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ITIL : IT Service Management (ITIL) In Practice

Objective: Information Technology was turned to be the essential tool for creating
business competitive advantage for many decade ago. IT service
management (ITSM) is the mandatory knowledge and skills for IT
management. This course will hand on the quick win components of IT
service management process including with detail controls in practice of 7
quick wins practices those every organization must be faced and
implemented. Participants can learn the detail steps of each practice from
real scenario case study in roles play workshop.

Who Should Attend: People who work in IT department.
e IT Operation Staff

IT Middle Management

IT Security officer

IT Infra expert

IT Application development

Head of IT Operation

Head of IT Infrastructure

Head of IT Security

Head of IT Application

Head of IT Governance

Duration: 2 days (12 hours), 09:00 — 16:00
Venue: At Customer Office
Method: Lecture and Case Study Workshop
Language: Thai
Instructors: Paiboon Punyayuttakan (ITIL, PMP, CISSP, CISA, IRCA, Project+)
Course Outline: IT Service Management (ITIL) In Practice
Day 1

Introduction ITIL V4
Service Value System
e Service Value System Concept (From Demand to Value)
Definition of Service Utility & Warranty
Overview Value Stream & Governance Framework
4 Dimensions of Service Management
5 Components of Service Value System
o 7 Guiding Principles in ITIL 4
o Governance
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Service Value Chain
Practices (General Management / Service Management /
Technical Management)
o Continual Improvement & KPI Measurement
7 Steps of Continual Improvement Model
Output & Outcome
Value : Outcome Realization & Business Strategy Alignment
Service Value System Case Study

Process & Control

Definition of Process

Definition of Control

5 Levels of Process Maturity

Roles of Process Owner & Process Manager
Definition of KPI & Measurement

ITIL Practice
e Service Strategy

o Service Strategy Management (STM)
= Definition of STM
= STM Practice and Controls
= Example of IT Strategy of Banking Business
= Example of IT Strategy of Food & Beverage Business
= Example of IT Strategy of Digital Business

o Service Portfolio Management (SPM)
= Definition of SPM
= SPM Practice and Controls
= 3 Components of Service Portfolio
= Example of Service Pipeline

o Financial Management (FM)
= Definition of FM
= FM Practice and Controls

o Business Relationship Management (BRM)
= Definition of BRM
= BRM Practice and Controls

e Service Design

o Service Catalog Management (SCLM)
= Definition of SCLM
= SCLM Practice and Controls
= Content of Service Catalog
= Service Catalog Category
= Example of Service Catalog

o Service Level Management (SLM)
= Definition of SLM
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SLM Practice and Controls

SLM related stakeholders

Roles of Service Level Manager

SLM Measurement and KPI

Example of SLAs for E-mail Service
Example of SLAs for Helpdesk Service
Example of SLAs for SOC Service
Example of SLAs for ERP Service

Availability Management (AM)

Definition of AM
AM Practice and Controls
Definition of MTTR , MTTF , MTBF

Capacity Management (CAPM)

Definition of CAPM

CAPM Practice and Controls
Demand Management
Capacity Planning

CAPM related stakeholders
Roles of Capacity Manager
CAPM Measurement and KPI

IT Service Continuity Management (ITSCM)

Definition of ITSCM

ITSCM Practice and Controls

Definition of Hot Site / Warm Site / Cold Site
Definition of RTO & RPO

Type of DRP Testing Scenario

Information Security Management (ISECM)

Definition of ISECM
ISECM Practice and Controls

Supplier Management (SUPM)

Definition of SUPM
SUPM Practice and Controls

e Service Transition
Change Enablement (CHE)

o

(@)

Definition of CHE

CHE Practice and Controls

CHE related stakeholders

Roles of Change Manager & Change Advisory Board
5 Types of Change

How to get CAB approval of change

CHE Measurement and KPI

Project Management (PIJM)

Definition of PJM
PJIM Practice and Controls

Release and Deployment Management (RDM)

