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Selected ITIL practices and key terms
e Service management practices

e General practices

e Technical practices

Using ITSM softwares

Guide to pass the ITIL4 exams
Q&A

Course Wrap-Up

Key Concepts of Service Management

e Value Creation, outcomes, costs
and risks

e Services and service relationships

e The four dimensions

e The ITIL service value system

e The activities of the service value
chain

e The nature and use of the guiding
principles
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