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AXHWERNRFNA IT BRI ERRRESSERIES ITIL (1T Infrastructure Library ) RiEE R4
IT RSEENHNNE, BNBHEET IT HIZOANERRBIEEFER | DRI IT RS
EENSREXERBSHBEENE ERMTALA?HAAHFL ? MAEHEHWRA ?

AXERT ITLARERNESNE , GENRTHLANZEREN ITSM ZU0INEE , BRUAR
FPARAERWNIT REFWILE, ERSFEEFR —PEEITRINAEEN —RE AR RS ISR 1T

B[: L A
S, FANABT ITSM ERTLUERHEFRIALE. SHAENET IT RSEEIRIE (itSMF)L
RITIL AF4,

P BMBHETHMEMNEKR , W TFAXRAENITL, BWHMRE , E8& Email £ :
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2.1 1T RS A H

£ 1980 FAHRH , IT IIIMAFELFMENREARZINEN , ALERR EFBRIFRAR
BEXT IT RZFZEEENERLTE %,

et , BRASHMARATRETRF , INFTET RENFREZER , HPBRERLTES
E L, WELTF AR, ETANGELRY  FE-INEENRBREEIE—NITBRSEEMN R ( Brft
WML HER ) WitdiEm , FARTRELER—.

ANALYSIS

\
Lzl Software development
¥ methodologies:
DEVELOPMENT SSADM, Method |,APT, etc.

|
TESTING
¥ I ————
IMPLEMENTATION 4

Y

OPERATIONAL IT Service Management

\

RETIREMENT

1

AMBH/RSEREART , ZSENRERINEERR .
BENRBES&K ;
e, FRELSNRSEKEIYN  AEFZILRRSTENRER M@,
WERRZ (RTFR) AR, —PMREMNTFTRE LA ARATE-FHE , 1H 436 F
EEFKHNRARET,
AUEHEZENRRRG/BRSES AR ENER , IREEEX MR EEAEREN
2E  BRATREK T RSHFUE. REREENREET.
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E1980 F R NEWMTEZEREFEANZR ZEBFHRRITENMBIER/ CCTA Central
Computer & Telecommunications Agency ) XELZ[TUE , BIRAMRELE S NMNHALKEREZ
¥, BB ITEEEBRPHAEREAMAATEER, CCTARBBE#HESR , 468 7TBRSRIME
VWARFEHNDE BEECHABRERE LRAKNNEZE EEERRBE IT ERZEEE ITIL
(IT Infrastructure Library ) W &fi. XR—ERIPE , ERUHFEEFERNITRSSE , &
FHREXK , SHTEANES.

IMPLEMENTATION

SIW IT Service Management
Development

Operational Service

0 1 2 3 4 5 6 7
ELAPSED TIME IN YEARS

22T REFERR

IFLEER , NRMESEEHX IT RSFETHRE , IRIRKETARAULSER IT REILEN
FRAEE, ITMIEHHLSEBEEETERSEL, HHERUEWE LW RS TS HEN RS
KE, X, WSEHAFERDH T BIIEETF, MIEREEL LN AR

XERSHTFEUSEEMEFER , XARHBRZLENRRTERHHELQLEN, FXR.
EEUREAR,

WHHAZRNERERRANEDWEE , £ 1T RS EXARCFASRHEER
BRI IT 88, MEFFNANIIT REFHE , meEBAS,

SHAPNBEAREE IT R TRENB, IINREREFFNSHBE SN LESRE , BmtiR
T B A HMA TESNSE, S TENSENBERETN | IT HBEEERSER
BiE. XERE—NEHRRM T RSBER.

LWELSEENRSHSH M ER2RAITNASENTLRESEK, XBEF=XEREL
RN -

IT R% &%
BSI EXRFSEERHE ‘EERSFAIEFERS
Im

IT ERZRHEABESF. BE, TEVAEXBERE, XENARIE IT RENREFEK. CHEE
Rz L, XERFREACAMIRER  UHE IT ERAREE, BT IT EMENEER
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LE T RSN F TR —52 , FTAEBIAN KB EE IT REFEEZH.

