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1) syvudeyanazansaumavesizanifinmadenloauazy sunnisifieliuing
pg1ellUsEaVEA N

2) szvulassadisiugiudumeluladarsaumauaznisdoarsvesigan
fuszavsnmuazianusiunsasndy Dulusuanesgivana

3) aun¥nSganiuarynnaluisuiganiiviniu anunsaldszuumalulad
asAUYIALaYNIARANT BT sATA

1) gFuuimsuazUszvvuldsudeyamsauinavesiganiigndes 110131 way
TuadlensaiuaNfAednNIs

2.3.4 YNSAMENIUBUNUWALN Digital Parliament ¥ae33am svez 5 U (WA, 2561 -2565)
2.3.4.1 Wauszuuwazysannsteyadednisilu Digital Parliament

nagns
1) Wawnszuukarysanstayaysgnisidu Digital Parliament
2) WalUISLUUUSNITAIUASAUNALALTUaNONADY N UALY S895U

Y Y

AHABINITVDIEUTNTUALUTEYYY

* AENITUNITIAVIILNUITRILN Digital Parliament ¥955a01 Szo 5 U (W.A. 2561-2565), WU
Digital Parliament 999558017 s8¢ 5 U (W.A. 2561 — 2565), (nFunN: @1nn1sAun d119na1uav1snig
ANEUNUTINGST, 2560), 2.



Whuseaedigeensanans =

1) szuudeyauavansaumnavesiganiiinisienlouazysannisile
TusmsegaiiussdnSam

2) fFuuinsuaruszanvulisudoyaansaumavesiganifignies
T332 wazviualiy asesiuaufoInIs

2.3.4.2 Walu1lAseadenugIu wasssuuauduaslasndeniunalulag
asauALaznsaeans duluauuinsgiuana

nagns

1) Wunnlassad g s umaliladansaumawaensioasvessam

2) Wannszuuenuiuasaoadesumaluladansaumaiagnisdoans
Tidulumunasgiuainasesiunslruinisidednahiaswinien

WhuseaeAdagnsaeans
sruulassaseiugIumumalulagansaumaLlasN15Fea159033ga
fiuszansnmuazinnuiupsasnsds Wulumuuinsgivaina

2.3.4.3 duasuuaraduayuy WaunBnigant waryanalulenussan daus

auansouagsinuwslunisdszendldszuumaluladarsaumanaznisdeaisedis
HUsgansam

nagns

1) Wawaussauryaainsvessganinumsidssuumaluladansauineg
LayNsAeas

2) duasy advayulvaundnsganiuazyanalulrsauvessyanild
szuumelulaBansaumenaznsieansedsainsasd

3) datasy atdvayuynains Win15Any133y wagWaiuinieniu
winnssuasinAlulagsessuaufoinTveETuUINshasUss 1Y

WhussasAteensaans
aundnsganuazyanaluuiganisviiuy awnsaldssuumalulag
ANTHUNALAENNTADANT 0E19ATETIA
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2.4 wauUUATIVNITANINWEVITNNTAFAT W.A. 2563 - 2565

LWl URTIvnsEdnOwasnTIdlant w.a. 2563 - 2565 Tudruineatesiv
LWINeNsUsEENAldNsaUNIRNggIY (ITIL) WeatvayunuuInsiumaluladgaisaumavos
driinauavisnisydiant® taun

Adeviend (VISION)
“Wussdnamdniuifvyafvesssmeaniiaussauzgs Tunisaduayunisiogdian
WaUssrvukasyseleydinsin’

wusna (MISSION)

1) aﬁuayumiﬁﬁ’uLﬂﬁauﬂWiﬁﬂﬁwuﬁﬁﬁ’miﬂ’“

2) aduayunIINNIUNITAAMIY LlauBLUe Lazisasanisusuuseinauas
NSANIUNTIUENSATERSYA

3) gNTLAUNITHRIUINUAUNYVINPLALIUAUIVINTVBNRANT

4) U%mﬁmm'ﬂﬁmﬂuaaﬁmﬁﬁammusgq NUALY ATURENTITUIAUIES LaZ TUAD
mM3asuLUas

5) Walunnagiasuas1ensiieslussusudszunsulaed ulinsruninensdnsa

[ 1 a a1 1
WuUTesY Lasadd@IunIsNaIuTINYesuIes vy

wHUUHURTIVNS

aa o

WRUUURTIVNISE099 1 8nszaunIsTaTtiuayuUAUTRUYR
Wnned 1 aduayuanueuilivygfedadiuse@nsam
Wminedl 2 @ Munuaunguingwaza1uizinig siundeyan1sideinevaues

