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Organizations operate in an increasingly complex digital environment in which 
Agile, DevOps, AI, and digitalization have become commonplace. With ITIL 5, the 
leading IT Service Management framework addresses this changing landscape 
by shifting toward value-driven Digital Product & Service Management. ITIL 5 
builds on ITIL 4, preserving existing investments while enhancing them with an 
integrated lifecycle approach to products and services. The framework breaks 
down silos, supports end-to-end accountability, and addresses AI governance as 
an integral part of service delivery. In addition, ITIL 5 shifts the focus from 
operational performance to value, customer or user experience, and 
organizational objectives. In doing so, ITIL 5 provides executives and IT leaders 
with a future-ready, consistent framework for modern IT service delivery.

ITIL 5: A future-oriented framework for 
modern IT Service Management
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Value creation through the 
design, delivery, support, 
and improvement of 
services.

Value creation through the 
integrated management of 
digital products and services.

The focus shifts from primarily 
services to integrated digital value 
propositions, with greater attention 
to product management. 

Seven guiding principles. The same seven guiding 
principles, with clarified 
descriptions and additional 
guidance on applying them in 
an AI context.

Organizations do not need to replace 
their existing principles, and ITIL 
provides a clear vision for applying 
the principles to AI.

34 practices in three 
groups: general, service, 
and technical management 
practices.

The same 34 practices, 
grouped into two categories: 
• general;
• product & service 

management practices.

Organizations that have already 
implemented ITIL 4 will see few 
changes at the process level.

Evaluate – Direct – Monitor. Evaluate – Direct – Monitor – 
Engage Stakeholders.

Stakeholder engagement is given a 
more explicit role in governance.

Automation through 
technology is present, but 
AI is not a separate core 
component.

AI is integrated into the 
application of the guiding 
principles; an ITIL AI 
Capability Model has also 
been added. ITIL positions the 
new version as “AI-native”.

AI is treated not only as a 
technology, but also from the 
perspectives of decision-making, 
change, and governance. 

Collaboration and value 
creation are encouraged, 
but product management 
does not have a separate, 
central position in the 
lifecycle

The integrated product and 
service lifecycle is central, 
including collaboration from 
discovery through support.

ITIL 5 seeks to further reduce the 
separation between development, 
product management, transition, and 
operations.

Customer experience is 
part of value and service 
quality.

Digital experience is given a 
more prominent and integrated 
role in design, delivery, and 
improvement.

The focus is not only on performance 
and availability, but increasingly 
on the experience of different 
stakeholders as well.

Primarily known as a 
framework for IT and 
service management, 
although its principles can 
be applied more broadly.

Explicitly positioned for use 
across the entire organization, 
from strategy and leadership 
to product, service, and 
operational teams.

ITIL is more clearly positioned as 
an organization-wide governance 
framework for digital products and 
services.

Aspect ITIL version 4 ITIL version 5 Implication

Scope

Guiding principles

Management practices

Governance

AI

Product and service silos

Experience – from 
Service Level Agreement 
(SLA) to Experience Level 
Agreement (XLA)

Organizational scope 
– Enterprise Service 
Management

INTRODUCTION

ITIL 5 was launched in February 2026. Over the 
course of this year, various modules and the well-
known ITIL process library (practices) will be 
updated in phases ([ITIL26]). Following a transition 
period, the existing ITIL 4 modules will be phased 
out in December 2027 ([Thom26]). Read on to 
explore what this new version of the well-known 
IT Service Management framework could mean for 
your organization and how ITIL 5 aligns with modern 
developments such as Agile, DevOps, and AI.

Table 1. Differences between ITIL 4 and ITIL 5 by aspect and their implications (based in part on [Peop26]).

In an environment where organizations are increasingly 
dependent on digital products and services, IT service 
delivery is becoming more complex. Agile and DevOps 
have become commonplace, while the use of AI and 
automation is evolving rapidly. With the introduction 
of ITIL 5, the leading IT Service Management (ITSM) 
framework explicitly responds to this reality.

ITIL 5 does not represent a fundamental break with pre-
vious versions, but rather a deliberate evolution from a 
process-driven ITSM framework to a value-driven Digital 
Product & Service Management framework. It builds on 
the core principles of ITIL 4 and refines them for a prod-
uct- and AI-driven context (see Table 1 for more details). 
In doing so, ITIL 5 provides organizations with a consis-
tent, future-ready reference framework for structuring 
and governing IT service delivery.
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1  A series of steps an organization uses to deliver products and 
services to its customers.

ITIL 5 explicitly aligns 
with Agile and DevOps 
principles

CONTINUITY AND INNOVATION – 
EVOLUTION, NOT REVOLUTION

A frequently asked question is whether the introduc-
tion of ITIL 5 requires a complete redesign of IT Service 
Management. This is explicitly not the case. The guiding 
principles, the four dimensions of service management, 
and the practice-based approach remain as relevant as 
ever. Existing investments in processes, governance, and 
tooling retain their value.

At the same time, ITIL 5 shifts the perspective. The focus 
moves from individual processes to how organizations 
create end-to-end value through digital products and 
services. This better reflects how IT organizations are 
structured and managed today.

ONE INTEGRATED LIFECYCLE FOR 
PRODUCTS AND SERVICES – FROM 
IT SERVICE MANAGEMENT (ITSM) 
TO DIGITAL PRODUCT & SERVICE 
MANAGEMENT

A key development in ITIL 5 is the explicit product and 
service lifecycle. The framework is repositioning and 
broadening its scope from traditional IT Service Manage-
ment (ITSM) to Digital Product & Service Management 
to better align with product- and service-oriented think-
ing. Design, development, transition, and operations are 
no longer approached as separate domains, but as parts 
of a single, integrated value chain. This approach helps 
organizations break down silos and establish end-to-end 
accountability.

