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:By the end of this course, participants will be able to

.Understand the role of Al, machine learning, and automation in ITSM e

.Explore AlOps and its impact on proactive service management e

.Evaluate and select Al-driven ITSM platforms based on organisational needs e
.Implement Al-powered workflows for incident, problem, and change management e
.Leverage predictive analytics for continuous service improvement e

.Address security, compliance, and ethical considerations in Al-enabled ITSM e

s sqoal!

1 gl 5, 5ul0 sia

colaslaall L sl5S5 oolass 5 e o

cooleshaall U ol i€ il dgil] Slibee 3 ppeacasiall o

s gall ol slaall ln ol 515 i e libond] c(SI1 el pun

‘_;u?‘)ll Jsaill s e

w o slanll Lim o 5S35 £aS 5 53l <lum spiSll (6 ppins esleslaoll i sliSal apiudial! sy,
closlaall Lin 1S5 losa 5,10] Sies 5, Liane »

il deagia

¥l mss0.s eolpeall Uausis ill fuasafill o g all oo peamt plaill 8 Gy iy Ulelis Unga 555001 138 pty
0055, Liall Je Btpas . osla sy, Uil e Zaflall o, Latlly cise Loadl o Lislialls cipadl ol Il Ll s cilasl!
(g 3aill ool sl 5,10] Lol e ol (ST o seall oo slaall s ol iS5 lans 3,l] liate po §ublee
S wleaald! i g Y Jaall o lddaiy



adlall

ot o slaall lin oIS wlons 55007 e lilaad! SISt 8ale] 43sS) oLy GLiSaul 5800l 1ia Liss
Gyl Sloasl) 8,10] Jy saty &y jasil) odbelailly caias¥ly ¢ e lilaadl el Lo seaall Sl 5a¥ o 585 S o5, Lol
St Lo cipadlgll ool s 281 olalaidly ol o8 anl | gall iy bl Jle ein 28wl wllee ]
paaiuall Ly s oiisill ol o JI85 1 e oY1 oSIIL Lo seall Zoasd] ol i) 80Ul oppsigall
o llaall 50 S 53aus

Sl as e o slaall L slsiSs paige 5 8all 1ia o Say ciplonll oila sy s lindl o 2kl Guwdl mos IS (po
Lo sl oS 8 LSl olloall Jdiuwal wgiluw §o slaely o sl wloasdl 550] llee & elilha¥l oS4l
RSPV PN

o) bbaadls (uyeSIl (s sine

Section 1: Al Transformation in IT Service Management

.From traditional ITSM to intelligent automation e

.Key Al technologies: machine learning, natural language processing, AlOps e

Section 2: 2025 Landscape of Al-Driven ITSM Tools

Overview of leading platforms: ServiceNow, BMC Helix, lvanti Neurons, Jira Service e
.Management, SysAid

.Comparative analysis of core features, integrations, and industry suitability

Section 3: Predictive Incident Management and Automation

.Automated ticket routing and resolution e
.Self-healing systems and proactive failure prevention e

.(Reducing Mean Time to Resolution (MTTR e

Section 4: Al in Change and Problem Management

Automated change approvals and risk assessments e



.Dependency mapping using Al for safer deployments e

.Continuous improvement through real-time feedback loops e

Section 5: Analytics, Reporting, and Decision Support

.Predictive dashboards and KPI tracking e
.Resource forecasting and trend analysis

.Aligning service performance with business objectives e

Section 6: Security, Compliance, and Ethical Al Use in ITSM

.Integrating cybersecurity with Al-driven ITSM e
.(Data protection standards (GDPR, ISO 27001 e

.Ethical frameworks for responsible Al deployment e

Section 7: Developing Al-Enabled ITSM Strategies

.Organisational readiness for Al adoption e
.Roadmapping Al integration into ITSM environments e

.Change management for Al-driven service transformations e

Section 8: Real-World Case Studies and Industry Applications

.Successful Al-powered ITSM implementations across industries e

.Lessons learned and best practices for scalable adoption 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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