FBANUABINITVBIAAN
WUINIAITHRILD

1) 8n3ZAUNINAUINUAUNY NI NUATIYNNTS wastayan1sidelndulienad
Usgandam
2) WalukATaY1Y LagAUTINTDURINIAIUATY 9 LieaTuayWIILAIaNT

WHUUURTIUNITET097 2 WAILIITUAIUNITAANINLAUBLUL LALLIITANITATUNNTATY
uNUNTSURIUUSEINA Uazn13AEUNIIAINENSANEA YR

Wmangi 1 aduayunisinniy lauewue kagisainnsatiun1siuuun1su)sy
Useme wagn1sadumsauensmansveaianiagaiussdnsam

¢ diinauauiBnsydiant, wiUURsIINsaIinNIUaYISNITIAENT WA 2563 — 2564, (NFaMn: dntin
ASAUN, 2562), 31-37.
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LUINIIATITNRIUN

WaunalnnsatiuayunIstuLAaouNIIATENIAIANTTUNITAAMLELDLUELAZISISA
NSANTUNTIULNUNTUYTUUTENA Lasn1Talun1snILgnsAmansyF

WHUUUATIYN915099 3 WaluANenIWYaIYAaINILNe 1HaanARaINUAIINABINITVDY
H3UU3N19L8en wazviudanisivaesuulasluaunan

el 1 : Wielvihuleunguazszuvunionalnlunisuimsnuyanaiidenadediv
grsmansiaznsiUasuLaduounag

Wmaned 2 : Wewauyaansynussanliianug armanansags finvenisan
AnnwinazanunsaUumiliiudonisiasunas

LUINIINTITNAIUN

1) Waunszuuuimaminensyaaaliaensunazatuayunisiavesasdng iy
Uagtunarounnagaliuseansnm

2) Waruyaainsliiidnenmduindsugnsmansesdnsliedrnduszvunay
VANYIANe

3) a¥1aTuuar R AU LA MTINN1TITLT0IYARINTHIANTHLINE DULAE
Ussenatunsufuianuneluesdns

4) deasuliyaainsuUanuniudsyanaasesssy Lﬁ@lﬁtﬁ@@iamsmﬁqLﬂmmmaﬂ
BIANS

WHUUHURTIUNI5I3097 4 WRINITAANEINITOVRSR9ANS Nl TnaNTTaULES

Wmned 1 : iefmuinsuImsdansesAnsliiiuszaninim fnaussauzgs uas
IVGR

Wvaned 2 : ilewaunszuudeyaasaumavesd1inauavisnngdan 1o
ﬂ’liL%@iJIENLLﬁzUUimm’lﬁ Lﬁama,J1iaaﬁfuayuﬂﬁzmumiﬁaﬁzgiﬁﬁiﬁaéwaﬁﬂiz%m%mw

Hmaned 3 ¢ iiewauilassadreiiugiuuagszuuanusfuasaeasedumalulad
asaumALaznsdeasvesditinauarsnmndanilniuluauuinsgiuaina sy
nsluinisldednwhiaasiien

Wvaned 4« ileWaunlannuanunsouasiaiuairsfnenwyesan1inydaniuay
yaansvesd 1inauaninndan Wawnsoldszuumealuladasaumanagnisdoasls
9e198UsANSNm An1sAndiasient Ysuldmalulaglundlanasniia

LUINIINITWEIUN

1) MANTPUUUIMTINNIT09ANS T naN s s us aUay ey
2) duasunisaseudnnssulunisufdmau
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3) WalunsEUUNUkazgIuteya laeiinsysainisitaninaazideuleaiuiiiesg
& ..
A1ty Digital Senate
4) WaulassasenugIu wagssuuauduasUasndenumaluladaisaunelay
msdeasilulumuninsgivaina
5 duaSuwazatuayuliauidnidiani wagynains 1a31u3 Anuaiuisaly
nsUsgendAltdsyuu Digital egeliuseansnin In1sAndiasizs Usuldmalulagivdlanasaiia

wWHUUNURI1TN1915099 ¢ Waluuaziasuaiianisiliesluszuauyszunsulaedudl
wszamnnEnsensalulseyy wazdaasunislidiusiuvasUszyvy

Wwned 1 Ysvanwufienad amdile uazmssudiaumanisidles msunases
Tuszueudszysulaeduiinssumnemsgvsadulszya

el 2 Uszrwusaznadszndauddiusiunienisdiemuundygives
Syessuey

BUINIENITWRIUN

1) w@Suaiieninus anudile wardldiusiuedegnaessianisiiles n1sunasedly
sruauUszasulneduiinszumndnidnsaduuszye wazimusssuninisdesduszueou
Uszansuloey

