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WHAT WE HAVE FOUND 

The Fundamentals of service 

management remain as important 

today as ever before 

We need evolving, practical 

guidance on the application of 

new technologies and ways of 

working as they emerge 

People – the culture and mindset 

of an organisation – are the most 

important enabler 

Customer value must be at the 

heart of everything we do 
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From process focus to holistic view 

From fragmented lifecycle to the end-to-end 

From major releases to continual improvement 

From operational silos to flexible value flow 

 

The guiding principles  

and continual improvement are central 

 

 …and the Guiding Principles are central 

ITIL IS EVOLVING… 
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18 FACE-TO-FACE SESSIONS 

6 COUNTRIES 

360 TRAINERS 
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