Page 3 of 10 www.knowledgertraining.com

Tel: 099-283-5200, 081-583-8805
Email: info@knowledgertraining.com



https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Design#ITIL_KPIs_Availability_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Design#ITIL_KPIs_Capacity_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Design#ITIL_KPIs_IT_Service_Continuity_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Design#ITIL_KPIs_Information_Security_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Design#ITIL_KPIs_Supplier_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Transition
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Transition#ITIL_KPIs_Change_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Transition#ITIL_KPIs_Project_Management_.28Transition_Planning_and_Support.29
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Transition#ITIL_KPIs_Release_and_Deployment_Management

o

)
@)

Day 2

N
KNOWLEDGER

= Definition of RDM
= RDM Practice and Controls
= Difference between Release & Deploy
Knowledge Management (KM)
= Definition of KM
= KM Practice and Controls
= Tacit & Explicit Knowledge
Service Validation and Testing
Service Asset and Configuration Management (SACM)
= Definition of SACM
= SACM Practice and Controls
= SACM related stakeholders
= Roles of SACM Manager
CIs & CMDB
= Type of CIs
= CIs Taxonomy & Naming Conventional
= How to collect CIs
SACM Measurement and KPI

e Service Operation

o
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Incident Management (ICM)

= Definition of ICM

= ICM Practice and Controls

= ICM related stakeholders

= Roles of Incident Manager

= Difference between Incident & Service Request

= Example of Incident Types

= Incident Severity Level

= 5 Tiers of Incident Response Team

= ICM Measurement and KPI
Service Request Management (SRM)

= Definition of SRM

= SRM Practice and Controls

= SRM related stakeholders

= Roles of Service Request Manager

= SRM Measurement and KPI

= Example of Service Request Log
Event Management (EVM)

= Definition of EVM

= EVM Practice and Controls
Access Management (ACM)

= Definition of ACM

= ACM Practice and Controls
Problem Management (PBM)
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= Definition of PBM
= PBM Practice and Controls
= PBM related stakeholders
= Roles of Problem Manager
= Root Cause Analysis with 5 Whys Technique
= Definition of Workaround , Corrective , Preventive
Actions
= PBM Measurement and KPI
e Continual Service Improvement

o Service Review

o Process Evaluation

o Definition of Improvement Initiatives

ITIL In Practice Workshop

e Workshop #1 Identify Change , Incident , Problem , Event & Service
Request

e Workshop #2 Integration of Event , Incident , Change , Capacity
and Problem from ERP System

e Workshop #3 Integration of Event, Incident , Change , Capacity
and Problem from HRIS System

e Workshop #4 Integration of Event, Incident , Change , Capacity
and Problem from Email Cloud Migration

e Workshop #5 Integration of Event, Incident , Change , Capacity
and Problem from E-Receipt System

e Workshop #6 Integration of Event, Incident , Change , Capacity
and Problem from CRM Cloud Migration

e Workshop #7 Integration of Event , Incident , Change , Capacity
and Problem from ICAS System
Workshop #8 New staffs on-boarding SLAs setting
Workshop #9 Office 365 SLAs setting

e  Workshop #10 Collect Cis / CMDB
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Win Practices) Tag girnausu aglalzauy frunsiszaneladvannis ITIL uasfla
UG (Workshop) anawmansaiase Adaduduszuulad snequasasdns Ldu
asehaszuudu Cloud nsu¥uildnu Version 2ad Software asfiasdasyuulai
dlusiu  quuy Workshop  lunsfindfiiianniveaisaldiaas  advua
UMW a9 Process Owner uay Process Manager ADILFALNTEUIUNNTI
\Aenaiag

D UAUNS wasvineu Tudaeuw'laii uavasrnsg

vimiiii IT Operation

IT Middle Management

i IT Security

ojl,ﬁmmzy IT Infra

7AusuwWeiun IT Application

15119 IT Operation

15115 IT Infrastructure

13115 IT Security

15115 IT Application

15115 IT Governance

® 6 6 o o o o o o o
D D D

e,

2 ¥u (12 41Tuv), 09:00 - 16:00
AdTnougnal

ussene way Andfid andlratvtnanisaiaze
lne

anse Twyad deyaurensnns ITIL , PMP, CISSP, CISA, IRCA, Project+

T T

IT Service Management (ITIL) In Practice

ansIURAzrann1sua9 ITIL V4

Service Value System
e uannTsuaY Service Value System Concept (ann Demand g Value)
e AnunIauRsAfianuuay Service Utility & Warranty
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e 4 Dimensions 1ay Service Management

e ANW5IU Value Stream & Governance Framework
e 5 avrisynauuay Service Value System

