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Continued Professional 
Development (CPD)
• CPD is enormously important to respondents, but 

less so for the wider organization. 

• Employers appear to offer little information on 
CPD.

• Almost all project and programme managers see 
CPD as highly important to them.

• Investing in CPD commonly involves taking up 
training courses, reading literature, and gaining 
formal qualifications.

ITIL for Digital & IT Strategy: 
Developing Digital Leaders 



THE IT AND DIGITAL 
LANDSCAPE



▪ Digital Leaders today include Digital product 
managers, Developers, Cloud engineers

▪ Key pain points/problem statements:
- Remain ahead of the curve – keep up with 
change
- Continue to deliver high quality work as 
demand increases
- Ensure organizational support and investment 
for IT/digital projects

DIGITAL LEADERS PAIN POINTS/PROBLEM STATEMENTS



FAILED BUSINESS VALUE & BUSINESS OBJECTIVES



DIGITAL CAPABILITIES
UX, CX, OPS, LEADERSHIP, GOVERNANCE

“technology leadership is not just about IT leaders, 
although they are part it. It’s not just about technical 
skills, although they’re essential. It’s about merging the 
skills and perspectives of business and IT leaders so that 
they drive transformation together.”

― George Westerman, Leading Digital: Turning 
Technology into Business Transformation

▪ George Westerman, one of the leading 
digital business thinkers, suggests that 
when digital transformation is done 
correctly, "it is like a caterpillar turning 
into a butterfly," but when done wrong, 
"all you have is a really fast caterpillar.”



▪ See the bigger picture

▪Go beyond ITIL is for only IT – in fact, ITIL is 
for the Business because in today’s 
business that is evolving rapidly towards 
digital transformation.

▪ Service Management in the digital world is 
the key for business success since user 
experience (UX) is critical in digital business 
to improve customer satisfaction, hence 
digital leaders must lead this challenge in 
business!

USER EXPERIENCE (UX) IN DIGITAL BUSINESS TO 
IMPROVE CUSTOMER SATISFACTION



▪ Different organisations have different life 
cycle maturity stages which offer different 
value optimisation outcomes.

▪ Make informed decisions by considering an 
organisation’s current context and life cycle 
maturity stage as ITIL4 can be adopted with 
flexibility and on-demand requirements.

▪ Encourage collaboration at all levels in 
adopting ITIL4 to unlock the Value 
Optimisation for your business and 
customers.

LIFE CYCLE MATURITY & VALUE OPTIMISATION



BUSINESS/DIGITAL TRANSFORMATION

Experience 

transformation

Operational 

transformation
Cultural 

transformation

Business 

transformation

ITIL 4



ITIL

Think and work 
holistically

Start where you 
are

Keep it simple and 
practical

Optimize and 
automate

Tailor to suit the 
business strategy

Learn from 
experience

Focus on products

Manage by 
exception

BUSINESS

ITIL & DIGITAL STRATEGY PRINCIPLE SYNERGIES



ITIL BUSINESS

ITIL & DIGITAL STRATEGY PRINCIPLE SYNERGIES

Focus on Value

Start where you 
are

Progress iteratively 
with feedback

Collaborate and 
promote visibility

Continued 
Business 

Justification

Learn from 
experience

Manage by stages

Defined roles and 
responsibilities



What is ITIL4? 

▪ ITIL4 supports organizations to gain 
optimal value from IT and digital 
services.

▪ ITIL4 provides an end-to-end IT/digital 
operating model, covering the full 
delivery (and sustaining) of tech-
enabled products and services.  

ITIL4 SUPPORTS ORGANIZATIONS TO GAIN 
OPTIMAL VALUE FROM IT AND DIGITAL SERVICES



Guidance prepares IT/digital 
professionals with the skills 

needed for managing services the 
digital age



➢ The most widely recognized 

framework for IT/digitally enabled 
services in the world

➢ Provides practical and proven 
guidance for establishing a service 

management system

➢ Provides a common language and 
operating model for businesses using 

IT-enabled services



Who is ITIL   4? 
▪ ITIL is 4 working professionals who design and/or manage the 

delivery and support of IT-enabled products and services.

▪ ITIL provides guidance on customer experience; user 
experience design and customer journey mapping, enabling 
organizations to ensure that customers are always front of 
mind, improve customer experience and deliver IT-enabled 
products and services.

▪ Optimize product and service management by promoting a 
holistic approach to innovation and development. Utilize ITIL 4 
to develop cross-functional multidisciplinary teams that have 
broad and specialist knowledge in: IT service management 
(ITSM); DevOps, Agile and Lean ways of working; and the 
application of proven technologies, including cloud, big data 
and automation; and emerging technologies such as AI and 
machine learning.