BREXERIEENACELTRERSHALHTURNEM L |, FIRBIENERMBEE THSE
Fito

ERSEXRALERANT

MEZMBIE L LUSENRABERIIESNELR,

REHPEBLEN B SHERE R,

ZHEXREENESNELR  BILENEXEREHTSHCHXER , MRRRTHE , £R
ERBEHXIE , BIRERAIE,

EBXEL A ERIEXINESNAEAMABCHNRELR,

SMITILIRER , FIMANLEIEEEN , THEM EFEALNEARFENFIRAER,

2.3 ITIL &3

BITIL RFBEFNE—ATF 1989 ERRE , ITIL RIBE—BET XE , HTHEIT,
BT ERR

—EBITIL EHEA+TZFHNIRERH —DFTRH K

— RATRPEENERESH , FHENRRES —

—FHEFATERER , Mo HRNER, BFEHFHWEB NAE

—E ERRML

FERBITERNES , HHERYE ITSM XREREFZEAKXP ZAERER, BR=ETRT
HTHY ITIL 4549 -

T Planning to Implement Service Management
h
=]
The Service Management ICT
Business SERVICE Infrastructure

Perspective sepiice UPPORT Management
DELIVERY

Security
Management

B
u
s
i

n
e
s
s

w0 —03FTnmD= 0=

Applications Management

3 ITIL

ZEMRE ITIL WEHNRELSKENERESEEHRA ICT (Information& Communications
Technology)% % & Z Bk K2 K,
MERNERR .
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KHERRSS B R X
ZAERTE B 4IRS St it & CSIP ( Continuous Service Improvement Programme) L1244
BS , AUEIZL ITSM %R, SHARTUTEE :
BIEEWE S ( Vision )
By HEkn
ENTRRSH BNITEE S
REML RN B I 2 s
E X x4 K I B & CSFs(Critical Success Factors) l >< & 4 % 18 #& KPlIs(Key
Performance Indicators), 5k &REAETE B IR B E LK S,
WM
ZESENRNLSEERRENA , LUAE ICT EMERZE LS HRENEE DR ITSM ik
EMXT i ( End-to-End)IT RS HFHIEES
ICT 2t ZRFEE
HEQETEAEE K ZERBET ICT EMENEENMELE , ANIHBEHLSERIRSG ,
AR, BENE , XiE , NAURBFENXRESEY . RESERITEAR. NA. BEUR
BRZH#E.
NAEE
ZERZETENREEGED , 8FLSEERE, AR, LLETHANANKLSIR,
RS 2 #
ZEKERER TN IT RS AEZERIXEFXFERANRE, AXT 32 RHETH —SHA

WERR=FT , IPEARR—DITIL ROEX,

ARSSiLE

ZERRIE-EROIERENA |, RIE IT REFEDENTF RS KT, BEEREER.

ERSXEHENEESRMAL  XAREEENSARENEER LZ1T , HEE-—NMALNWFEEMN
YEBEZER R,

ZEEE

EICT EMBEHEF IAARAMERE - MEHN TR ? ZERN ITERERETHEINES.

—EELFEN ITIL EREZERERHETING ERELAHAE HFHN—LES
REREEBEZEE  SALMINIT ELSHHEBESRIFNEINXR,

ITIL WEBRHFLAR :
NTFRYMMLBEZEEN IT RS , R\ T —NMETIEANRRER , 22 TRGRELK , M3k
MEIRTT Eo

RUMNESTREEN , BFRBHN , MEEETBNALMEW , B FrrRAMNESF
MEBBRLSE.

RIFBH , FAMMEAFRHERA,

ZIEEEXTFITRSEEMNTREE BS 15000 : 2000 ( BS 15000:2000 Specification for

IT Service Management ) &
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B 1 2XAREANBREFTRE X,

CREANREAXMNEFAXEXAMFRLE 1ISO 9001 : 2000 REMRESE— , R AT
XFHLANREEE RS,

2000 & , REBFABRBRESHAE OGC ( Office of Government Commerce ), RE T
&, OGC & CCTA 4t £ , CCTA FBEN MY N BHEEE. N TERIEINA IT ZEK
REBI L SR MERMBEN B , CCTA Ml OGC # T KEMIE, HERNIES , 23 the
Structured System Analysis and Design Methodology (SSADM), Projects in a Controlled
Environment (PRINCE2) and the OGC Risk Analysis and Management Methodology (CRAMM)Z
%,
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3 1IT