2) %’mm"ﬁaLﬁmﬁumﬂﬁmmimwé’mmiﬂﬂmaﬂuszuauﬂimﬁﬂima dudl
wsgavnndeidvsadulsyan Wowsunslvuriussnvuimmhsmuagdomnasig 4

3) daasunisidiusanlunienisides nisunaseslussusvdszsidulnedud

wazuvinnensensululszye wasdnusssunanisdeslussueulsyysulneveaydiant

2.5 35UUs11n13 4.0

NUUIAAVBINTHAUIMUIBNUAIATFFITUUTIVNT 4.0 1ielsiTeeiuse
mswasuulasuaznadulsemealne 6.0 aulouisvesiguia ﬁﬁﬁ?Uﬂ’]Squ’]’sjizUUﬁ“Uﬂ’li
4.0 Fsillmunendniieliaassanisaduiie Mdedonazlinsdaldvosszanvy
Tnglgimmaithmnelunsianssuussnsly ® fil

2.5.1 szuusnisfiianiiaazidenlesdetu (Open & Connected Government)
sosiinnulame TUsdalunisvinau lngyaraniguanaiunsadifiatoya ¥13a1509M7e
swnsnseiimsuusdudeyadeiunasiu wazanunsadminsieaeunisvinuldnasnay
Fanidlinalnnieniadiudu 9 wu araenou neussnday Wdiuididiusiy way

> AINUANENTIUNSHAILNTZUUIIINTG, “SPUUTINTT 4.0 Uavuinnssuniady,” dududietun 20

fuAw 2563, https://www.opdc.go.th/content/Mzk
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Toushensfananasglimsdiduniseseenluliuiaadiudu 4 Wuiuiinveuduiiunig
wny laen15dnseideuauduiuslugadassadslvasnsudunisyauluduissuiy
Tudnwarvenniotiouinnitmuaien ssfulymluuife suzdofuideadonles
nsiaumeluniasgmeiuediiionnmuazaensudszauiuliditazdunisudmssenig
dunans dhuniinmanazduviesiu

2572 iwmwmiﬁ%Uimwmﬁu@uéﬂmq (Citizen-Centric Government)
Fosiauludegn waznedludrmilaedsmnufuauesaneissmvuarldorlsady
wilvdgnianufesnisiazasvausInNdeInITvosUsravu lnelidesselilsysivu
[WINIRANBYDTUUTNITNIDIDIVEAINFIBLNADANNNI951911T (Proactive Public Services)
suisldusgloviandoyanomiss1snis (Big Government Data) wazsruufinaaiisl
Tun158AUINITAI1TUEnTITUAIINFBIn15U8 U 1WY (Personalized 30 Tailored
Services) n¥ourtssrunsanuarmnlneiinisdenlssfuewemuis nusmsiieliusng
f19 9 asaaiadulugaifien Ussrsuamnsalduinisvemissenisidnasainainiy
AMUFBINSHATATIRRGe L NAN8Y e M HALNA LY 9IN1TARRERIUAULES ARfDHY
dumesidn il lodeaiife vieueUnaintulnsdnsileie

2.5.3 itg9uveigildnaussaurgalagiuale (Smart & High Performance
Government) fawinuaganIeunsalidrmindnisinsegianudssaiianssumie
ANAnIENLazUsEyndesdaindlunuvanaiviivudunldlunisnevlgiulan
wisnsdsundatesdundu eadenmuefinudaveu uagauannsalunisnouaues
fuaaunnsaling o Ifegrsviunan nasnauiduesdnsififnanssourgs wazuiududngann
arududriinnuadiol sauke vlidrsenisiianugniudenisufoRssniswaz joa
yihilFegamngaufuunumyesnu nane

1) lugruzilugaduayunisinuvessguiaszdediderauowuzidaleuiy

[ ¥
1 A

finseguuiiugiuvesdoya ansaumaiigndes 13sdnuazannsat lUUFoRl T nAmnalfase
LAZLANAUANAT

2) Tugrusidudifuguassdosdinudunaruaznsslunsannsauimis
ngszifouliimungan (Smart Regulation) wazenidnnisaiuauilliiinyssloviias ol
JunszvsoguassaseUssmyumsenisusznougsia

3) lugrusifugujdafesdoslianudodndaain Suinveudentd
yaudanileduseninaniieausig 4 luynseduld wagainisaysuinisdenles
nsvauashdggnsmansRausfuanay TnalinsneInuaruInITang 9 Sauiy azdy
AudNTIveINITHAUIlUgIzuUs19n1s 4.0 denandeserdedadedfny 4 egrales
3 Usens beun

