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Overview

The Certified Generative Al in ITSM program by GSDC is designed to
equip IT service management professionals with advanced knowledge
and practical skills to apply Generative Al across service operations.
The program integrates core ITSM frameworks with modern Al
capabilities, enabling learners to improve incident management,
automate service workflows, enhance customer experience, and
strengthen operational efficiency.

Participants benefit from GSDC’s Learn-by-Doing approach, hands-on
exercises, and structured learning resources aligned with global IT
service management best practices.

This globally recognized certification validates expertise in using
Generative Al to transform ITSM processes and prepares professionals
for future-ready roles in Al-driven service environments.
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Module 1: Foundations of
Generative Al in ITSM

Module 3: Data & Knowledge
Hygiene for Al-Driven ITSM

Module 4: AI-Ready Knowledge
rchitecture Framework

' Module 2: Organizational
| Readiness for Generative Al

>

What Generative Al is and how
it differs from traditional
automation

GenAl vs. ML vs. rule-based
systems in [TSM

Role of large language models
in service management
workflows

Why ITSM is a strong use case
for Generative Al

Shifting from reactive service
desks to intelligence-driven
operations

Overview of Al-enabled ITSM
capabilities

Human + Al collaboration
models

Setting realistic expectations
for GenAl outcomes

Common misconceptions and
adoption risks

Infrastructure and tooling
readiness

Data availability and
accessibility

Process maturity evaluation
Importance of clean, structured
service data

Knowledge base maturity
assessment

Identifying gaps that limit Al
effectiveness

Data privacy and security
implications

Model reliability and

hallucination risks

Governance prerequisites

before deployment

Ticket data consistency and
normalization

Handling unstructured and
legacy records

Eliminating duplication and
outdated information
Structuring knowledge
articles for Al consumption
Metadata, tagging, and
categorization strategies
Improving searchability and
retrieval accuracy
Feedback loops from Al-
assisted resolutions
Knowledge lifecycle
management

Measuring knowledge
effectiveness

Modular and reusable
knowledge components

Standardized article templates

Linking incidents, problems,
and solutions

Preparing content for
conversational Al
Reducing ambiguity in
technical documentation
Supporting contextual
understanding

Aligning knowledge
frameworks with ITSM
platforms

Enabling Al-driven
recommendations

Maintaining consistency across

systems
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Module 8: Skills, Change
Management & Adoption

Module 7: Governance, Risk
& Responsible Al

Module 6: Generative Al Use
Casesin ITSM

Module 5: Large Language
Models & RAG in ITSM

How LLMs interpret tickets,
requests, and logs
Strengths and limitations of
language models in ITSM
Prompting basics for
service use cases

Why RAG is critical for
enterprise [TSM
Connecting LLMs to
internal knowledge sources
Improving accuracy with
grounded responses
Al-assisted ticket resolution
Knowledge article
generation and
summarization

Service insights and
decision support

Intelligent ticket
categorization
Automated response
drafting

Faster mean time to
resolution

Pattern identification
across incidents
Al-assisted root cause
analysis support
Proactive knowledge
creation

Virtual agents and
conversational
interfaces

Reducing manual effort
for L1 and L2 teams
Improving end-user
experience

Defining accountability
and ownership
Approval and control
mechanisms
Monitoring Al behavior
in production
Managing bias and
inaccurate outputs
Data security and
access controls
Escalation paths for Al
failures

Alignment with
organizational policies
Auditability and
traceability

Regulatory awareness
for Al-enabled services

« Alliteracy for service
managers

« New roles and
capability expectations

« Collaboration between
ITSM and data teams

« Managing resistance to

Al adoption
« Stakeholder
communication
«  Phased rollout
approaches

« Adoption metrics and
usage indicators

« Service quality
improvements

« Continuous
optimization roadmap
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What Comes with GSDC Certification e

Immersive Learning Approach

Gain a globally Recognized accepted certification that opens doors to

new opportunities. Show employers you're Skilled to meet
international standards.

GH'GSDC . =5

Global Skill Development Countil

Generative AL §
in ITSM

Certlfled Generative AI inITSM

tion Body for Professionals - Global Skill Development Council
Certifies that

Mark Lee

as passed the examination and IS rewar

Generative Al in ITSM Certlflcate

CGAIITSM examination is conducted in accordance with qualification scheme

®

Certificate ID: 656467464 MW

Issued On: 04/10/2024 Authorised Signatory



£

What Comes with GSDC Certification Iy

Immersive Learning Approach

GSDC Studio features global Generative Al and ITSM experts who share practical
insights on advanced Al applications in IT service management. These live sessions
provide learners with direct access to expert experiences, best practices, and proven
strategies for leveraging Generative Al to streamline service operations, enhance
incident resolution, and improve end-to-end IT service delivery.