IT RFEZIFMRSLLEEREGR IT REEENZOER , ITSM AEHWRHEFSAT 6.1, &
REEHMESHIEER , ERBFIFNRSULEXANINESHET IT RSEENZLED ,
NBRFSRERM T UEHNEM, —BEME , HRERTUARESE ITSM se hRRE™mAM, HE,
ISR | IT RZEE ITSM (Information Technology Service Management)fi 2  — MNAREMS
b, BERFAEKNAEER , ATARBEANE IT REWIDENZRE , HESH IT REMLFSHE
& ELEHETERSEHzL NRAEE, MAEENRETAN , tETFSREGEZ L,
MEFEE, RBEESE, ITSM 2 ITIL BEBRMA |, ™ ITIL 2 ITSM 5510 ER,
3.1 BR%51LE ( SERVICE DELIVERY )
RSLEDREEFEANBPNFENFEZEREERX , AMEBBE LA -4,
H5 M EED 5=
RS ERERE ( Service Level Management )
IT RS EIMSEE ( Financial Management for IT Services )
IT RE M IFLEMEE (1T Service Continuity Management )
AEEE ( Capacity Management )
AAEER ( Availability Management )

BRI R R XL ThEE AT N5 1T RS LB MR

Customers

|

Service Level Management

!

IT Services

f

Financial | Capacity IT Service Availability Service
Mgmt Mgmt Continuity Mgmt Support

i

| IT Infrastructure -
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NMRERUERENRS , FLAXTHNERENITHTE, REEREE ( Service Level
Management ) EX A HEBRENE , X2HTRFEHRIPIL SLAs ( service level agreements ) Bli&
H—fE , EEFERERXE , ARRNEXSNEF, —BEHESEDN , FEEI TS
BEXR\BARDPNEHREER,

REEREEE ST ARERILIT RSREMAANE , EERTREAMED,

MEEBRARREMBERME 1T RSOEAE , REHMEESN  U—HENNERX , N\EF
BB E O X LE R A,

FEEEATHER ITERENEXRIMAIENETE , REMERRNES . XSEXTARKL
S E AR SAR AE RI7= 4 B AR R R E 4 R G B iR =Bk

IT HEMEEOEREUEREE IT RSHXK EMERAUSHEFEERSBUREERE
RENHME |, IME R TSRS KFE,

AAEEERARBERNT—RINES , X—RIEHARRIE IT RFEEEFEROEHMEAT A,
T BIEX RS AT AR Y5 B R ot W] A M P RER (I A B

32 REXHF

REZREZSAESTEX , SREENBIHIH | b EA S TIE 1T KEHNESE
i, TEEBEAREE - NEKBNNA, RERAEDS BSI BRESIFER NIRRT SHEER
HRE :

(BN ) BEEBNTEEEWEFIFRRE ( The control processes of (Asset &) Configuration
Management and Change Management

EWMEBH A MRE ( The release process of Release Management

EHEE M R B E K ##RFFR( The resolution processes of Incident Management and Problem
Management. )

A | BRSXI5E4E Service Desk Thag, EZHALA |, Service Desk BB EMHRE. RS
XEREZRANXRWOE IR,
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Release Management

Configuration

g

Management

Service _
Desk ¥
Incident
Management

[3]
Change
Management

maoIomrnc

Problem Management

5

MLIRAF ( End-user) & VT E BRSSE K B iZ H Service Desk 8 %3R8 , A5 Service Desk
RHE — % 3 ( first-line support  , F B4R 4% A P13 ( end-user domain 25 2., Service Desk
N FEHER (Incident Management)i@ & &I T iR ( End-to-End)RAE , BMEBE HMARS X #F
MEXRE AT HB R E Y., TR — K MRNFIUERHZEIRBERE ( Problem Management)iit
Bt — SO, MRRFE - NFHEE  WMEENNRRRERTBECEREECHTF(B
EXBTHMMHREEBERRENENBRETD ) RBEELE - NEHRRNER , ETLNRE
ITEMEENELSER , RAIBRSXISEREFEB/IEN S AR R EEERE P ABERETR
MFBTE R 3 B SREVE R IE1T 30 INSARR IR, (BB B IR AE Al A BRI TR S 53 2 F1SO 9000
REEBARFHUIESTFA{TS ( Corrective and Preventive Action ) &, MR MH —PMNRRE
HITEE , FXAATEEEREXRES  MRIEZEEFANBRSEREMAEREM, KHEER
BETTEEENIR , BREUTENEANSERN. 23BN RGNELRA,HEBRET
FRBEREEMZENTEMENPRA,

