
Complex
Understandable in 
retrospect but 
unpredictable

Ordered
Clear causation

Chaotic
Crisis situation requiring 
immediate action

Confused
Where to start?

What is the vision?

Where are we now?

Where do we want to be?

How do we get there?

Are we getting there?

How do we
keep the 

improvements
relevant?

Take action

Creation

Curation

Clari-
fication

Cognition

Commu-
nication

Coordi-
nation

AI
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4 Dimensions

Value Streams

The ITIL Value System

ITIL Product and Service Lifecycle

Service Relationships

Roles

          

                  

            

           

     

                    

Service Journey

Consumer

Provider

6C Model (AI Capabilities)

Discover

Design

Acquire

Build

Transition

Operate

Deliver

Support

The Value Chain

Guiding Principles

Keep it simple 
and practical

Think and work
holistically

Start where
you are

Progress 
iteratively with 

feedback 
Focus on value

Collaborate
and promote 

visibility

Optimize and 
automate

The Continual Improvement Model

Complexity Thinking

Value Stream Mapping

Continual Improvement

Types of Service Relationships

Oppor-
tunity / 
Demand

Value

Value chain

Governance

Management
practices

Guiding
principles

Continual
improvement

Input Outcome
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Line/Band of visibility
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Groups of management practices

Product and service
management practices (22)

General
management practices (12)

Problem mgt

Change enablement

A d m    m   …

Org. change mgt

Risk mgt

A d m    m   …

Incident mgt

Service desk

Release mgt

Architecture mgt

Portfolio mgt

Continual improvement

ITIL Management Practices

Identify value stream

Map 'as-is' value stream 

Analyze value stream

Map 'to-be' value stream 

Plan/implement improvements


	Slide 1

