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Course Content & Outline

Section 1: Foundations of ITIL v4

.Core concepts and guiding principles of ITIL v4 e
.Service value system and value streams e

ITIL v4 practices vs. traditional processes e
.Aligning ITIL v4 with business strategy e



Section 2: The Evolution of ITSM Automation

Why ITSM needs automation in 2025
.Low-code vs. traditional development approaches
.Benefits of low-code platforms in ITSM environments

.Overview of leading low-code ITSM tools

Section 3: Incident and Request Management Automation

.Designing automated ticket routing and resolution
.Self-service portals and virtual agents
.Workflow automation for common service requests

.Reducing response time and improving customer experience

Section 4: Change and Problem Management Automation

Automated change approval processes
.Risk assessment through integrated dependency mapping
.Preventive problem management using predictive analytics

.Low-code workflows for controlled change deployments

Section 5: Integrating ITIL v4 with Agile and DevOps

.Bridging ITIL and Agile principles
.Continuous delivery pipelines and automated service validation
.Low-code solutions for supporting DevOps environments

.Enhancing collaboration between IT operations and development teams

Section 6: Automation Governance, Compliance, and Security

.Ensuring governance in automated ITSM environments
.Security considerations in low-code platforms
.(Data privacy and compliance standards (GDPR, 1SO 27001

.Risk management for Al-powered automation in ITSM



Section 7: Reporting, Analytics, and Continuous Improvement

.Building automated KPI dashboards e
.Monitoring service performance in real-time e
.Using analytics for service improvement cycles e

.Aligning metrics with business outcomes e

Section 8: Practical Workshops and Case Studies

.Real-world low-code automation projects e

.Group exercises: Designing automated ITIL v4 workflows e
.Case studies of successful ITSM automation implementations e
.Lessons learned and key success factors e
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Related Articles
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Best ITSM Tools in 2025: Compare Features, Prices & Reviews

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

.your business




