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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 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
B Some ITIL Practices

- Continual Improvement
- Change Enablement

Monitoring and Event Management
- Incident Management

- Problem Management

= “Sewice Request Management

- Service Desk

- Service Level Management



® 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
Weng
8.U8y Yrvdnu
® Consulting Manager & General Manager of Pholsiri Consults & Services LTD.
® [T/Business Consultant and Instructor for IT Service Management based on I1SO 20000
® Instructor for ITIL Foundation and ITIL Intermediate
® Instructor for Project Management based on PMP and PRINCE2
® Instructor for IT Risk Management
Aameilay
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(IT Service Management Essential for Hospital Digital Transformation)
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08:30-09:00 u. awmeiley

09:00-09:10 u. nanan1souTy
(9:10-10:30 w. LLu%ﬁWLﬁ@VHLLﬁ%MﬁﬂQGlS
ANTIMTUIIINTUIASAULET (T Service Management Overview)
WanU{UR wazhuaAavea TIL 4
10:30-10:45 u. WNFUUTEMUBIMTING
10:45-12:00 w. WANNIT NI5UINI9N15U3NTS (Service Management - Key concepts)
® Service, Product, Resources
® Service Provider & Service Consumer (sponsor, customer, users)
® Value - Utility (functional requirement), Warranty (non-functional
requirement)
" Output, outcome, costs, risks
12:00-13:00 u. WnFuUsEMIUaMIINATIU
13:00-14:30 U. 52UUNTET9AMAT (Service Value System)
®  Service Value Chain
" Service Value Stream
anaiieaieiv wé’nﬂﬁﬁ'ﬁ%‘uq Agile/Scrum, Lean, Kanban, DevOps
14:30-14:45 4. WNFUUTENIUBIMITIN
14:45-16:20 . wwanUiuldlun1sufUa 7 Guiding Principles

16:20-16:30 u. a3unsaUTHIULIA
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08:30-9:00 U.  MUMUNSBUSLISUT &

09:00-10:30 1. AN & Wian159an15lad (Four Dimensions)

® COrganization & People

® Information & Technology

® Partners & Suppliers

" Vzlue Stream & Processes

10:30-10:45 u. fWn3uUszmuamsing
10:45-12:00 u. wanu{UALY ITIL4 (ITIL4 Practices)

® Continual Improvement

® Change Enablement

12:00-13:00 u. WASUUsEMIUEIMSNansiu

13:00-14:30 u. wénUURTu ITIL4 (ITIL4 Practices)

® Monitoring and Event Management

® Incident Management

14:30-14:45 4. %inFUUTEMUBWMNTIN
14:45-16:20 u. vanuU{Ulu ITIL4 (ITIL4 Practices)
- ® Problem Management
® Service Request Management
®  Service Desk

16:20-16:30 u. agumsousuiuii
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08:30-9:00 4. NUMUNTBUTHIUT o
09:00-10:30 1. vanujualu ITIL4 (ITIL4 Practices)
" Service Level Management
® Information Security Management
10:30-10:45 u. WnSUUsENIUOIMTIN
10:45-12:00 . wanUlURLY ITIL4 (ITIL4 Practices)
" Availability Management
® Capacity Management
" Service Continuity Management

12:00-13:00 . #WASUUTEMUDMNSNANIY

13:00-14:30 u. nanUHUAL ITIL4 (ITIL4 Practices)
® |T Asset Management
®  Service Configuration Management
®  Relationship Management
14:30-14:45 . WNSUUTEMUDIMITIN
14:45-16:10 u. wanUURALY ITILA (ITIL4 Practices)
®  Supplier Management
B Service Release Management
®  Deployment Management

16:10-16:30 u. @3uuarlansousy
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