7 Guiding Principles Tu ITIL 4
Governance

O
o Service Value Chain
o Practices (General Management / Service Management /

Technical Management)
o Continual Improvement & KPI Measurement
7 dumaunag Continual Improvement Model
ANunAnauay Output & Outcome
AaLdn : AsFuslseTand was msdanlevAuansaansadrng
Asdl@nen Service Value System

ASZUIUANSLALEIAIUAN

v ladfienuuasnszuIung

v laddieuuasynAILAN

5 syeuvag Maturity 2aasnsyuiunis

unmminiiuag Process Owner uay Process Manager
i Tadfienuuag KPI uagnsiana

ITIL Practice
e Service Strategy

o Service Strategy Management (STM)
= laddeuuasuulia STM
= w6 wazaamIuan uaag STM
= énatvuas IT Strategy 5573 5U1A5
«  fatvuav IT Strategy §543 a1vsuaziA3adfiy
= énatguav IT Strategy 5543 Digital

o Service Portfolio Management (SPM)
« i laddeuuasuudfia SPM
= w6 waraamIuan a9y SPM
« 3 avAdsznaunanuav Service Portfolio
= @atvuayg Service Pipeline

o Financial Management (FM)
« i ladfenuuasuudfid FM
= wUTE waraamIuan uag FM

o Business Relationship Management (BRM)
= lasdauuasuunlfiie BRM
= w6 wagaamIuAN a9 BRM

e Service Design

o Service Catalog Management (SCLM)
= i ladfienuuasuudfid SCLM
= UG wazaamuan aag SCLM
sfayavisasfilu Service Catalog
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= dszianeinvquay Service Catalog
= @atvuag Service Catalog
o Service Level Management (SLM)
= laddeuuasuul)iia SLM
= w6 wagaamIuAN a9 SLM
- gigulagiuie MAsaasdu SLM
« ununwindizag Service Level Manager
«  KPI wagdiifauas SLM
= @atguad SLAs &1%5u u3n1s E-mail
= @atguay SLAs & 115U usnns Helpdesk
= @atvuag SLAs &iu uinns SOC
= @atguay SLAs &%5u usnns ERP
o Availability Management (AM)
« i laddenuuasuudfia AM
= wwUfiie wazanmiIuau 1as AM
= 1" laendfienuaay MTTR , MTTF , MTBF
o Capacity Management (CAPM)
= lasdauuasuulfiie CAPM
= L6 wagaamIuAn aav CAPM
«  dumaunisvin Demand Management
= A9 u Capacity Plan
- gfidulagiude AAadaedu CAPM
- ununwihizas Capacity Manager
- KPI uavsniifauas CAPM
o IT Service Continuity Management (ITSCM)
« whladfienuaasuuidfiic ITSCM
= wU{IE wazaamIuan aay ITSCM
= i lasndfianuwuas Hot Site / Warm Site / Cold Site
« w2 ladnfienuuas RTO & RPO
«  dszianeineg wavnsvnasgau DRP
o Information Security Management (ISECM)
« i ladfenuaasuundfia ISECM
= wUFIE wazaamIuau uay ISECM
o Supplier Management (SUPM)
« whladfienuzasuuidfis SUPM
= LG wazaamuan aay SUPM
Service Transition
o Change Enablement (CHE)
« i laddeuaasuulfiia CHE
= w6 waraamIuan uag CHE
« gfiulaguide MAaaedu CHE
« unnwihizas Change Manager
«  ununwinvizag Change Advisory Board
= 5ilszianeineq wae Change
- Ase3eudaya iWazaawsid aan CAB
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«  KPI wagdiifauas CHE
o Project Management (PJM)
i laddeuuasuunlfiie PIM
= LG waraamIuan uag PIM
o Release and Deployment Management (RDM)
= laddenuuasuulilfiia RDM
= w6 wayaamIuAn uay RDM
= ANULANEIVTEUINY Release Au Deploy
o Knowledge Management (KM)

a va

« i ladfdeuaasuunlfiia KM

= wUfie wazanmiIuau 1ad KM

= ANULANAIYTERIYANUSILUY Tacit Au Explicit
Service Validation and Testing
Service Asset and Configuration Management (SACM)