In practice, we find that handoffs between (as well as 
within) development and operations often lead to delays, 
loss of quality, and unclear ownership. ITIL 5’s lifecycle 
approach provides a common language for addressing 
these challenges and systematically optimizing value 
streams.1   

AI GOVERNANCE AS AN INTEGRAL 
PART OF DIGITAL PRODUCT & SERVICE 
MANAGEMENT

AI applications are increasingly becoming part of day-to-
day IT operations. At the same time, many organizations 
lack a coherent framework for governance, transparency, 
and risk management. ITIL 5 explicitly recognizes this by 
addressing AI governance alongside the question of how 
AI can support automation.

The framework provides guidance on the responsible use 
of AI, with a focus on ownership and compliance, includ-
ing the validation and monitoring of outcomes. In this 
way, ITIL 5 helps organizations transition from experi-
menting with AI to deploying it in a controlled, scalable 
manner as part of regular service delivery.

FROM OPERATIONAL PERFORMANCE TO 
VALUE AND EXPERIENCE

Where organizations have traditionally focused heavily 
on SLAs and operational KPIs, ITIL 5 emphasizes the 
importance of value, outcomes, and experience. Avail-
ability and stability remain essential, but are no longer 
the only criteria for success. User experience and the con-
tribution to organizational objectives are given greater 
prominence in so-called Experience Level Agreements 
(XLAs). A concrete example is the shift from measuring 
the time taken to resolve a ticket to using a performance 
indicator that measures how clearly the help desk 
explained the solution or whether the user considers the 
issue to have been resolved.

This shift requires organizations to reassess their man-
agement information and performance indicators. 
Organizations that succeed in doing so strengthen IT’s 
position as a strategic partner to the business and its 
customers.

SUPPORT FOR AGILE AND DEVOPS WAYS 
OF WORKING

ITIL 5 explicitly aligns with Agile and DevOps principles 
([Walt26]). The framework supports iterative ways of 
working, short feedback loops, and close collaboration 
between development and operations, without losing 
sight of the importance of clarity in decision-making, 
roles and responsibilities, and control. For organizations 
seeking to strike a balance between speed and reliability, 
ITIL 5 provides a practical and flexible framework for 
systematically addressing these tensions.
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BROAD APPLICABILITY ACROSS THE 
ORGANIZATION – ENTERPRISE SERVICE 
MANAGEMENT

ITIL 5 positions itself not solely as an ITSM framework, 
but as relevant to every role and every organization. 
This makes the framework particularly well suited as a 
foundation for Enterprise Service Management, applying 
the same principles to other support services, such as 
HR, facilities, or security services. Rationalizing these 
services within the same existing ITSM tool creates 
opportunities to expand the range of services available to 
users, supported by self-service and automation.

CONCLUSION

ITIL 5 offers opportunities to modernize IT Service 
Management (see Figure 1). However, there are also some 
caveats. For organizations that are not yet organized 
around products and services, the move to ITIL 5 may be 
too great a step. For organizations already in the midst of 
such a transition, however, ITIL 5 can help them break 
free from the “old world.”

AI governance may also be perceived as premature by 
organizations where AI has not yet been widely adopted. 
The question, of course, is whether individual parts of 
the organization might otherwise embark on their own 
adoption initiatives without the benefit of knowledge 
about governance and compliance considerations. It 
therefore remains to be seen whether the latest—and as 
yet largely unproven—version of the ITIL framework 
provides sufficient guidance to overcome challenges of 
this kind. Nevertheless, the positioning and timing of 
this new iteration of ITIL are well aligned with current 
market developments and challenges. ITIL 5 represents 
a logical and necessary evolution of IT Service Manage-
ment, whose reputation suffered somewhat during the 
Agile and DevOps era.

By integrating product and service domains, explicitly 
addressing AI governance, and shifting the focus toward 
business value and customer experience, the framework 
is better aligned with the challenges facing modern orga-
nizations. For executives and IT leaders, ITIL 5 provides 
a solid foundation for continuing to develop IT service 
delivery in a future-oriented and controlled manner 
toward an AI-driven product and service organization. 
Whether the well-known ITSM framework will continue 
to keep pace with market developments in the future 
remains to be seen. 

Figure 1. Overview of the opportunities offered by modern IT Service Management.

Managing for end-to-end value and user experience
• Shift from process-driven ITSM to value-driven Digital 

Product & Service Management.

• Focus on business value, outcomes, and user 

experience (XLAs rather than SLAs).

• Stronger positioning of IT as a strategic partner to the 

business.

• Better-informed prioritization and investment decisions 

based on impact and value.

Breaking down silos and 
enabling end-to-end delivery
• One integrated lifecycle 

(design → build → run  → improve)

• Breaking down silos and strengthening 

end-to-end ownership.

• Fewer handoffs, resulting in higher quality 

and fewer delays.

• Combining Agile/DevOps speed with 

governance and control.

Foundation Enterprise Service Management
• Applicable beyond IT (HR, facilities, security).

• One consistent service delivery model across 

the organization.

• Supports scalable digitalization and 

standardization.

Maximizing value from ITSM investments
• No reset required: existing processes, tooling, and 

governance remain relevant.

• Opportunity for gradual transformation without disruption.

• Faster adoption by building on existing maturity.

Scaling AI in a controlled manner
• ITIL 5 provides guidance on AI governance (ownership, monitoring, 

compliance).

• Moving from experimentation to structured, scalable AI adoption.

• Better risk management and greater transparency around AI 

outcomes and value. 
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