3.1) MIEUNE AR SEinanasguay nedudy 9 Tudeey

(Collaboration) 1unisenseiun1sineu Wawulunitnisuseaiuauiu (Coordination) 3o
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Y191uA38 iU (Cooperation) tugn1ssiusiany (Collaboration) eg19uvia3e laadn
syuuliiinsnunuiieliussaingusrasd wazidmuneidesnissindu fnnsszauuay
tieminensynuiadiunulsiulagldusglonisuiu fnseeuiu anudesazuiaveu
sonadniaiiintusiutu ewmuiUssmanIouddyninudenisve sl sz
ffauadududounnduauldiinnadnlaludsauararunsasuiunisidaasiionuies
Inganiisdnaely vieidunisuimsfanistudisduguuuu Ussnsy”

3.2) N13@3519u10N358 (Innovation) tuN1sARAUKATLAIINIITNS
#30UUINN4 (Solutions) Tual 9 SudziiamansznuumiAa (Big Impact) lileUsuUsinay
PONLUY NITWIUSNTaNsITaiekasuleusasisasliaunsanaulang anuymevessene
vsonauaueslynIANfenis vesssrvulaegradigunin suwdsiulumuaninnain
ypan1silasuutadlagendesuuuuriesu fiRn1suinnssuninss (Government Innovation
Lab) wazldnszuaunisainudmdeoonuuy (Desien Thinking) ludnwaziiliusyaivuy
dundfidmdnieadeanudilawazidinfisauidnvesussvivu (Empathize) Yrdaya
11As1endatlynn (Define) wagldminupnairassdifioadrslowis (deate) dmSuRmun
AulUY (Prototype) wazyin1snaaoulfUuRass (Test) nourluveenasald wiawduy
NsUIMENSNTETIV1I09e “Wla Wi W udssendly

3.3) n13U5ugn1sll ufAIvia (Digitization/ Digitalization) 1Uun1s
mammuﬁuﬁuaqmﬁmLﬁmmzﬂizmaﬁé’faagamuﬂm’aﬁﬂauﬁaéq (Cloud Computing) gunsal
Uszinnausnlnu (Smart Phone) wagn1svinausaufuniuiniosiionis q (Collaboration
Tools) virlanursadnsefuldagruSealnd (Real Time) liiinazegiilaaunsaiinsied
Toyafiadududousis q AnszinisidsundamginssuvesUszuvuiinnansznuedsg
Laganinsanauausdfonumanidunsliuimsvemenensfiasdestuiunisldvana
ynanwuil yngunsal uaznnveemis Ifedasiuas Yaende wazUszvda Tudiuvesthsunis
Loz ivesdgesldfunsuuldsunssuaunInienu@a (Mindset) Trnuieaiinin
Lﬁuﬁgﬂﬁsﬂaumﬁmﬁ’limz (Public Entrepreneurship) dintneelvdaussouzisniuuay
Wasuudamniinssuvesay suaztieviliaunsauansunuimveansdugiinsasuutas
(Change Leaden) 1loa313aaien (Public Value) wazuseloviianliuidszvrvunsiey
Guaﬁwmwmiéfaqﬂ%’mﬂ?iaumﬂmiﬁwmgmwmau 7 g szuus1vnssuiuulng
Fapns1ait 2.1
p157197 2.1 WBuiBUsTUUTIM BANAUSTUUTIINS Y

LUUSIVNI5LAY STUUSIBNIT I (STUUIBNI5 4.0)

N1INULYNATUATITAIVDIUABLRUILITY MIVNNUTIMAULUUYIUINTBE1UNTT
wlifinsvhaudsganunuiussnitaheny | ludensmansaasssaunsnaleuell

wadelailensysanNTeE1auiase ufsnailuU U3 (Collaboration)

(Autonomy, Separation)
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STUUSIVNI5LAY

STUUSIVNIT I (STUUSIBNI5 4.0)

mavihnudiliegluguuuudidnnsedind

1 [ v & o
DYNAUFULUUULAZ BATUNITNINUAY
aen1sUsAUTTlULUAAT (Fragmentation,

Hierarchy, Silo, Vertical Approach)

Y

msvheuinisdeulesiuszuunina
oehadusUuuuiausfuuIUn ST UL
L%auimﬁqﬂmmwm'ﬂuﬂﬁu'%m'iﬂizﬁwuu
wazdinsvsAuUyr luwuIueU (End-to-
end process flow, Cross-boundary
management, Program/Project

Management Office, Horizontal

approach)

Trusmalunesgiuiediuedg
MIEAIAUAVTNUFIUYDIYARATISTAVUA

(Standardization)

UINIIMUANIUABINISIANIZUARS
= = ac
Feanu1sneenkuy Afenguiuy / 35013
Tunsvasuusnista (Customization,

Personalization)

szuuvnaulukuveuiaen (Analog)

sEUUNISYUNUSULduRIa

WWingUuuL (Digitization)