Ll ERYIX LR A2 PR B B B 1 ( Configuration Management ) X1 |, — MNEANEBEEHIEE
CMDB ( Configuration Management database

3BT M SN ES

IT LSRN ESEN TERER ITRSENIFEL, RINLEWEE T HKEEZH T 51HT
0, LFMALRPEMEIDEEXRR , MARDWEHMIPIHEN. X¥ 1T HIIBERE, (4
ESIT SEEMERE ) X 2RSEEE, MR T KBESHRE, SME( effectively and efficiently )
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TSR WS BMATHN IT REHERABEESHRE. RSZFNRSLERERIE
ERNITRSEHECANAARYEZENRARE L. —BEflgaRz MU AERERE
&5 (Managers set ) ESBIMAR 6. AKX 7 IRWEKAE. EXBEMMERRHERE
MEARERN RS |, XFANALNEER I EZA ST,

Strategic
Business Plans > IT Strategy
Tactical
Customer —- Service Level
Management Management
SLAs
Operational
End-users - Service Desk
- p—
61T

ITSM Review &

Requirements ITIL
and Transition Traini
Definition raining

Transformation
Services Architecture ITIL
& Design Training

Strategic Consulting

- Direct the Change
- Define the Change

Tactical Delivery

- Structure the Change

- Build the Change

Organisation
and Process ImTE;hnBIE%n
Implementation P

Operations
i . Services
Dperational Execution

D perations O perations

Support and Continuous
Resourcing Improvement

- Parform the Change
- Enhance the Change

7 0T FUJITSU
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4 ITSM

TR T EBEN ITSM IEERIZSTE , HEF R —LHEAMNNHER. BN FFSHLXKE
BERANRREZMNBEAF,

TIL ARBFENALLBTRN IT RSEERFR, LERMRZFIEFEMESHBELEBRT
BERTALEMESR,

41 1TIL — =

ITILEYEENBEEINFRE L ENEZEBRNITENRERSEEE ( Network Management and

MY fth — 412 FIThRE — R IBAR S IS THRE R LR, IXBEMAY
EBRNEFMTRSREEZRANBEXRETEN , FRRAMANLER T RENFL. B—
LEMBANKBAR, fl, EEEBERBMTEEEERMZHRE  AUEEEENZELE
EENERNRZEXEME. B, R&EService DeskIEHERE , IBREBETR UK IEEH.
FRENEFMEAARNEESTIH ERBLREXRNINFREEN. fl , MESHEBELAXK
FERHNTESRN , BATEEEGRE, WRLEHEEENHARESHFEBEHEES , 8
VR A E PR IR R

Computer Operations Management

IMtL

Service Problemn |Configuration] <Change Release
Desl Mngmnt Mngmnt Mngmnt Mngmnt
Review/ Collect basic
implement the inventory data
Service Desk
Flan &
implement
Establish Change
Incident Management
T Management processes Conduct SW
I audit
M Y
E Initiate Estabiish Flan &
Management processes for establish the Establish
Reporting P."-ﬂl':l.';:jgl T-:%co:;'."r'or CMDB deﬁm-ﬁv;? S
e library
Estabiish
proactive PM Establish
activities pbrocesses for
release build,
distribution &
Y  J 4 Y implementation
8
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—BRVHRSZFMEMIZRFIIIE  RESRUEERL TRERSILERENNVE, BEEETE
WISEHEIR R |, T B SEBR EATBE R £ KB HITEH,

filgn -

1, EXERFEREENRSHFEMEES , RFERNTRBRLENS R,

2, LHEEWHMARRIMEERTNETAKEREMER IT RSHFEEEEMEX,
BZANABERERERSERER |, ITIL XNIAT, A, CHBEIIBENSHENEITAEE
B (RE ) NEEEE (NESENNANE ) PN —LER |, IHEIXHNBREBERSER
R , AEZEEEN—BUtIRE, &8 , A TEEHRESENRSRE , N FEH RS %5
BATHAEETRRSIN, X2BER-EMFEEED,
TAMERNAEEETHREZAUERESRIIR , MSEBNRSFEMEERENH —SH
TN AR,

BERNAERTEMAER , Hd , FTRRENES TEIHTHIT.

