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Course:

IT Service Management
Aligned with ITIL 5 Concepts

Duration: 3 Days (9:00 — 16:00)
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Course Objectives:

Understand key concepts of Service Management and ITIL

Identify opportunities to develop ITIL practices

Communicate with IT teams using ITIL terminology and concepts

Understand how IT Service Management works with Agile, Scrum and DevOps

Course Prerequisites:
e Experience and knowledge of IT Management. General IT knowledge is assumed.

Course Benefits:

IT Service Management based on ITIL concepts provides a widely adopted framework for managing
IT services and delivering business value. This course introduces the service value system and how
organizations deliver value through modern IT practices. Workshops focus on ITIL practices and
modern approaches such as Agile, Scrum, DevOps and Al-enabled service management.

What You will Cover: (Conduct in Thai)

Day 1 — Service Management Foundations
e Key Concepts of Service Management
— Value co-creation and service relationships
e Key Concepts of ITIL
— Product and Service Management
— Service Offerings and Service Relationships
e [TIL Guiding Principles
— Focus on value / Start where you are / Progress iteratively with feedback
— Collaborate and promote visibility / Think and work holistically
— Keep it simple and practical / Optimize and automate
e Four Dimensions of Service Management
— Organizations and People
— Information and Technology
— Partners and Suppliers
— Value Streams and Processes
e Service Value System
— Components of the ITIL Service Value System
e Value Stream Mapping
— Identifying service value streams
— Understanding how value flows from demand to value

Day 2 — ITIL Practices
e Service Value Chain
e ITIL Practices
— The concept of practices as an evolution of ITIL processes
e General Management Practices
— Continual Improvement
Information Security Management
Relationship Management
Supplier Management
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Day 3 — Service Operations Practices
e Service Management Practices
— Change Control
— Incident Management
— Problem Management
— Monitoring and Event Management
— Service Desk
— Service Request Management
— Service Level Management
— IT Asset Management
— Release Management
— Service Configuration Management
e Technical Management Practices
— Deployment Management
e Alin IT Service Management
— Introduction to Al in IT Operations
— Al governance and automation in service management

Target Group:
e [T Manager, IT Auditor, Operation Manager, IT Officer

Program Trainer:
Qualified Trainer from Boston Network
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