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ABSTRACT— This paper explores the integration of
Zero Trust principles within IT Service Management
(ITSM) frameworks, emphasizing the enhancement of
governance and secure operations. As organizations
increasingly adopt digital transformation strategies,
traditional security models prove inadequate. Zero Trust,
encapsulated by the mantra "never trust, always verify,"
offers a robust alternative. This study examines the
alignment of Zero Trust with ITSM processes, identifies
implementation challenges, and proposes strategies for
effective integration. Through a systematic literature
review and case studies, the research highlights the
benefits of adopting Zero Trust in ITSM, including
improved risk management, compliance, and operational

resilience.
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INTRODUCTION

In the contemporary digital landscape, organizations face an
evolving threat environment characterized by sophisticated
cyberattacks, insider threats, and the complexities of hybrid
IT infrastructures. Traditional security models, which often
rely on perimeter defenses, are increasingly ineffective in
safeguarding critical assets. Zero Trust Architecture (ZTA),
founded on the principle of "never trust, always verify," has
emerged as a paradigm shift in cybersecurity.
Simultaneously, IT  Service Management (ITSM)
frameworks, such as ITIL, provide structured approaches to
delivering IT services. Integrating Zero Trust principles into
ITSM processes can enhance governance and ensure secure

operations.

LITERATURE REVIEW

The concept of Zero Trust was first articulated by Forrester
Research in 2010 and has since gained traction across various
sectors. According to Gambo and Almulhem (2025), ZTA

emphasizes continuous verification, least-privilege access,
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and micro-segmentation to mitigate risks associated with
unauthorized access and lateral movement within networks.
In parallel, ITSM frameworks have evolved to address the
complexities of modern IT environments. A systematic
literature review by Pereira et al. (2025) identified key
challenges in ITSM implementation, including resistance to
change, lack of skilled personnel, and inadequate tools.
Integrating Zero Trust principles into ITSM can address these

challenges by embedding security into service management

processes.
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METHODOLOGY

This research employs a mixed-methods approach,
combining a systematic literature review with case study
analysis. The literature review follows the PRISMA
guidelines, ensuring a comprehensive synthesis of existing
studies on Zero Trust and ITSM. Case studies from
organizations that have integrated Zero Trust principles into
their ITSM processes are analyzed to identify best practices
and lessons learned. Data collection includes academic

journals, industry reports, and organizational case documents.

RESULTS

The integration of Zero Trust principles into ITSM

frameworks has led to several positive outcomes:

e Enhanced Risk Management: Continuous
verification and least-privilege access reduce the
attack surface and limit potential damage from
security breaches.

e Improved Compliance: Zero Trust's emphasis on
data protection and access controls facilitates
adherence to regulatory requirements.

e Operational Resilience: Micro-segmentation and
real-time monitoring enhance the organization's

ability to detect and respond to threats promptly.

However, challenges remain, including the complexity of
implementation, resource constraints, and the need for

cultural change within organizations.

RESEARCH GAPS

Despite the growing interest in integrating Zero Trust with

ITSM, several research gaps persist:

e Quantitative Impact Analysis: Limited studies
assess the measurable impact of Zero Trust

integration on ITSM performance metrics.
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e Scalability Challenges: Research on scaling Zero
Trust principles in large, complex IT environments
is scarce.

e  Cultural and Organizational Factors: There is a
need for studies exploring the human factors

influencing the adoption of Zero Trust in ITSM.

CONCLUSION

Integrating Zero Trust principles into ITSM frameworks
offers a strategic approach to enhancing governance and
securing operations in modern IT environments. While the
benefits are evident, organizations must address
implementation challenges and consider cultural factors to
ensure successful adoption. Future research should focus on
empirical studies to quantify the impact of Zero Trust on
ITSM performance and explore strategies for overcoming

1dentified barriers.
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