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IT Service Management:
The Value Beyond Frameworks

]| COURSE DELIVERY ] DURATION
3 Classroom / In-house

TARGET AUDIENCE IT Service Management (ITSM) has become a crucial component of most organizations today.
e Individuals at the start of their It helps to streamline the activities of Information Technology into customer-facing services,

journey in Service Management which in turn improves the overall customer experience.

« ITSM Managers and aspiring ITSM can be a complex and challenging undertaking, but it can also be a very rewarding one.

ITSM Managers By implementing ITSM, organizations can improve the quality, efficiency, and effectiveness of

their IT services.
e Individuals working in other parts

of “IT" (digital, product, This can lead to a number of benefits, such as improved customer satisfaction, increased
development)  with  strong productivity, and reduced costs.

interface with service delivery. Today, there are different IT Service Management best practices frameworks like ITIL, FitSM

and Unified Service Management (USM) which are being adopted by organizations globally.

ITIL and FitSM, are both frameworks for IT service management while USM is a Service
management method for the entire organization. They all share the same goal though, which
is to improve the quality, efficiency, and effectiveness of IT services. However, they differ in
their approach to achieving this goal.

o ITIL® (Version 5) is the most widely used Global Best Practice framework for digital
product and service management. Building on its strong IT Service Management heritage,
ITIL now expands into Digital Product and Service Management. It provides a holistic,
practical, and coherent framework supported by a comprehensive body of knowledge,
including guidance on Al integration and modern ways of working.

o FitSM® is a newer framework for IT service management. It is designed to be more agile
and flexible than ITIL. FitSM is based on a set of principles that can be adapted to the
specific needs of each organization.

* USM is the newest framework for service management. It is designed to be even more
agile and flexible than FitSM. USM is based on a set of building blocks that can be
combined to create a tailored solution for each organization.

This IT Service Management: The Value Beyond Frameworks workshop aims to
introduce the different frameworks, what they offer and how organizations need to
approach their implementation by adopting and adapting them according to their needs.
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EMPOWERING PROFESSIONALS

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/
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WORKSHOP & LEARNING OBJECTIVES
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Upon successful completion of this workshop, candidates can expect to understand:

» Overview of the most widely used IT Service Management frameworks.
o |TIL (Version 5)
o FitSM

¢ USM

e This IT Service Management: The Value Beyond Frameworks workshop aims to introduce
the different frameworks, what they offer and how organizations need to approach their

implementation by adopting and adapting them according to their needs.

CONCEPTS COVERED

The following subjects will be dealt with during this workshop:
e Introduction and overview of ITIL (Version 5) including the:
» Key concepts of digital product and service management

e ITIL Value System (ITIL VS)

ITIL Guiding Principles

» Four Dimensions of Product and Service Management

Value Chain and Product and Service Lifecycle Model

« Management Practices (34 practices)

Continual Improvement
« Value Streams
e Introduction and overview of FitSM
e Approach
e Principles
e Process model
¢ Introduction and overview of USM
e What is USM
¢ Positioning USM
* USM Concepts
+ Implementing IT Service Management
» Considerations for adopting and adapting best practices
» Impact of other frameworks and best practice on IT Service Management
e Integration with DevOps and PRINCE2
« Al governance and its impact on service management

e Tailoring your Service Management
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