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(IT Service Management Essential for Hospital Digital Transformation)
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[T 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 req)

Output, 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 Managément

Problem Management

Service Request Management
Service Desk

Service Level Management



B Other ITIL practices overview
- Information Security Management
- Availability Management
- Capacity Management
- Service Continuity Management
- IT Asset Management
- Service Configuration Management
- Relationship Management
- Supplier Management
- Service Release Management

- Deployment Management
ens
.oz Prinu
®  Consulting Manager & General Manager of Pholsiri Consults & Services LTD.
® [T/Business Consultant and Instructor for IT Service Management based on 1SO 20000
® Instructor for ITIL Foundation and ITIL Intermediate

® Instructor for Project Management based on PMP and PRINCE2
® Instructor for IT Risk Management
Aamzdeu
vuag 10,000 UM
Juditinausy
20-22 &AL W.A. 2568 (3 Tu)
Wasuamwmzideu » i
Fudl 1 nsngay 2568 (Fusuausaie iy 25 au)

fame duaunvansaumalng Insdw 085-2233631
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(IT Service Management Essential for Hospital Digital Transformation)

TU 0o - bl F9IAN bEde 1181 okmo ~ eb:mo U.

TUN o FNAY odoe
08:30-09:00 Y. amzLisu

09:00-09:10 u. naUANITOUTY
09:10-10:30 u. LLuzﬁWLﬁamLLawﬁﬂgm
ANTINITUIMIINITUIAIANULe?t (IT Service Management Overview)
NANUZUR wazuinfnues ITIL 4 |
10:30-10:45 W, WnSUUTENIUDIMITIN
10:45-12:00 w. WNANNIT N1SUTHIINITUINTS (Service Management - Key concepts)
" Service, Product, Resources
" Service Provider & Service Consumer (sponsor, customer, users)
® Value - Utility (functional requirement), Warranty (non-functional
requirement)
B Output, outcome, costs, risks
12:00-13:00 u. WNFuUsEnIUaImMITNaIsiu
13:00-14:30 wu. szuumsa%mqmﬂ'ﬁ (Service Value System)
®  Service Value Chain
B Service Value Stream :
mmﬁmﬁaaﬁ’u Mé’ﬂﬂﬁﬁ'ﬁg‘w] Agile/Scrum, Lean, Kanban, DevOps
14:30-14:45 . WnSUUTZIUBINITIN
14:45-16:20 u. wumeUSulElun15U{UR 7 Guiding Principles

16:20-16:30 u. @gunIseusuiuLsn
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08:30-09:00 U. NUW IUN158UTHTUT o
09:00-10:30 . imdni & wiin1sdansledt (Four Dimensions)
®  Organization & People
" Information & Technology
®  Partners & Suppliers
®  Value Stream & Processes
10:30-10:45 w. WNFUUTLENIUDIMNTIN
10:45-12:00 w. nanuiRlu ITIL4 (ITIL4 Practices)
B Continual Improvernent
®  Change Enablement
12:00-13:00 u. sinsudszyuamsnaeiy
13:00-14:30 u. nanu{URLU ITIL4 (ITILA Practices)
®  Monitoring and Event Management
®  Incident Management
14:30-14:45 . WnFuUsenUeImITINg
14:45-16:20 u. #dnUJURLU ITIL4 (ITIL4 Practices)
' " Problem Management
B Service Request Management
B Service Desk

16:20-16:30 1. agUnsouTHUTl b



TUN o F9URU b
08:30-09:00 4. NUNIUNITOUTUTUT b

09:00-10:30 u. wanuUualu ITIL4 (ITIL4 Practices)

" Service Level Management

® Information Security Management
10:30-10:45 4. WnTUUTEMIUDINITING
10:45-12:00 w. wanUlUaly ITIL4 (ITIL4 Practices)

" Availability Management

® Capacity Management

® Service Continuity Management
12:00-13:00 u. MinSulsgmuemInaiatuy ”
13:00-14:30 . wanuuatu ITIL4 (ITIL4 Practices)

® T Asset Management

®  Service Configuration Management

®  Relationship Management
14:30-14:45 1. WnUUTEMIUDIMITIN
14:45-16:10 W. wanu{URlW ITIL4 (ITIL4 Practices)

®  Supplier Management

®  Service Release Management

®  Deployment Management
16:10-16:30 u. aguuazUanisausy
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