100+ Live Monthly Sessions from Global Experts
Structured daily learning with four expert-
practice, and resl-time implementatio
from ing

ing Sessions

o1
Leveraging Al to Automate Compliance Audits and Streamline Risk Mitigation

22 soals & §

Q8:00 pr

The Future of Generative Al in Risk Management: How Al Can Streamline
Compliance and Risk

als & Beg

02:00 pm
Deep Learning Unleashed: Smarter Financial Models

2als @ 8

D7.00 pen
How Generative Al is transforming Software Development streamlining code
creation and testing

0700 pm
Agent Name Service (ANS) in Action - Building Trust, Governance, and
Security for Al-Agent Workflows
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Immersive Learning Approach

GSDC Studio brings in global experts who share real-world insights
from across industries. Their sessions give learners direct access to
the experience and perspective of leaders shaping the future of
Certified Generative Al in ITSM.

0008000

Baris Dirlm Adam Sandman  Kenneth Gonzalez Nisarg Kadgam Noadle Russell Sumit Ranjan Krista Neher Harshoda Kushe
Dr. Avneesh M Falzan Khan Ravitejo Ziggy Rafiq Jothi Moorthy Harsh Xumar Srifith Noir Atul Yadav Matt Johnson
Khare Dhanukonda
Jenniter Krista Gambile Pavan G Jokatl Arjun Prokaosh  Puspanjall Sarma Deepok Mukunthu Jonathon Wright Keyurl Anand
Delolonde P«mgunn
Udit Sharma Jonathon Wright Behati Hart Darrell Bennett Foizan Khan Marco Camisanl- Melesso Lawson  Nuo (Leo) Jian

Venl:cnos:msh Calzolori
Kolla



What Comes with a GSDC Certification

Immersive Learning Approach
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www.gsdcouncil.org

The Certified Generative Al in ITSM program emphasizes hands-on practice through guided
exercises that reflect real-world IT service management challenges. Participants design Al-driven
service workflows, automate support processes, and evaluate generative outputs directly on the
platform, building the confidence to apply Generative Al effectively at scale in professional ITSM
environments without requiring advanced technical expertise.

UNLOCKING

THE POWER OF
PROMPT :
ENGINEERING



What Comes with a GSDC Certification

Immersive Learning Approach
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www.gsdcouncil.org

Experts create in-depth study material supported by ready-to-use templates. It
helps learners understand faster and apply concepts right away.
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| gesoc Generative
Generative Al for Al in |TSM

IT Service Management:
BOK (Book of Knowledge) and Service Applications

Al in,

WGSDC

Principles, Architectures,

il 44

Al

Genarative A In ITSM.
BooK = adboes, e Conentvg A
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Torpentownniod thilaniog o

Asciled Generatioe Al bwe (TSMe
Implementatian Framemirts, Use Cases, and Covernancs
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What Comes with a GSDC Certification T

Immersive Learning Approach

Engage learners with exciting gamified assessments that make testing
feel fun. It keeps motivation high and boosts overall participation.

Fastost

Finger First

11
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What Comes with a GSDC Certification T

Immersive Learning Approach

Capstone projects powered by Al turn learning into hands-on experience.
They confirm that learners can use their skills in real situations.

@GSDC

Elevator Pitch Public Speaking Conflict Management

Gen Al Professional 2 en Diessional Gen Al Professional

Critical Thinting ol Impromptu Speaking & Dedision Making




What Comes with a GSDC Certification ng

Immersive Learning Approach

GSDC Al Utility helps you strengthen your LinkedIn presence with
smarter content suggestions, profile insights and keyword
improvements. It supports you in building a sharper personal brand
that stands out to employers and peers.

Congratulations!

Yodve succeshully boased your Professiona scome — 2 big sty toward standing out professosally

Your next step- Take the Skill Score
Assessment

1t 1 & self evalustion bult on core Professicesl
sholis. ® measures your skl leved against
wapectd benchimarks and prowdes ces
catcome-drven insights
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Immersive Learning Approach

GSDC Copilot is your personal Al mentor, giving you tailored guidance to
build skills and grow professionally. It adapts to your goals with
personalized feedback and learning paths.

GSDC Copilot

Hi, | am Sophia-G, Your friendly GSDC
Guide. How can | help you today?

tell me basics of implementing L&D in
small organization

Look at what the company is trying to
achieve in the next 6 to 12 months.
Maybe it's better customer service,
stronger sales results, improved
technical skills or smoother internal
processes. Your L&D plan should
support those goals directly.

Videos

ne Project
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SUCCESS STORIES 7

Certified Generative Al in ITSM

Data Architect | Generative Al & Cloud Solutions Leader | GCP & Azure... NikSaiful N. @ « 3rd+ + Follow ---
o Global Digital & Strategic Transformation | ESG & Program Manageme...
Excited to share that | have successfully earned w-®
the GSDC - Global Skill Development Council Certified Generative Al Professional
certification! : 2 X
This certification has been a great opportunity to deepen my understanding of Generative Professional from GSDC - Global Skill Development Council!

Al, LLMs, prompt engineering, and practical applications.

i Shikhar Dwivedi @ - 2rd+ + Follow

I’'m happy to share that I've obtained a new certification: Certified Generative Al

The GSDC - Global Skill Development Council learning portal provided an excellent
structured approach to mastering these concepts.

