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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 

11 Service Value System 

• 

Service Value Chain 

Value Stream 

Linkage with other Frameworks 

Agile/Scrum, Lean, Kanban, DevOps 

7 Guiding Principles 

u 4 Dimensions of Service Management 

Organization & People 

Information & Technology 

Partners & Suppliers 

Value Stream & Processes 

• Some ITIL Practices 

Continual Improvement 

Change EnablPment 

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 

IT Asset Management 

Service Configuration Management 

Relationship Management 

Supplier Management 

Service Release Management 

Deployment Management 

Consulting Manager & General Manager of Pholsiri Consults & Services LTD . 

IT/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 fo r IT Risk Management 
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(IT Se rvice Management Essential for Hospital Digital Transformation) 
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., 

bb 'U::U 1 b ij €JVl1 bb61 ::VI~ fl 61 m 
'U 

fl1'\"J'j1lJfl1'j'LJ~Vl1'jfl1'j'LJ~fl1'j~1'U1e:iVi (IT Service Management Overview) 

Vl~ntJ i)u&\ bb61::bb'Ud?l\11'1J€l'l ITIL 4 

10:30-10:45 'U. ~n~'LJtJ<j::vi1'UmV11'j11-:i 

10:45-12:00 'U. 'Vl6'nmca nT'a'U~'Vi1"an1'a'U~m-a (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. ~n~utJ<j~VJ1'UmV11-anm.:r'J'U 

13:00-14:30 'U. ca::uum-a61~1~1"Jru~1 (Service Value System) 

• Service Value Chain 

• Service Value Stream 

~r:n~b~E.11b~ei~nu 'Vl6'm.Ji)u~~'U6l Agile/Scrum, Lean, Kanban, DevOps 

14:30-14:45 'U. ~n~'LJtJ<j~VJ1'UmV11111-:i 

14:45-16:20 'U. bb'L!1'V11~tl-!u1-tllumcatl~u~ 7 Guiding Principles 

16:20-16:30 'U. ~'jUfll'jeJ'LJ'jlJl'Ubb'jfl 
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08:30-9:00 'LI. 'Vl'U'Vr.J'Ufl1'HJU1l.ffoVi <9l 

09:00-10:30 'LI. b611'Vi~n~\l ~ bb'IA\ln1~~\91n1~1e:iili (Four Dimensions) 

• Organization & People 

• Information & Technology 

• Partners & Suppliers 

• Value Stream & Processes 

10:30-10:45 'Ll. tAYn-r'Uu1~vi1'UenV11111\I 

10:45-12:00 'U. 'Vi~ntll)u~1'LI ITIL4 CITIL4 Practices) 

• Continual Improvement 

• Change Enablement 

12:00-13:00 'Ll. Yrn-r'Uu1~vi1'UenV111nm\1 1'Ll 

13:00-14:30 'LI. vi61ntll)u~1u ITIL4 (ITIL4 Practices) 

• Monitoring and Event Management 

• Incident Mana;sement 

14:30-14:45 'U. tAYn-rmh~Vll'We:JTvn111\I 

14:45-16:20 'LL Vi~ntll)u~1'LI ITIL4 (ITIL4 Practices) 

• Problem Management 

• Service Request Management 

• Service Desk 
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08:30-9:00 'LI. VllJVll'Uf11';jfflJ';j:IJl'UVl ~ 

09:00-10:30 'LI. 'Vl~mJ~u~1'U ITIL4 (ITIL4 Practices) 

• Service Level Managemerit 

• Information Security Management 

10:30-10:45 'LI. ~n~mh::;m'U81V11';il1~ 

10:45-12:00 'U. 'Vl~mJ1u~1'U ITIL4 (ITIL4 Practices) 

• Availability Management 

• Capacity Management 

• Service Continuity Management 

12:00-13:00 'U. ~n~uth::;VJ1'UenV11"amn:i1''W 

13:00-14:30 'LI. 'Vl~mJ~u~1'U ITIL4 (ITIL4 Practices) 

• IT Asset Management 

• Service Configuration Management 

• Relationship Management 
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14:45-16:1 0 'U. 'Vl~mJ~u~1'U ITIL4 (ITIL4 Practices) 

• Supplier Management 

• Service Release Management 

• Deployment Management 
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