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(IT Service Management Essential for Hospital Digital Transformation)
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IT Service Management Essential based on ITIL4

IT Service Management & ITIL 4 Overview
Service Management — Key concepts

Service, Product, Resources

Service Provider & Service Consumer (sponsor, customer, users)
Value - Utility (functional req), Warranty (non-functional reg)
Qutput, outcome, costs, risks

Service Value System

- Service Value Chain

- Value Stream
Linkage with other Frameworks
Agile/Scrum, Lean, Kanban, DevOps
7 Guiding Principles
4 Dimensions of Service Management

Organization & People
- Information & Technology
- Partners & Suppliers
Value Stream & Processes

Some ITIL Practices

Continual Improvement

- Change Enablement
Monitoring and Event Management
Incident Management
Problem Management
Service Request Management
Service Desk

- Service Level Management

®  Other [TIL practices overview

Information Security Management
Availability Management
Capacity Management

- Service Continuity Management