BREE , XENFNZESEFBURRPRE , LBRELLEZFEZNETNR O FE,

Financial Capacity  Service Level Awvailability IT Service
Mngmnt Mngzmnt Mngmnt Mngmnt Continuity
Develop the Service Catalogue
Conduct a business impact analysis
Estabiish initial , * — + 7
costing madel Risk analysis & identification of
countermeasures
T Y
I Performance management Availability
M & reborting reporting
E
Establish SLAs
for existing
services
Y
CATERING FOR NEW SERVICES
C Service Level Availabiliy  Disaster recovery
' Appiication sizing requiraments requirements requirements
. Implement . Implement
Estabiish full ¥ oiher Capacity Availability 1 yeaster recovery
costing model Mngmnt element planning nlan
4 Establish Service Impravernent Programme
9
IMtL 1T Management Training Leader -14-
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SK i A & B A5

ETHRENLMAVEE , T ERME A AR — AN E,

Mreg 1.

REEEL ; FFRBIITEREL TITF,

Mrex 2 :

WHANAFREISURAESH, RB, EHNEELFAMEARS/REHTRE.
WNEANXZEIE TEEENEEEENAE , IT BIIABRENETEARITERK. K

BERFEREFNVNLE , MERFBRINSH,

WYIAE IT RSRAENE PR HNEI.

M=

WIARSERER , ABEZHE

THRIFMEHE Service Desk, A TEXIM X FHEMHEFN IR, IETEXRFREEBSRBE

BTE BEEEE, TEEEZEER.

EOXBEBEEFNERESE (inventory elements ), XREHEBNTEEEMERMN,
B Ex 4

FREGEHRSG , FRAAE , SINITENRERETNMEEH R TEZCHEN
HERE RS ER DI

BrER 5

FREBRERS

FrER 6

KW RIBERE (mEEs, EEEHNEERE ) NIREEE.
BEFLUHERSRE (SRR 10, A TAEINREPBRER , SAMWIEHHEEE

H,
XERHEERRE,
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PROCESS IMPROVEM ENT MODE L

Wision and busin=s=s
objectres

Wher= arewe now?. fnesomEnts

Howr dowe get
wrhere s wsant bo be?,

Praces= Chang=

Hoew d o know e
hawe arriwed 7

Metries,

10

Viewpoint of IT Service Management

Achieving
a Quality
Organisation

Strategic
Focus

Tactical Managing

(Medium Service
Term) Levels
Focus

Implementation
11 ITSM Pinkelephant

4.2 |ITSM &R

1997 & ,CCTA#E —NMNERREAREERERE ETNRGLEFENFRWELCER | mgy
IRth< ( Software Engineering Institute ) B 8E D B EEE R CMM ( Capability Maturity Model)
M ISO B %4 it FBE R E SPICE ( Software Process Improvement and Capability

determination ) ##,
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XERKFEDH R :
1. 4% E ( Organizational commitment )
2. JATEEH ( Performance ability )
3. 3EBrIEZN ( Actual activity )
4. WEMZH ( Measurement & analysis )
5. KRR NIE ( Verification of the actual process )
JEk OGC IEETZER MR RIECT REKAEZENNEERE  BESRNEEWE
REHIMENEFRE , ZREXRN,

Level 5: Customer Interface

Level 4.5: External Integration

Level 4: Management Information

Level 3.5: Quality Control

Level 3: Products

Level 2.5: Internal Integration

Level 2: Process Capability

Level 1.5 Management Intent

Level 1: Prerequisites

120GC ITSM

MIXMERMX OGC F A TREITMG BN , 7 SUHBIRE —MNMAL X E] ITSM B SEHEKFE,
XFE BN LM ITIL MG hitp://www.ogc.gov.uk/itil 5% T .

RS It RIBEB RS REEMNRFARE 4 FRAZR 5 %K. AR , FEEANTERNIEZH
o bR, MILHT , REFREERBERFEREH L MARREFHIRR.