▪ Reskill and upskill to future-proof your career with globally 
recognized and valuable certifications and knowledge that will 
provide job security at a time when technological practices, 
such as automation, are transforming the future of work. 

ITIL FOR DIGITAL LEADERS 



WHO USES ITIL?

Information and Communications Technology

Professional services

Financial services

Public Services and Admin

Telecommunications

Engineering

Healthcare

Media and entertainment

Manufacturing

• Q: Which of the following best describes your organisation's main area of business activity? (those who use ITIL) 
AXELOS AWARNESS AND PERCEPTION SURVEY, DEC 2019



Why is ITIL   4U ? 
▪ The guidance in ITIL will enable professionals to meet the 

evolving needs of their organizations, which are operating 
in increasingly volatile, uncertain, complex and ambiguous 
(VUCA) environments. ITIL 4 will also help professionals to 
tackle digital disruption; balance legacy processes with 
agile approaches; improve speed to market and speed to 
value and ensure that their organizations remain 
competitive.

▪ ITIL co-creates value with stakeholders, including 
consumers, users and regulatory bodies. Obtaining ITIL 4 
certifications will teach you the concepts of service 
management, help professionals to understand what value 
means and how they contribute to value creation within 
their organizations. 

▪ ITIL will boost employee and customer experience by 
upskilling and reskilling teams in globally recognized 
certifications will equip them with valuable digital skills in 
line with future trends and challenges; provide job security 
in the face of increasing uncertainty; and address internal 
and external skills gaps.

ITIL C0-CREATES ORGANISATION VALUE



Key benefits of ITIL 4

✓Meet increasing customer demands

✓Drive business strategy 

✓ Increase speed, efficiency and agility 

(Agile, Lean, DevOps)

✓Adapt to new technologies 

✓Mitigate risk and eliminate wasteful work

✓Ensure digital success via a practical strategy 

✓Embed a digital culture that brings results 

✓ Improve employee satisfaction 



Adapt

Adopt

Continuous 
Improvement

ITIL4 DEPENDS ON WHAT ISSUE IS BEING 
ADDRESSED, OR WHAT OUTCOME IS NEEDED

How do you adapt and adopt ITIL4 ? 
▪ There is no correct answer because it depends on 

what issue is being addressed, or what outcome is 
needed. 

▪ Continuous improvement is a good starting point 
by first generating (and maintaining) a list of 
desired changes, prioritising them based on needs 
of the business organisation.

▪ Start improving these desired changes in an 
incremental way.



PUBLIC

Students

• Access to data driving more informed choice

• Tuition fees: value for money

• Increasingly international

• Expectation of flexible learning options

Employers

• Expectations of a learning curriculum directly relevant to their needs

• Employability is key: early contribution from new starters required

• The Skills Gap: changing needs of business

• ‘1 + 1’: academic qualification AND business certification

CHANGES TO GLOBAL HIGHER EDUCATION & 
ACADEMIA UNIVERSITY LANDSCAPE



PUBLIC

Universities

• Rise of online/distance learning 

• How to differentiate from competition

• Pressure on budgets – additional sources of revenue

Government/Legislation

• Funding support increasingly tied to employability

CHANGES TO GLOBAL HIGHER EDUCATION & 
ACADEMIA UNIVERSITY LANDSCAPE



UNIVERSITIES PARTNERING WITH OUR ATO’S



UNIVERSITIES THAT HAVE BECOME OUR DIRECT ATO’S



• The top professional certification subjects are ITSM 
and Project Management for both decision makers and 
end-users

• ITSM (ITIL) and PPM (AXELOS ProPath) are industry 
certifications sponsored and earned by working 
professionals worldwide

• 97% of decision makers and 84% of end-users say 
certifications have a positive impact

• Majority of end-users pursue certifications to build new 
skills (66%) and gain confidence in professional skills (52%)

THE POWER OF CERTIFICATION



▪ Key pain points/problem statements:
- Remain ahead of the curve – keep up with change
- Continue to deliver high quality work as demand 
increases
- Ensure organizational support and investment for 
IT/digital projects

▪ How does ITIL 4 solve their needs?
- Align teams (eg Dev and Ops) with a common 

language and operating model
- Integrate new technologies or working methods in a 

stable way for continual improvement
- Ensures IT and digital approaches align and 

influence organizational strategy

DIGITAL LEADERS PAIN POINTS/PROBLEM STATEMENTS



IT/Digital Leaders 

Organisations

Digital Services Economy

4 Value

ITIL SUPPORTS ORGANIZATIONS TO GAIN 
OPTIMAL VALUE FROM IT AND DIGITAL SERVICES
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