between the service
catalogue and other key processes. Specifically, after completion of this module the candidate will
be able to articulate the relationships between the service catalogue and some key processes.
The candidate must be able to describe how the following processes relate to the service
catalogue:
SO

SO

ST

4.3
4.3.4.2
4.3.5.2
4.3.6.3
4.3.8
4.3.9.1
4.5.4.2
4.5.5.1
4.5.6.4
4.3.4.2
4.3.5.3

07-1

Request fulfilment (SO 4.3 1st paragraph up to 4.3.1, SO 4.3.4.2,
4.3.5.2, 4.3.6.3, 4.3.8, 4.3.9.1)
2

07-2

Access management (SO 4.5.4.2, 4.5.5.1, 4.5.6.4)
2

07-3

Service asset & configuration management (ST 4.3.4.2, ST 4.3.5.3 – up
to (but not including) naming configuration items)

The recommended minimum study period for this unit is 1.5 hours.

Syllabus Ref.
SL:SCM08

Syllabus Area :
Summary, Exam Preparation & Directed Studies

This unit will summarize the material covered in the previous units and prepare the candidate for
the examination. The candidate will be given feedback on his/her learning and directions for
improvements.
Following this module, the candidate will prepare for the examination.
The recommended minimum study period for this unit is 1.0 hour.
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