A BRRER IT ZAYE Gartner hiRH T —E IT REEERAERE, #HIR 7T ITSM Y
ANEEHEN : EEE ( business management ), A EFF % ( business development ), FRESEI
( service fulfillment ), TEAT#F ( tool leverage ), F¥ B A Gartner 1 IT EENERAEEEFEA]
BRRE R ITSM Rl 2 RE T REF AN AR D ERNRE. HELHMREREZINRSHIRE.
SHMF A ETERSEREN 2 ZNME, X , X TFELFIRIAEEREIRERE,

4.3 EEREN 2 BSI

BSI 1£ ITSM #r (L3 BFRIEZWEM. N TEENHEEM ICT Wirg , EEREAERS

IMI{L 1T Management Training Leader -17-
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it #1275 % DISC ( Delivering Information Solution to Customers ), £ ITSM &iig , H=/N %
H AR

DISC PD 0005:1998 Code of Practice for IT service management

F 1995 FEXKM , 1998 FHE =R , XABAEN ITSM WERLLE | BFK T il S5
MRk, EHBERIEEDRN

FENIT RSEEE

SEXETEEXREN ITEEE

FEETHITSMHAT

BSI Code iRE 7T ENELE IT RESEBWRE , 2R RRSZITHNIT EBERE, HARRE.
BRARE., BHRENAARE  SREBREEN., KEN, BB, £ IT RFEEMAE
MR TR T X R RIR NN ER , SRERT.

Service Design & Management Processes

Security Service Level Management Capacity
Management . . Management
Service Reporting

Availability & e Financial
Contingency f H""—u.\_\_\_h Management

Management _
—Control Processes
—f”fi Asset & Configuration M ﬂnagement ]

Release —7—._Change M“”“”“"‘:E,/ Supplier
Processes - Processes
Release : Customer
Management Resolution Processes Relationship
Incident Management Management

Supplier
Problem Management Manangp-:mr:nt
Automation
13 BSI

EA%EJ?E’J%& > A=
ERIHHA IT B E Service Design and IT Management Processes
REERER
WEEE
REEENENEE
J_‘t:)*% JE;ET IT RFEEMESUARI F RS LLEREMRE/5EZUFIE,
BNERSEER IT RSNMAES A IT REASXLDEUARIF REBEEEFERY

i —| It
&)?r
nu]; mn

BEEFERNTE  #AMAEFLBAEE,
RERRMEAERR,
SR M RIS 155 AR S5 V2
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HNERE
ERXRER
HYuEER
ZRBEELTMEFZAEBHNXR  BREFHBERIXN. XTENRESHNUEHX
R, BRCEBCHHERIANATH,

KB
BWENE=AMRR
EXRF=EMERR KL
BE S Moo HAE RS

R 1R
E4EE
6] R

HEHRERN , XERMNBR, BEBERZ , ATREEEE RS S 485 W HUNFBA LE.
RRATRERNEINALELINKFEGENEETUANA , MEANNEEEREHBRI,
KB
BHBEFHE
BYFERORNI (5 ) #FR30HRSREMRSH— Bt
SENETMHNEREERZFLL,
2HERE
BRENEEEE
TEEE
REHAL? EHAE ? BALZERA? R TILESREN IT RS , X220
M5 TIREL
KB
NTFEMRSH T B RREER RS,
NFMEER, AREBEMTRANRHEEER.
RAEIE
RMEE
EHLARN , REMALEB—ETT , BIFRFEL. FHRGE. FEFYRERTIRE. AEX
LEHERNTRAFRENTHAEE, ROEBRSENZESFRNITME. BE. NE. BIINRE
L3N DRE
BS 15000: 2000 Specification for IT service management
2000 £ 11 A BSI &4 BS 15000 : 2000, ZirAEN T IT RSHEBRB RS T EXER |
E 5 Code of Practice &&ERMEH,
DISC PD 0015:2000 Self-assessment workbook
BSI s B BiFFM , Bl PD0015 , StrHE—REA , RE—NMAN IT RESESHREERES—
o, ZFMHBRBEE

o
i}

, IAE T

TAZBE
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REEE

Nz

B3t

EHERR S

wit

ZFMEERMTERBRE TR , ERETEFALIRF HFISLE S BSI 15000 : 2000 Z[H
=R,

4.4 RRSs ot it

ITIL BIWBRSS St it RIER S IT RS RENERNF . BRAER , RSIHITRERRS
TRFNRSIDENEREINGESE—F. EHBET , ZitABEREI0HRME T —MESR,

R, EEENMBREHRFSSHITRISBERLSHFL, X# , RSIHITRIES S ITSM #93K
M ATIE , AN SR EREER P E SR RBIWISERE I EER,
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5 —ITSM