= laddenuuasuudfia SACM

= WG wazaamuan aa9 SACM

»fidwladiuds MiAeasiu SACM

- ununwinizag SACM Manager

«  avAdsznauuay ClIs uaz CMDB

= lszianeineg uag Cls

+ TATIATIY uazmmgmmsﬁof{a CIs

= Aanmsnusudaya Cls

«  KPI uaiiifauas SACM

Day 2
e Service Operation

o Incident Management (ICM)
= lasdauuasuunlfilie ICM
= L6 wagaamIuAn a9 ICM
- gfidlagudes AAadaedu ICM
»  umnywihviaase Incident Manager
= Aanunaneinessidng Incident way Service Request
*  dadvdszianeneg uav Incident
= SEAUANNTULIIAIYLAY Incident
= 5sgduuavg #ineu Incident Response
«  KPI wagdiifauas ICM

o Service Request Management (SRM)
= ladfdeuuasuuwdf i SRM
= wUTE wayanmIuau a9y SRM
- gfidulaguide MiAmasiu SRM
«  unnwinizas Service Request Manager
«  KPI uaiiiifauay SRM
= @atvuag Service Request Log

o Event Management (EVM)
= i ladfienuuasuwdfild EVM
= UG wazaamIuan aay EVM
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o Access Management (ACM)
= lasdauzasuunlflig ACM
= L6 wazaamuan uay ACM

o Problem Management (PBM)
« i ladfenuuasuudfid PBM
w6 uazaamiuau uav PBM
» gfidulaguide MAmasiu PBM
«  umnnwihviuag Problem Manager
= AswmELuasEAun daawnata 5 Whys
= @1flenuwas Workaround , Corrective , Preventive

Actions
«  KPI uavsniifauas PBM
e Continual Service Improvement
o MIaNAFaY nuMIu AsliuIAg
o mslsadu wWaweun nszaunns

o nsgunswagaAliignuuad Improvement Initiatives

ITIL In Practice Workshop

o Anilgiig #1 Identify Change , Incident, Problem , Event & Service
Request

e Anigiig #2 Integration of Event, Incident , Change , Capacity and
Problem from ERP System

e Anigiig #3 Integration of Event, Incident , Change , Capacity and
Problem from HRIS System

o Anigiig #4 Integration of Event, Incident , Change , Capacity and
Problem from Email Cloud Migration

P

e Anifgiia #5 Integration of Event , Incident , Change , Capacity and
Problem from E-Recejpt System

P

e Anifiia #6 Integration of Event , Incident , Change , Capacity and
Problem from CRM Cloud Migration

P

e Anifgiia #7 Integration of Event, Incident , Change , Capacity and
Problem from ICAS System

o Anifiia #8 New staffs on-boarding SLAs setting
Anilgiia #9 Office 365 SLAs setting

Andgya #10 Collect CIs / CMDB

Knowledger Co, Ltd. Page 10 of 10 www.knowledgertraining.com
728 Bangbon 4 Soi 7, Bangbon Nuea, Tel: 099-283-5200, 081-583-8805
Bangbon, Bangkok 10150 Thailand Email: info@knowledgertraining.com



https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Service_Operation#ITIL_KPIs_Problem_Management
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Continual_Service_Improvement
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Continual_Service_Improvement#ITIL_KPIs_Service_Review
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Continual_Service_Improvement#ITIL_KPIs_Process_Evaluation
https://wiki.en.it-processmaps.com/index.php/ITIL_KPIs_Continual_Service_Improvement#ITIL_KPIs_Definition_of_Improvement_Initiatives