AAMRUINUTISUAUADIUN SN ARTU

(Passive)

o a dl U a v
nsadunuineuaesiu/fiuna/
Fegniusianisiuieuudas dinnsananisel

Aa19aut (Pro-Active)

gangLnaaiuaziiiuusnisudnau
anut1uu1e (Rule-based, Performance-

oriented)

4519 INTTULNITAIUANBE NV IYRAN
danadugralunsufinnu
(Innovation, Smart regulation, Results-

oriented)

Uuinumuulsusdundoulnenasy

Lﬂu@uéﬂma (Government-driven)

UftRnulaetulissansudugudnany

(Citizen-centric)

Y

SEUUMIYUNat1lnuugs (Red tape,

Costly)

asanaualunsiiusnsuaUssvy
vtdoulaunn (Creating value for the

public, Doing more and better with less)

Uawmegtayanuiniesuaanie e/ inme
Uayad11n (Close system, Upon Request

only)

Uamedayailuuni (default) Tugduuy
fanusailUllaviuilaglidasdose

(Open system, Open access)
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STUUSIVNI5LAY STUUSITNIS A (52UUS19NI5 4.0)

MSURTRMURUTURBULUUAL 9 (Routine | asnsaudludgymilaglidndusosld
Work) WMIVINNUFURUULALLAZENNTD
mavaulaviuil (Non-routine problem

solving, Real-time capability)

AN9MUR89URN Ui ud Nl L LUITUNSNENNSTUNITIIUIILA UL

nsudsluninens ieldenusiudu (Stand- | andunuiassansninlunisufinnu

alone) (Shared Services)
Nuleuguasufiinulegldanuidnuae | YjiReuuuiugiuvesoyaninuneanis
AIALALDDY (Intuition) Y2IUTEVURAL UL U5

nlUufuRlmAanalaass (Data-driven,
Demand-driven, Actionable policy

solutions)

UsSNsUsEATULRNIzlua11%ng (Office- UIN15UsEvvURanALIaN (On-demand

hours only) services)
TALTEIVIY/FIUNEYLANIZN fauanansatumsldmnuiandyayives
(Expert/Specialist) Joyaansaumneaiaunlylaymiuazaing

ARUA (Knowledge worker) #A114a1156)
lun1si38u3 (Educability) fvmwa

Tui99385550 (Ethic ability)

Y1519NTUUUAUAL (Public administrator) ﬁmmLﬁuﬁﬂizﬂaumﬁmmims (Public

Entrepreneurship)

fian: https://www.opdc.go.th/content/Mzk ,2563

2.6 NITUIUNITUIMITIANTITIUUINSIALUlagansaumna (IT Service Management)

IT Service Management (ITSM) 341U “nsgUUN15UTNITTIANITIIUUTANS
weluladansauna” lnendnnis IT Service Management @ n1sldinaluladansaumeiiie
aﬁfvayumméfmmmaxL{]mmamqqﬁﬁwaqaaﬁﬂﬁ (Business Requirements & Objectives)
Bonlén IT Fesmsaduayunmsvhnunsgsiidsesdnsamlngluagiuty Waonuddgun
“Business Requirement” tdudduusn lagldudn “Business Leads IT” maluladansaumne
gnihanldifiedunalnlunisduendeunisgshagenssudng 4 vesesinsdatunisiumalulad

U 9
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arsaumaulglun1sliuin1slaes198931nnT2UIUNITUTUITINNITIIUUINI T Alulal
a15aune (IT Service Management) %38 ITSM Tngazitui3aan15u3n1sdanisniasau
wialulagansawmnalinauauoonUApIN15veIINe waslviauddyiuanuiisnelaves
dldszuuansaunea (Users) n3gnAn (Customers) iumnannisuwmalulagansaumauild
TuefndnagiduiFemadumnaia viomaluladilugadidguasyaluinnisliuinis
melussdnviniy uwiludlagtiuesdnstouiwmeluladasaumaulilunisliuinnsgndn
TiAnmufiswelagean neulufinanimlunisliuing iwuides Service Level Agreement
(SLA) Tudinsliusnisdumalulagansaume Wudu MM Jdundnnisiiduiseses
nszurunnssaiulumsiaunsruunislilivszaniamlneanunsaldsindundnnng
Best Practice (3%?113‘17‘@‘17‘@@) %38 Business Process Improvement (BPM) unlgsausiu ITSM
s Tnsuwanudady msm idudeanaluladusasiudosnssuiunmslunisviuinisud
users waz customers LIUNaN wag ITSM Feaduayumnannis IT Governance %38 GRC
(Governance, Risk Management and Compliance) 8naae

