
ITIL at an Inflection Point

Why Change is Necessary
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Agenda

• Why did we need to update ITIL?

• What has Changed?

• New Books, New Certifications, 

New Paths



Why did we need 
to update ITIL?



Why do we need an update?

• Digital technology has fueled specialization
• Specialization has led to fragmentation

• Cloud and AI have moved digital technology decisions into the 
business

• Business units are performing more development and management of 
digital technology

• Managed service provider revenue has tripled in 5 years
• Many IT functions are being outsourced

• Focus is shifting to relationship management

• AI has accelerated the rate of change
• Development and operations cycles are happening in real time



Each step adds enterprise strength — governance + flow + experience + AI-aware strategy.

Control
ITIL v2

Alignment
ITIL v3

Decentralization
ITIL 4

Integration
ITIL (Version 5)

Enterprise impact increases

Strategic Digital 
Enterprise

ABC’s choice:
Instead of “version chasing,” 
they invested in outcomes:
• operating model clarity 
• value streams 
• experience signals

ABC Company: Capability Maturity

Stabilization
ITIL v1



Value in ITIL v3

Our Organization

Business Unit 1
(Customer)

Business Unit 2
(Customer)

Business Unit 3
(Customer)

External 
Customers

IT Department
(Service Provider)

Supplier 1

Supplier 2

We Create Value
Customers Get 

Something 
Valuable

We Realize Value



Value in ITIL 4 and Beyond

Customers
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Org Unit

Things we do to create value (value streams)

Org Unit Org Unit Org Unit

Partners

Commodity Suppliers

Org Unit



What Has 
Changed?



Digital Products and Services

Product

A configuration of an organization’s 

resources designed to offer value 

for a consumer.

Service

A means of enabling value co-

creation by facilitating outcomes 

that customers want to achieve, 

without the customer having to 

manage specific costs and risks.

Digital product

A combination of an organization’s 

resources based on digital 

technology and designed to offer 

value to consumers.​

Digital service

A service that fully or largely relies 

on digital products.​



The Product and Service Lifecycle



The Value Chain

Opportunity Outcome



The Service Journey



Service Level Metrics

Utility Warranty

Experience Sustainability

Service Level
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Applying the Guiding Principles
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Applying the Guiding Principles

Focus on Value



The Role of AI
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Framework Integration
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New Books
New Certification
New Paths





“We need a common language and starting point.”
ITIL Foundation

Build shared understanding across teams.

“We’re struggling to align product and service 

delivery.”

ITIL Product and ITIL Service

Unify delivery across the lifecycle.

“Experience and outcomes matter more than processes.”
ITIL Experience

Design and measure value.

“We need leadership alignment and direction.”
ITIL Strategy

Connect vision, priorities, and execution.

“We need to make this real across the organization.”
ITIL Transformation (How to Implement)

Embed ITIL and drive change at scale.

“We’re adopting AI and need governance.”
ITIL AI Governance

Adopt AI responsibly and with confidence.

Product Mapping

ITIL gives leaders, teams, and partners a common language to align strategy, operations, and customer 
experience, without losing what already works. 

© ITSM Academy unless stated otherwise.



ITIL 4 Qualification ITIL (Version 5) Entry Point

ITIL 4 Foundation Valid as prerequisite for ITIL (Version 5) advanced modules

ITIL 4 Practice Manager
ITIL  (Version 5) Transformation course to earn ITIL (Version 5) Practice 
Manager designation

ITIL 4 Managing Professional
ITIL (Version 5) Managing Professional Transition (MPT) course to earn an 
ITIL (Version 5) Managing Professional designation

ITIL 4 Strategic Leader
ITIL Transformation course to become an ITIL (Version 5) Strategic Leader 
designation

ITIL 4 Master
ITIL (Version 5) Managing Professional Transition (MPT) course to earn ITIL 
(Version 5) Master designation

Transition from ITIL 4 to Version 5

© ITSM Academy unless stated otherwise.

An ITIL Foundation Bridge course will be available for professionals working in organizations where RFx requirements explicitly call for ITIL 
(Version 5) Foundation certification, as well as for anyone else seeking a streamlined path to the latest ITIL Foundation credential.
ITSM Academy is also developing micro-learnings, to assist our clients and alumni. More details TBA soon.
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ITIL v3 Qualification ITIL (Version 5) Entry Point

ITIL v3 Foundation Start with ITIL (Version 5) Foundation

ITIL v3 Intermediate or Capability 
(1–4 modules)

Start with ITIL (Version 5) Foundation

ITIL Expert (v3)
ITIL v3 Managing Across the Lifecycle (MALC)

ITIL (Version 5) Managing Professional Transition (MPT) course to earn ITIL 
(Version 5) Managing Professional designation

ITIL Master (v3)
ITIL (Version 5) Managing Professional Transition (MPT) course to earn ITIL 
(Version 5) Managing Professional designation

Transition from ITIL 3 to Version 5



OK! Time for Questions

And Answers!
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