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Section 1: Introduction to ITIL 4 and Service Management Fundamentals

.The evolution of ITIL: from processes to value systems e

.Key concepts of ITSM: value, outcomes, risks, and costs e

.(ITIL 4 Service Value System (SVS) and Service Value Chain (SVC e
:The guiding principles of ITIL4 e

.Focus on value

.Start where you are

.Progress iteratively with feedback
.Collaborate and promote visibility
.Think and work holistically

.Keep it simple and practical

N o U r W N R

.Optimise and automate

Section 2: Core ITIL 4 Practices and Application

.Overview of 34 ITIL 4 management practices e

.Service request management: handling user requests effectively e

.Incident management: restoring service quickly e

.Problem management: addressing root causes e

.Change enablement: balancing speed with risk control e

.Knowledge management: capturing and sharing organisational knowledge e

.Continual improvement: embedding improvement cycles into daily work e
Section 3: Service Design, Delivery, and Operation

.Designing services aligned with business needs e

.(Defining service level agreements (SLAs) and key performance indicators (KPIs e
.Service catalog management: defining service offerings e

.Capacity and performance management e

Availability and continuity planning e

.Supplier and third-party management in service delivery e

Section 4: Governance, Automation, and Digital Transformation

IT governance within the ITIL 4 framework



.The role of automation, Al, and self-service portals in modern ITSM e
.Robotic Process Automation (RPA) and Al-powered ticket management e
.Cloud service management within ITIL 4 e

.Data-driven service management using monitoring and analytics tools e

Section 5: Real-World ITSM Scenarios and Continual Improvement

.Case studies of ITIL 4 implementation in enterprise environments e
.(Managing complex hybrid IT environments (on-prem, cloud, SaaS e
TIL 4 High-Velocity IT: rapid delivery in digital organisations e
.(Designing practical Continual Improvement Models (CIM e
.Measuring success: service reporting and value stream mapping e

.Building an improvement culture within IT service teams e
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Best ITSM Tools in 2025: Compare Features, Prices & Reviews

Best ITSM Tools in 2025: Compare Features, Prices & Reviews

Discover the 10 best ITIL tools for 2025 with full ITSM features, Al-powered automation,
pricing, integrations, and expert comparisons to help you choose the perfect solution for

.your business
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