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IT Service Management Essential based on ITIL4
® |T 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 Management
- Problem Management
- Service Request Management
- Service Desk

- Service Level Management



" Other ITIL practices overview
- Information Security Management
- Availability Management

- Capacity Management

- Service Continuity Management

- [T Asset Management

- Service Configuration Management
- Relationship Management

- Supplier Management

- Service Release Management

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

® Instructor for Project Management based on PMP and PRINCE2
Instructor for IT Risk Management
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(IT Service Management Essential for Hospital Digital Transformation)
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08:30-09:00 u. asnzidou

09:00-09:10 u. narulanisausy

09:10-10:30 u. LLu:ﬁwLﬁamLLawé’ngm
DNTIUNITUINIINITUIMIANLeET (IT Service Management Overview)
vianU{UR wazuunAnues ITIL 4

10:30-10:45 u. WnsuusemueImisIng

10:45-12:00 u. WANN1T N15UIM13N15U3N3 (Service Management - Key concepts)
®  Service, Product, Resources

B Service Provider & Service Consumer (sponsor, customer, users)

® Value - Utility (functional requirement), Warranty (non-functional
requirement)
®  Output, outcome, costs, risks
12:00-13:00 u. WnsuUszviuavsnateiu
13:00-14:30 u. s2UUN1Ta519AUAT (Service Value System)
" Service Value Chain
" Service Value Stream .
Afeaiasiy Mé'r;ﬂf‘]ﬁﬁé’iuq Agile/Scrum, Lean, Kanban, DevOps
14:30-14:45 u. WnFUUsEMIUIMNTIN

14:45-16:20 . wumuiuledlun1sufjua 7 Guiding Principles

16:20-16:30 u. asun1saUINIULTA
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08:30-09:00 U. NUMIUMTEUTUIUT o
09:00-10:30 u. imdnia & wian1sdanisledt (Four Dimensions)
®  Organization & People
®  Information & Technology
®  Partners & Suppliers
®  Value Stream & Processes
10:30-10:45 . WATUUTENMUDIMITIN
10:45-12:00 . vanujudlu ITIL4 (ITILG Practices)
®  Continual Improvement
®  Change Enablement
12:00-13:00 u. WinFuusEnua mIsnalaiy
13:00-14:30 u. wanu{Udlu ITIL4 (ITILG Practices)
® Monitoring and Event Management
®  Incident Management
16:30-14:45 u. Wn3UUTEYTUDIMITIN
14:45-16:20 u. nanuUAlu ITIL4 (ITILA Practices)
"  Problem Management
®  Service Request Management

" Service Desk

16:20-16:30 . agumseusuiui
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08:30-09:00 U. MUNIUAISAUTLSUT |6

09:00-10:30 w. wanuUdflu ITILA (ITIL4 Practices)

®  Service Level Management
® Information Security Management

[

10:30-10:45 Y. WNSUUSEMIURIWISING
10:45-12:00 4. wanUlUA LY ITIL4 (ITIL4 Practices)

®  Availability Management

® Capacity Management

®  Service Continuity Management

v

12:00-13:00 u. WnsuuszniuamisnansTu

12:00-14:30 u. wanUHU#l ITIL4 (ITIL4 Practices)

® IT Asset Management

® Service Configuration Management
®  Relationship Management
14:30-14:45 u. WnuusEnuaImIsINg
14:45-16:10 u. wanuUUalu ITIL4 (ITIL4 Practices)

®  Supplier Management

® Service Release Management

®  Deployment Management
16:10-16:30 u. @sUuazlanisousu
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