TuagUundnnis IT Service Management %38 ITSM tu flvainwane Framework
TesAnsidaantunld lewn ITIL Framework w89 OGC (Office of Government Commerce),
CobiT hag Val IT Framework 984 ISACA, ITUP 994 IBM, ASL 983 Netherlands wag MOF
W93 Microsoft tUuu

2.7 1m337uU ISO/IEC 20000

ISO/IEC 20000 Ap3195311luN15UIMIsIANITUUINnAluladasauwme IT Service
Management (ITSM) flaggaelfosAnsanunsaudmsinnsnisliusnismalulad arsaumels
otraduszuy uaglduimsgiuaina ISO/IEC 20000 gnaundulng Technical Committee
JTC/SCT Software and System Engineer 1a881948991n11919§1U4AN BS15000 WAz o148
nszUIUNIsN ML Wnesnesgiuiiuiseanidu 2 dw fueluil

2.7.1 1SO/IEC 20000-1 (Specification) iJudemnundiunsugliusnisaumnalulad
A3AUWANABINITLASTUNIITUIBIMINNINSEIU ISO/IEC 20000 NFeaUfURn 1w

2.7.2 ISO/IEC 20000-2 (Code of Practice) tJuuuinislun1sufUafiaisviuil ols
Julusudeinunvesnnsgiu 1SO/IEC 20000

N3LUIUNITUIMITUINMIWALLLATASaUMANINLINTFIU ISO 20000 Faa1ansauandla
AN 2.1



AW 2.1 wandnTzuaunsUisUimamalulafasaumanusnsgu 1SO 20000
7w https://www.acinfotec.com/2008/11/25/is0-20000, 2563

ISO/IEC 20000 tJun3zuIUn15NUgIU PDCA %38 Plan-Do-Check-Act waguani
N32UUNIINEN Feanusawueanlinlu 5 nau InsunaznguusznaunienszuIunIseay
U 13 NTLUIUNS AL
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Management Responsilty

Management System
Docum

Competence, Javareness and Tranng

ertaton Requirements

Planning and
Implementing
Service

Management

Planning and
Implementing
New or
Changed
Services

Capacity Management
Service Continuity &
Availability Management

Service Delivery Processes

Service Level Management
Service Reporting

Information Security
Management
Budgeting & Accounting for

IT Services
Control Processes
Coen A

Release Processes

Release Management

Change Management /

Resolution Processes

Incident Management
Problem Management

Relationship Processes

Business Relationship

Management
Supplier Management

nzju Service Delivery Processes Usznausme

Service Reporting

Service Level Management

Capacity Management
Information Security Management

ngu Control Processes Usznausie

1) Configuration Management

2) Change Management

Ngu Release Process Usznaunie

1) Release Management

mju Resolution Processes Usgnaunie

1) Incident Management

2) Problem Management

nzjll Relationship Processes Usgnaunie

1) Business Relationship Management

2) Supplier Management

Service Continuity and Availability Management

Budgeting and Accounting for IT Services
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Tunsdnrinszuaun1smIuLINIgIL 1ISO/IEC 20000 3nduaziasimiudaiivualy 1ISO/IEC
20000-1 (Specification) Tnga 1@ uIn 19310 1ISO/IEC 20000-2 (Code of Practice) weilu
ISO/IEC 20000-2 (Code of Practice) 1y §isliifissasiBuaiifivanelunsdainszuiunisni
wrUfTRTS L duRosodoutavedwazdealu ML uldlunisWauinssuiunisunu
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AUy IT Services fin1simunagiadauaiuisainnnudnsadunisiuddivinisuas
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Wiunseanuuuianssuiiasintu TuniszurunisTiuinissuisnisiaun
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4) M5UJURNUUINANS SO : Service Operation
wilumsiudanssufisududensufoRnuiieliussauadisalunisgua
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Snwninfinisiaunieusnisiduluaiudennasindieiusedyyuinig Service Level
Agreement ﬁﬁﬁiaqﬂﬁw
5) NMSWAILIIUAIUUINT CSI 2 Continual Service Improvement
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vassauianutaeuangdu Usznaulusae 5 VUIAVYVAN WA UTENUMIENTIUIUNT
dou o annsauansldian it 2.2 fall

ANT 2.2 hanalAsIas19ued ITIL Version 3
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2.8.1.1 Service Strategy

