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WORKSHOP DESCRIPTION 

IT Service Management (ITSM) is a set of practices for managing and delivering IT services to 
an organization. It aims to align IT services with the needs of the business, focusing on value 
creation for customers and stakeholders. ITSM is widely adopted in organizations of all sizes 
and industries and is supported by numerous tools and frameworks to help organizations 
implement and manage their digital products and services effectively. 

Benefits of ITSM include: 

• Improved alignment of IT services with the needs of the business 

• Improved efficiency and effectiveness of IT service delivery 

• Improved service availability and reliability 

• Increased customer and user satisfaction 

• Enhanced value co-creation with stakeholders 

The focus of this ITSM 5.0 Basics workshop is based on practical guidance aligned with 
ITIL® (Version 5) concepts. It provides hands-on workshops on the elementary controls an IT 
service organization needs to achieve service control, predictability, and value creation 
across the product and service lifecycle. 
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I must say, the training is enlightening. I realized how little we know and with 

the training, we have much more insight and input and an idea how much more 

improvement is needed in our organization. 

IT Service Management Classroom 2 days 

TARGET AUDIENCE 

Individuals who work in the field of 
IT Service Management and 
practitioners that want to gain 
practical and hands-on knowledge 
and experience in the field of IT 
service management. 
 

PREREQUISITES 

Some practical experience in the 
field of IT Service Management. 

WHAT OUR PARTICIPANTS SAY 



Please Recycle 

RELATED TRAINING/WORKSHOP 

EDUCATION SOLUTIONS 

www.MindMagine.com/education-
solutions/ 

© Copyright 2026, MindMagine Asia 
Sdn. Bhd. All rights reserved. No part of 
this publication may be reproduced, 
transferred and/or shown to third 
parties without prior written consent of 
MindMagine. 

IT Service Management 5.0 Basics  

WORKSHOP MATERIAL 

Students will receive an IT Service Management classroom workbook containing the 
presentation materials. During the workshop additional materials will be handed out for 
exercises and further study. 

• ITIL® Strategy Version 5 

• ITIL® Product Version 5 

• ITIL® Service Version 5 

• ITIL® Experience Version 5 

• ITIL® 4 Specialist: Create Deliver 
& Support 

• ITIL® 4 Strategist: Direct, Plan & 
Improve 

• ITIL® 4 Specialist: High Velocity IT 

• ITIL® 4 Leader: Digital & IT 
Strategy 

• ITIL® 4 Specialist: Monitor, 
Support & Fulfil  

• ISO/IEC 20000 Auditor 

• ISO/IEC 20000 Practitioner 

• AgilePM® Agile Project 
Management Foundation 

WORKSHOP & LEARNING OBJECTIVES 

Following the completion of the workshop, participant will be able to: 

• Understand ITIL (Version 5) key concepts of digital product and service management; 

• Understand the ITIL Value System (ITIL VS) and its five components; 

• Contribute to the creation and optimization of service management controls and 
procedures aligned with ITIL practices; 

• Apply the ITIL Guiding Principles in daily operational activities; 

• Understand the value chain activities: discover, design, acquire, build, transition, operate, 
deliver, and support; 

• Set up and maintain Service Quality across the Four Dimensions of Product and Service 
Management; 

• Translate Operational, Tactical and Strategic procedures into effective activities; 

• Make reports on services and service targets transparently; 

• Have a clear grasp on what is required to manage IT services from an Operational, Tactical 
and Strategic perspective. 
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As MindMagine, we have coached 
and trained more than 65,000 
professionals over Asia and 
Oceania since 2001.  
 
The focus in our approach is to 
empower our participants by 
balancing practical experience and 
the theoretical background. The 
participants walk away with 
knowledge, experience and 
theoretical background to 
successfully utilize and apply what 
has been gained in our workshops. 
 
Our portfolio ranges from  
business services and processes to 
IT services and processes. This 
portfolio has enabled us to support 
our clients end to end in their 
organizations and enable synergy 
throughout corporate value chains. 

www.MindMagine.com/education-
solutions/ 

CONCEPTS COVERED 
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Operational Service Management 
• ServiceDesk 

• Provide a single point of contact for 
user issues and requests 

• Providing assistance, or access 
• Maintaining and sharing information 
• Capturing user feedback  

• Incident Management 
• Identification and logging 
• Initial assessment and classification 
• Investigation and diagnosis 
• Resolution and recovery 
• Follow-up and closure  

• Request Management 
• Identification and logging 
• Initial assessment and classification 
• Approval and fulfillment 
• Follow-up and closure  

• Problem Management 
• Identification and logging of 

problems 
• Root cause analysis 
• Resolution and recovery 
• Manage knowledge  

• Monitoring and Reporting 
• Detecting changes of state and 

signals 
• Reporting on events, incidents, and 

trends 
• Communicating performance against 

service management targets. 
 
 
 
 
 
 
 
 
 
 
 
 

Tactical Service Management 
• Change Management 

• Identify and assess change requests 
• Evaluate risks and impact 
• Authorize and prioritize changes 
• Manage change schedules  

• Release Management 
• Define and plan the requirements 
• Create and configure the service 

components 
• Test in a controlled environment 
• Package for deployment 
• Document and handover  

• Service Level Management 
• Define the service requirements and 

SLAs 
• Plan the delivery of the service 
• Agree and monitor the delivery 
• Review and evaluate effectiveness  

• Service Design 
• Define capacity requirements 
• Define availability requirements 
• Define security requirements 
• Define continuity requirements 
• Define supplier requirements  
 

Strategic Service Management 
• Service Planning 

• Align IT services with business 
strategy 

• Assess and plan the business value 

• Financial Management 
• Control and monitor IT budgets and 

costs 
• Manage expenses  

• Continual Improvement 
• Apply the ITIL Continual Improvement 

Model 
• Use the ITIL Guiding Principles to 

drive improvement  
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