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Introduction
In today's digital era, Information Technology Service Management ITSM has become a cornerstone for
aligning IT services with business objectives. This comprehensive 5-day course is designed to equip
participants with an in-depth understanding of ITSM principles, frameworks, and best practices.
Emphasizing the latest advancements in IT service management, the course focuses on enhancing service
delivery, improving customer satisfaction, and driving business value. Combining theory with real-world
application, this course prepares participants to effectively manage IT services in dynamic and rapidly
changing environments.

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

• Define IT service management and understand its importance in modern organizations.
• Apply leading frameworks such as ITIL, COBIT, and ISO/IEC 20000.
• Implement best practices for service design, transition, and operation.
• Utilize modern tools and technologies to enhance IT service delivery.
• Align IT services with business goals and improve customer satisfaction.
• Manage service risks, measure performance, and drive continuous improvement.
• Lead ITSM projects and foster a culture of ongoing enhancement within their organizations.

Course Outline

Day 1: Fundamentals of ITSM & Global Frameworks

• Introduction to ITSM: concepts, scope, and value.
• Overview of key frameworks: ITIL, COBIT, ISO/IEC 20000.
• The role of ITSM in business strategy and operations.

Day 2: ITIL Framework and Service Lifecycle

• Key stages: Service Strategy, Service Design, Service Transition, Service Operation, and Continual
Service Improvement CSI.

• Core processes and roles in each stage.
• Enhancing service quality through ITIL practices.



Day 3: COBIT & ISO/IEC 20000 Essentials

• COBIT: governance, control objectives, and risk mitigation.
• ISO/IEC 20000: standards, certification, and implementation approaches.
• Integrating multiple frameworks into practical ITSM environments.

Day 4: Service Operations, Tools & Continuous Improvement

• Incident, problem, change, and access management processes.
• Automation, AI, and cloud-based ITSM tools.
• Metrics, key performance indicators KPIs, and the Continual Service Improvement CSI model.

Day 5: Strategic Alignment, Leadership & Future Trends

• Aligning IT services with business goals and Service Level Agreements SLAs.
• Business relationship management and customer satisfaction strategies.
• Leading ITSM initiatives and effectively managing change.
• Future trends in ITSM and building a high-performance IT service culture.

Why Attend this Course? Wins & Losses!
In an increasingly competitive and fast-paced digital world, organizations cannot afford the “losses” caused
by poor service delivery, misaligned IT initiatives, or outdated processes. This course empowers participants
to transform these potential losses into “wins” by mastering proven ITSM frameworks and practices.
Attendees will gain the skills and confidence needed to drive operational efficiency, reduce service-related
risks, and deliver higher value to customers and stakeholders. Investing in this course supports both
personal and professional growth, while contributing to the development of resilient, agile, and
business-aligned IT organizations.

Conclusion
This comprehensive 5-day course offers a complete journey into the world of IT Service Management,
combining in-depth theoretical knowledge with practical, actionable skills. Participants will leave better
equipped to lead ITSM initiatives, support business objectives, and adapt to the evolving demands of
modern IT environments. Join us to transform your IT services into a strategic asset and become a catalyst
for organizational success.