, Alan Lo, PMP®, CERM™ @ - 3rd+ + Follow ---
Looking forward to applying these skills to build innovative Al-driven solutions and J{ ?trategxc Planning | Long'Range Plan | Scenarios'| Transformation | Net..
mo *

contribute to impactful projects in the data and Al space! &

I'm happy to share that I've obtained a new certification: Certified Generative Al

#GenerativeAl #Al #Certification #GSDC #Machinelearning #Innovation #FutureOfWork P ; :
2 Professional from GSDC - Global Skill Development Council!

#GlobalSkillDevelopmentCouncil

Zachery C.[[ - ard+ + Follow ---
Assistant Vice President @ ComfortDelGro | Executive MBA

1rno-®

I’'m happy to share that |'ve obtained a new certification: Certified Generative Al
Professional from GSDC - Global Skill Development Council!

15
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What our Candidates Saying?

We greatly appreciate the feedback from our program participants on Trustpilot. With an impressive average

rating of 4.7 out of 5, their reviews highlight the positive experiences and value they have gained from our program.

www.gsdcouncil.org

* Trustpilot Our Excellent

o [ | [ x| 4.5 RATINGS
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| had a experience with GSDC with their...

| had a expenance with GSDG with their SRE course and it was very good, The
spaakers were very knowledegabde and kept It very interactive . Thanks the GSDC

toam for thes |

Date of axparionce: April 13, 2023
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Certified Learning & Development Professional CLDP

| took the certification course *Caertified Learning & Development Professional CLDP®
approved by the GSDC - Global Skil Development Council. So gratefut to the
professional team at the GSDC for this enlightening opportunity; namely, Ruguozeno,
for her dedication, responsiveness, and constant suppor theoughout this learning
journay. And very special thanks to the amazing trainaer and coach Deepak Sharma for
the great weekly live sassions which | beleve are the highlight of this certification
programme. His knowledge, expertise, and outstanding skills have made the course
very Insightful, engaging,. and enjoyable!

Date of experience: July 21, 2023
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Global Impact of GSDC-Certified Generative Al in ITSM

GSDC has certified more than One hundred thousand professionals across a wide range of industries and roles.

PERCENTAGE OF CERTIFIED PROFESSIONALS (%)

IT Service Desk m‘p”;}o‘ Engineer
Chief Information Officer
(C1o)

Service Delivery

IT Operations Director Manager

IT Service Management

Lead

Certification is highest among senior IT operations and
service management leaders responsible for Al-driven
service delivery and governance.
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Adoption is strongest in IT services, banking, and telecom,
with broad participation across industries, modernizing IT
service operations.
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Unlock full access to all comprehensive
resources and earn Global certification
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Enrollment-Options

Single Access

Expert Led Videos - 10 hrs+ of learning

Get 1 Certification - Just $300

Save up to 50% with our limited-time offer!

3 SME Connect (1-on-1)

Access to GSDC Al Studio

Weekly Group SME Connect Session
Certification Exam + 1 Free Retake & Practice
Capstone Project + Al Interview & Tools

GSDC Membership worth $109 free

ENROLL NOW

Bundle Access

AN Y N U U NN

Get 3 certifications at a discounted

price for maximum value
Expert Led Videos - 30 hrs+ of learning

Get 3 Certifications - Just $167 each

Save up to 60% with this special bundle offer!
Unlimited SME Connect (1-on-1)

Access to GSDC Al Studio

Weekly Group SME Connect Session
Certification Exam + 2 Free Retake & Practice
Capstone Project + Al Interview & Tools

GSDC Membership worth $109 free

ENROLL NOW


https://www.gsdcouncil.org/certified-generative-ai-in-itsm?s=PDF#buyplan
https://www.gsdcouncil.org/certified-generative-ai-in-itsm?s=PDF#buyplan

Recommended for you
Make Your Own Certified Generative Al in ITSM Bundle

Enrich your skills and advance your career with our exclusive bundle.

Select any 3 from below for your bundle.

v' Certification In Generative Al In Software Development
v' Certified Generative Al Professional

v" Certification In Generative Al In Risk And Compliance
v" Certified Al Tool Expert

v" Certification In Generative Al In Project Management

Expand your expertise, design impactful learning
experiences, and master your sKills.

@' GSDC

BUY ANY

CERTIFICATIONS

Claim Certified Generative Al in ITSM
Bundle Here

20
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@' GSDC

Unlock Workforce Potential Through Skill Validation!

Enroll now with the codeU PSK| LL].O To avail 10% discount.

Register Now

MONEYBACK ° 100% Money Back Guarantee!

* No Questions Asked*

e 100% Amount Refund*

* No Processing Fees™*

www.gsdcouncil.org



http://www.gsdcouncil.org/
https://www.gsdcouncil.org/certified-generative-ai-in-itsm?s=PDF#buyplan
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@ GSDC

Thank You

Follow Us
000
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