Service Strategy u ITIL V.3 Qﬂa%f'mmLﬁaLi‘jJuLmea’Lumﬁﬁwm
IT Service M1 Service ﬁLi‘ﬁJuLﬂ%E}ﬂﬁaw’Nﬂaqwﬁmaﬂa\iﬁﬂﬂﬁmmﬂ Service Strategy
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Operation Level Agreement (OLAs) 14Lansdonnad5z1ing nurgsuntelundn
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(Availability Plan) n1stansiaaeununiouldenu (Reactive Activities) Mo Uszlilainaa
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YAAIMUAIU150YB3TINA (Business Capacity) Ina31ua@11150lun15tMuInng (Service
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lun1ssnwinnudy Anugndesauysal wazaunieuldnuvesteyasiluiminddunas
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2.8.1.3 Service Transition
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ﬁgﬂ frmualsly Service Strateey way Service Design Hu zgniluUUalaegnedl
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1) Change Management L‘?Jumzuaumwé’ﬂmaqmmgw
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2) Service Asset and Configuration Management; Configuration
Management L‘fJuﬂizU’Jumwﬁﬂ%mmmg’m ISO/IEC20000 Wil ITIL V.3 1#Lfly Service
Asset Management ¥ntifiusmissnnisnsndauiiiendeslunisusnisdiunszuiunis
Configuration Management SuRaweaulun1su3msannis Configuration items wialianunse
wARIsIEazBEAvad Configuration Items warauduiusiunssuiunisdy q I

3) Release and Deployment Management N 58U IUNIT dasz
gNisenn Release Management wilu ITIL V.3 Aunsz s Deploy Tusnlnedl Release
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Juluanuingussasdnazanunsailuldnuldegranunzay
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2.8.1.4 Service Operation
Service Operation JuRanssufisenlgindu Day-to-Day Operation
fvthiiaduayunsiauvesudnmsiduluauszdunsliuinsildnnasiugndnsnllds
nsiElnsvaeumnnIsaliasdaymisng q flonadatufuusmsldnetinssuaunislu sevice
Operation Usznausie
1) Incident Management LﬁuﬂwmumiﬁﬁMﬁﬁﬁwé’ﬂlumiﬁﬁu
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U3nslianunsauinisidegwioiiodlaesiiign waziieanszaunansznuiionaintuiioin
W salilaifiaUssasAsausIng
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4) Event Management tunsguaunistudlu ML V.3 dudaan
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1) M5k (Plan) agidunisdnasrsnisvinduenansuagnisdniin
FoANAIUITZULUIMITNITUINNT (Service Management System) 34 Service Management
System agUsznounisuleuly TnqUIvasa WUy LAZNTZUIUNITOABUALDY
ARUDNUUANITUINT (Service Requirements)

2) M5 lUUZTR (Do) aztlunisiiszuuuinsnisusnisiuufiRues
N15UJURAN5YBY Service Management System @1%5UN1588nkUUN15E9HIY (Transition)
nseanay (Delivery) wagn1susuUseanIsusng

3) 11353980 (Check) agidun1sidlfnniu n1sTauagn1snuniu
Service Management System Wagn15uUINI561e 9 Weuiuuleuty I00Useasn WHunY Lag
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4) n15U5uUge (Ac) azilunisaifiunisusulgaaussauses
STUUUIMINISUSANT wazn1suinisegnaroliios

2.8.2 Service Desk

Service Desk tJumitsauihifieatastunisliuinisuuusig 9 wAgnAn
1pg Service Desk agSun1sAnsaangl¥au (Single Point of Contact) 91nN15l¥41UAINTEUY
lnggnAnanusafndesasveardiumialngdnd dwd vieduwasiie 1Dusu 3UINNITTULAS
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2.8.2.1 d2uUsenauvad Service Desk Usznaune
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2) Process
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4) Information
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vauglanu Software HWhvsneAenisanuansenuvesgiRnmsaifidwansenudossuunsinauy
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Service desk NiUszauadsrldmaluladiiiodanuilnguas Deliver 113a1598In13
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Information aﬂﬁﬂizﬂauamﬁwﬁvfﬂﬁ Service Desk Usz @y
audusaldundeyatnnans Wesanginudesnisdeyatinasiieliauussgdnme
Wudeafunisuinisdanissududesldfudeyadinaisiienisaivan nsmaiauay
fflunsuiuussnmsihnuegwioidleiivineniludiuves Service Desk azdpadlaindoya
fvusluisasfuaszidudeyarinasiddyielflunsiamunsdosverdunlduinng
yesgnAvFeflduinig uardsiiliifensainussansamlunsviauanizdin uaznsvny
Tnesauv09 Service Desk Bnidlilunsinsgdunuiianelalunsliuinig

2.8.2.2 MUNNU94 Service Desk in4il

Service Desk ugudnatdlunisfinsnelunistiemdsnazuidan

fiAntutuglFruneldnslimsuinmsindes

1) Yufinnrsfeswatdiunldusnisianuasiuiesioaz oo
n133esvelwusnig

2) Ifusmsdumuasdnszaitiamidedu

3) witedeymvesgndn wagnmsdeslduinis

8) 9n52U Incidents N15509v0l4U3N157 Service desk lalanunsa
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5) 189UANUAUNTILAGNAT

