
Humanising IT TM

BOOTCAMP

Human-centred design for IT service management
1. What is this course about?
You would be right to question how these two disciplines could effectively fuse together, but they are more related than you might initially assume.
The goal of Humanising ITTM is to break down the barriers not just between the business and IT departments, but within IT departments themselves.

2. Course Objectives
This course presents a foundational level of understanding of human-centred design and IT service management. Knowledge gained in 
this course serves as a foundation for following courses which explore the topic in further depth.
By the end of this course, learners will be able to draw upon practical, actionable tools to ensure human-centred design values are being 
embedded in their workplace.

3. Who should take this course?
This course is designed for everyone who has a role in delivering IT services, from service desk analysts to software developers to CIOs 
and every human in between.
This course is also applicable to individuals who are interested in learning more about successful IT service management and the 
value of prioritising the human experience. While learners who currently work in an IT-related role at any level would gain the 
most benefit from this course, learners do not need any prior experience in IT service management or human-centred design.

4. Prerequisites
Prerequisites for this course are very flexible to allow as many learners to experience Humanising ITTM as possible. Learners do not need 
any prior experience in IT service management or human-centred design.
That said, learners who currently work in an IT-related role at any experience level or seniority would gain the most benefit from this course.

Module 1 2 3 4 5 6
IT service management 
culture.

Has it really been 
defined? 

Let’s get started on 
human- centred design.  

It’s great and something 
all IT professionals 
should learn!

IT service management & 
human-centred design: 

Same, same but 
different? 

You will be surprised  
(& delighted) at the 
synergies and similarities. 

Are we solving the right 
problem? Drilling into the 
diamonds.

Is that really an incident?

And does it matter? YES!!

Seizing the problem 
space.

Fall in love with the 
problem (yes, fall in love 
with incidents).

Exploring the solution 
space.

Let’s go crazy with 
some ideas – yes, think 
outside the ITSM box.

Let’s connect
kat@katrinam.com.au
1300 079 009

“If there’s one person I can confidently say is helping drag IT service management 
kicking and screaming into the 21st century, it’s Katrina Macdermid.”

Akshay Anand - Author, Speaker, and ITSM Architect. 
(Former Product Ambassador for ITIL 4)

https://www.facebook.com/ITIL4online
https://www.linkedin.com/in/katrinamacdermid/
https://www.instagram.com/itil4_katrina_macdermid/
https://www.youtube.com/channel/UCiHt0s1ju-CjTk2MxJxmmLA