5.1 HP ITSM Z2Z & & M Openview

the hp ITSM reference model

IT business alignment

IMI{L 1T Management Training Leader
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5.2 IBM ITPM ZZ &2 Tivoli

Phase 1
Design the Solution Approach

Assessment

Stratagy

Salution
Salection

| Oparation

Manage Delivary

Phase 4
Deliver Service

Phase 2
Design the Solution

| Architecture |[ Crata ]

| Frocessos |[ Drganizaﬁcnl

w

High-level Design

Diatail Dasign

Drevelop

Doploy

Phase 3
Implement the Solution
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5.3 Microsoft MOF 2 Z & & 1 MOM

Infrastructure Role
Security Role

Pariner Role
Support Role

Service Level Management
Capacity Management
Axailability Management
Financial Management
YWorkforce Management
Service Continuity Mot

\
=
N

Release Role

Change b anagement
Configuration Management
Felease W ananement

- Egy E

Service Desk
Incident b anagement
Froblem Management

Suppori Role
Pariner Role

IMI{L 1T Management Training Leader
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Service Monitoring & Control

Sy eterm Administration

Metwork Administration

Directory Services Administration
Security Administration

Storage M anagement

Job Scheduling

Print and Cutput Managerment

Operations Role

Security Role
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6 1TSM

HCCTAFRHITILE , MO FHRNPEFTRHBERRLER, MBZE ZEMEALS
E—MEMRXAZRIESHIELEEE,

XABB=ANETENED

1, BEXERUEIREEANESERIENE ITSM ERNARMNZTAREES D , T
ITIL 385t R EAE AL T R AEEWER,

2, RE|ATSMITSM FZY|, BANES ITIL REVZFIENFT X,

3, RMAFPHELA—IT REE=iLEE itSMF(IT Service Management Forum)3R{E3#t F12F IT
BRSEENKE.

6.1 ITSM £ FIAUE

BT ZALARMET ITIL HIFYRE , NEXEREFE—BR. ERE , REHP ARHEK
N LEBEEAHO 1T EEZYIEBRAINELS I,

ITIL B =fIAE

Foundation Certificate in ITSM:ZI=XXxF#& 0 ITSM RETANRER HEBLBEE N IE
BEMNER |, JUIRBZIANE. ZINERS M ITIL EEEINENKREH

Practioner’s Certificate in ITSM:iZIAMERAXN F—NHZA ITSM ROREERANWER |, &
EFNEREFRENETLALT, TRAXRE=AWIERE , EFELMZAT S MNEHTIEN,

Manager's Certificate in ITSM: 210 10 XEIE| , FEBIAN=/PIHEIR. ZIAEEET
IT SRELEREZ@IF,

BNLBERABZNFLERZVEEGFEIRINNNRRE , SMETURENXBHFLEMEE
T, BHZ2Y , 2ZRENELE , FYBTCHRRT @it RKEN T EEHEIE .

6.2 itSMF EFr4A LR

f£ itSMF EFRALRMNEST , IT RSEBERIZFREFZER, KT 1992 FEEERILIT
Eit B EEILIZ itIMF(IT Infrastructure Management Forum). 1997 & | AR MBS E S M EK
L. BEl, RE, A=, £E. RAFL, @3k, Ht, €8, RASERBES LR,

7. BY

ITIRSEE (ITSM ) RHTHREMNER  TUBHRERERSZHNRENRSHAAKRE , HE
ERFEEFEELTES, ITIL RIEBHH., FLTENEH , MEFEL, RETLIK ITSM K&
EW T ZIAT,

TR ITSM |, SR BIERR, THHE T — A #ME , EREXREFENRIAMREZNE
ARTREBCEERLERRNEE.

HOKHE ITSM B AN 2 SRIRIREN A BY

1. JTARMEXH ITIL 5 , AEHRBRSIFNRSLERSS . XERHRNVTLBE the
Stationery Office HhR.
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FESmIT RSERZINNZER |, B LBERCZNFOIT EEZISEREE XK E,

2. 310 ITSM Foundation/Manager’s Certificate 3Zi)ll,

BATLBERAZ O T EEEZIEEFRDZIEZ,

3. EBHITILINER I ITSM BHLF,

BNEBEEEIHLIT EBZVBESRAGNMEEEE  TURBPHZEREHEXE
WA RIER.