6) Un Case ndsanitudly Incidents suman135osau3nis uavau g

SeuTosuan
2.8.2.3 anuauliAvas Service Desk azUsznauludae

1) Business Skill An Amamnsafiaviinlanazyantwivosgitanaz
ANANIT0IUNITIATIEN wazwAUgy i lun19g37a Business Skill fensauaguinuely
nslvuinmsfisenadestugsiafinudiiunisegrmsamudlafefuaudesnisuesgnén
AAAIUNITANNIIVBINAT

2) Technical Skill Ao A1WTEUSABIFY Product fiesdnsiausuiy
sauviamaluladd service THlunislivinisdrniiasounquisinuenislénoufinnesuay
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d o A

3) Soft Skills A9 Service desk agFosamrsaliuTnIsNBslneg TuAe
yinwgyosn§uilanisieaseneriyn (Verbal Communications) finwnslvuinisungnn
WnwgnsuAdam finwensileuseay wasinwensvinauduis

4) Self-Management Skill Ai® N15USUTTIANISA1ElAAIURLASEA

LagN1SUIMSHIAIANEINIatuNSS BN 9 egssiailotuarsing?



28

2.8.2.4 ¥UAVDY Service Desk
wiinvag Service Desk anunsawuseantady 3 Usvianlawn Internal
Service Desk External Service Desk La¥ Blend Service Desk
1) Internal Service Desk Hfifleatiuayugniiaislunioniniy

fhauneluuiom

2) External Service Desk flfifioluinisungnénnisusniidedudn
WAYUINITUBIUTIN

3) Blend Service Desk lin1safuayusisidunuy intemal uaz
external

Internal Service Desk 9aUs¥ #9049 Internal Serwce Desk vme
mmmmaaiumimauﬂmmmﬂwuauasunmiiwm@LLaLﬂmﬂ‘uﬂmmmq q MAnTuieaty
msldaulefinelunardesnisldvimsanidmiiviendniunelussdnsgliunisun
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3) Request Fulfillment
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Audmalulagasauna ninedeuslld,” Gneransuvidudia, Inginisuavinalulagansaume uninede
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5) iilethdeyafilstuiinliasssuulinvinsussifiunsdiiiuay

desnmaguémaluladansaumeldlinuddlunsuimsdansiuiuly
119 IT Service 39lAiin1518901U1N38UIUNT5UBY ITIL Version 3 unldnivunvauiunnis
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1) NM15IANTITILAUNITUING (Service Level Management)
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4) USM3LIuesIa (Web Service)
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nNMsAnwIsasatunudiaueranuliiussufisunszuIunsves ML wislHly
LS unsAnykaziugluNsUURNWTeE N NIaY BTN UAR AR 3.1
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Level Agreement) Management)
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g

6) N135ULaUgyn (Service Desk)
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3.2.2.2 M39ANSUAANAINTALUNSIAUT NS (Capacity Management) ) lag

ATILI NnSnensaunalulagansaund LW@IWE’]&I’WQU’W]?WH’miuu 4 UIUTUITIANIT
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3.3.2 NSEUIUNTANUATLELLIAINITABUAUBS (Response Time) Aatdunisiiviun
S2e21a1 I UNITUSNITAILAISLIIUUSNNT 52829a1N15UTNNT TULARZIUANTAUN AT UL
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Han1suIn1slulagdu uazanusesnislueunan lngagyimsliasizvinadeyanieada ey
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M3An¥ILUIMIINTUTEENdlEnse UL ATEIU (ITIL) WisatuayuiuuInisdiu
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2) nan19ieenUTuld waznseuauAnlunsAn

3) HANTIATIENTOYA

8) nansfnwlnssiesesiie iTop
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Wielinsuisanuddgresnsiauninuduuinsmeluladasaumavesdineu
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Tudsinsisansdrtingu THud dfnnuavisnisanigunusegsiazdrinauavisnisidan
Jalatin1sdavinuuuisun Digital Parliament ¥833§an1 Ingfivun 3duvied Ao “Sganimavia
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4.1.1.5 58UU31YN1T 4.0 AISHAIUIGTEUUIIVNNT 4.0 Tedmunendn

- v o I - I I Y v v o
weliarasganunsaidunie NiwedeuazlielaldvesUssmvu lnglamvuadivineg
Tuniswauirsyuusanistd Wdussvusivnish Wanirswaz@eulesiaiu (Open &
Connected Government) fgsiia1uiawme lusdlalunisinau lngyananiguenaunse
Witleteya 911a15veames1vnisusedinisuusludeyadaiunas iy wagdauszyivy
Jugudnans (Citizen-Centric Government) fiasvineu ludegn wasuesludnm Tduselon



aaq
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