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Duration: 5 Days

Language: ar

Course Code: PI1 - 135

Objective

: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
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Training Methodology
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Summary
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Course Content & Outline

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
.Self-healing systems and proactive failure prevention

.(Reducing Mean Time to Resolution (MTTR

Section 4: Al in Change and Problem Management

Automated change approvals and risk assessments
.Dependency mapping using Al for safer deployments

.Continuous improvement through real-time feedback loops

Section 5: Analytics, Reporting, and Decision Support

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

.Aligning service performance with business objectives

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

Integrating cybersecurity with Al-driven ITSM
.(Data protection standards (GDPR, ISO 27001
.Ethical frameworks for responsible Al deployment

Section 7: Developing Al-Enabled ITSM Strategies

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

.Change management for Al-driven service transformations

Section 8: Real-World Case Studies and Industry Applications

.Successful Al-powered ITSM implementations across industries

.Lessons learned and best practices for scalable adoption
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Related Articles

]

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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