4, MDA itSMF ¥ ITSM F%¥ % , THEMLTER ITSM WIER.

BN LDBEEEIHL T EBZVEERKS S FE tSMF Rz THE mMERNE
HASZNNZ REDPRRIED

EBEEAZIRL T EBEZVBEFLHAEHE  SANRAHENNLRE , I2ES

WNF. B, BRIVMARMTLEAL Z6F , HEAEXLERRIESE , REMANBINES.
BIMNZR, RIMHWBAR Rz #HE.

HRMEBERGT R
OGC ¥ IT ErZR M
For more information on the IT Infrastructure Library contact OGC at:
Rosebery Court
St Andrews Business Park
Norwich
NR7 OHS
Tel: +44 (0) 845 000 4999
Email: servicedesk@ogc.gsi.gov.uk

Web: www.itil.co.uk

BSI Code of Practice

This BSI book explains in clear and concise fashion why and how businesses will
benefit from adopting the recognised industry Best Practice
For a copy of the BSI Code of Practice contact:

BSI Customer Services

389 Chiswick High Road

London

W4 4AL

Tel: +44 (0) 20 8996 9000

Fax: +44 (0) 20 8996 7001

Email: Info@bsi-global.com

Web: www.bsi-global.com

For more information on itSMF contact:
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itSMF Ltd

Webbs Court

8 Holmes Road

Earley

Reading

RG6 7BH

Tel: +44 (0) 118 926 0888
Fax: +44 (0) 118 926 3073
Email: service@itsmf.com

Web: www.itsmf.com

LigE Rl F O
www.information.sh.cn
IMtL IT Management Training Leader

#ZIl, RS, &1F. KB ,
HEEM AR HFERE
BT ARZKED
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T —ITIL

ITIL Service Management Essentials Course

leading to ITIL certification
2003 5 28 -30

IT ERP SCM
CRM DSS KMS
IT
—IT
ITIL
IT
ITIL CCTA Central Computer and Telecommunications
agency IT ITIL
IT 10,000
ITIL IT
ITSM IT 25-300%
Pinkelephant IT
02 12 03 3
IT 4.5 5 ITIL/ITSM

ITIL(Information Technology Infrastructure Library)

IT IT
IT ITIL IT Service Support IT
Service Delivery
IT IT
IT
IT
Pinkelephant www . pinkelephant.com ITIL
ITIL
50000 IT Pinkverify IT
Pinkelephant ITIL IT MBA
IT IS
Helpdesk Call center IT IT
IT
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ITIL IT
ITIL
ITIL
ITIL Service Desk
IT
IT
IT
ITIL
70% IT “or 30%
A_ITIL
O ITIL
O ITIL
O ITIL
U
B. C.

Service Desk

0 Service Desk

0 Incident Management

0 Problem Management

0 Configuration M anagement.
0 Change M anagement

0 Release M anagement

0 Service L evel Management

0 Financial Management for I T Services
OAvailability Management:

0 Capacity Management

01T Service Continuity M anagement

D.
ITIL

40

E-ITIL

O

O

o Where are we now?

o Where do we want to be?
o How will we get there?

o Arewe still improving?
o It

Improvement Plans

IT Service

60

65%

EXIN Examination Institute for Information Science IT

IMtL

Tel:021-62123473 Mr. VeryMark

IT Management Training Leader
training_leader@hotmail.com

IT IT
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ITIL IT
Yeok Ken Williams ITIL Pinkelephant IT
IT 19 5
IT
Microsoft Oxygen Business Solutions
Shell CA Perot Systems
I1BM/GSA
20038 5 28 -5 30
9300 / ITIL Service Delivery and Service Support CD
ITIL 4 30 9000
/
1076 ( )

021-62126724 62123473

E- mail: training@sh.cei.gov.cn training_leader@hotmail.com

316926—00144023421

2003 4
A 021-62126724 62123473
B 021-62123450 62127450
C Email
training_leader@hotmail.com training@sh.cei.gov.cn

ITIL-ITSM Foundation

E-mail
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