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The Call for Speakers for ITSM26 has now closed and we’re busy 
reviewing the submissions for the agenda.  

Our flagship event in Milton Keynes in November offers more than 
50 educational sessions over two days, with speakers drawn from 
across the service management community and excellent 
opportunities to network with your peers. 

If you’re planning to attend as a delegate, now is the time to book 
your place at our Early Bird rate.  

Check out the details on the website. 

Book your Early Bird place at ITSM26 

ITIL Performance Benchmarking: take part in the survey! 
 

As part of the launch of PeopleCert’s ITIL Performance 
Benchmarking Model, we’re inviting itSMF UK members to take part 
in a survey to help establish industry benchmarks for digital 
technology management.  
 

In return, participants will receive the full benchmarking report (Q2) 
that will provide insight into how your organisation compares with 
industry peers across key strategic focus areas. 
 

• Further info on the PBM       
• Take part in the survey  

 

AI is already beginning to reshape how IT service teams operate; 
from automation and diagnostics to knowledge management, 
incident resolution, and customer experience. The real question for 
service organisations isn’t whether AI is coming, but whether we’re 
ready for it. 
 
In this Lunch & Learn, Val Wilson will share practical insights on 
what readiness for AI in ITSM actually looks like: the foundations 
that teams need, the mindset shifts required, and the steps 
individuals and service organisations can start taking now to 
position themselves for the future. 
 
Book your free place. 
 

AI in ITSM: ready or not, it’s here! 

https://www.itsmf.co.uk/itsm26/
https://www.itil.com/organizations/itil-performance-benchmarking-model
https://forms.gle/Q6YLgYgZm4upx6b6A
https://www.itsmf.co.uk/event/online-ai-in-itsm-lunch-and-learn-may26/
https://forms.gle/Q6YLgYgZm4upx6b6A
https://www.itsmf.co.uk/itsm26/
https://www.itsmf.co.uk/event/online-ai-in-itsm-lunch-and-learn-may26/
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The itSMF UK blog provides a range of insightful content about 
service management topics of every kind. Two new articles were 
added during February; why not give them a go? 
 
• ITIL 5, AI, and the return of grown-up service management 

Barry Corless considers why accountability, governance, and 
judgement matter more than ever in an AI-driven world. 

 
• ITSM25 – spies, shadow AI, vibe coding and wizards 

Simon Rolley offers his key takeaways from ITSM25, itSMF 
UK’s Annual Conference. 

 

     

Last month we welcomed Roman Zhuravlev, Senior ITIL Architect 
at PeopleCert, for our first webinar of 2026, featuring an update on 
the new version of ITIL. 
 
Roman explained how the framework is evolving to meet the 
needs of today’s digital‑first and AI‑enabled environment, ensuring 
it remains relevant, practical, and forward‑looking. He also 
discussed how ITIL is being strengthened to provide a fully holistic, 
end‑to‑end operating model that reflects the way modern 
professionals and organisations collaborate, innovate, and 
co‑create value. 
 
If you missed it, you can catch up here: ITIL in 2026 and Beyond. 

Catch up with a recording… ITIL in 2026 and beyond 

12 March, 12:00 - 13:00 - Online Delivery 
 
This webinar, led by service management titan Mark Smalley, 
outlines an approach for "selling" Experience Level Agreements 
(XLAs) and other forms of experience management to the C-level.  
 
XLAs emphasise user experience and business impact, extending 
traditional Service Level Agreements (SLAs) that focus solely on 
technical and often irrelevant metrics. 
 
Book now! 
 

Curl up with a good blog… 

Webinar: Selling Experience Management and XLAs to C-Level 

https://www.itsmf.co.uk/grown-up_sm/
https://www.itsmf.co.uk/spies_and_wizards/
https://youtu.be/eV8gCDh_YX0
https://www.itsmf.co.uk/event/webinar-xla-to-clevel/
https://www.itsmf.co.uk/event/webinar-xla-to-clevel/
https://www.itsmf.co.uk/blog/
https://youtu.be/eV8gCDh_YX0

