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%1% ITIL B4 *

"#E1E ITIL #4r

ITIL( Information Technology Infrastructure Library) 215 B H R R BB CRE, &
— B iR (Best Practices) UHESR S —F R F EHA A BT ko ITIL BB T DR T4
b B IT fi 95 BB, () B RS AR IS B IR 55 A, O B 22 1) 2 BT DA &5 & 4 BT Ml 19 3 38 SR 5 i3l
ik AR 55 (R IR 580 SRR VIR SEHE IR 12 E AT RS A BE LN HRIEE
EHMMR TR

Bk, fRde AT LU ITIL B —MEFE BRAR MRS T HL BB, X1
FIBH RS A BEER T — B EERR, LIRS FEEREN RS R e H
WRESE . ITIL # B RE S R A SR R 185 1T RS B A Rl a4k f % 5 41
1B 2RI E

TR ML, i —E BB TM— T ITIL YRR, KR 3 E A DL AR
A 2, IR 2 EBRAREER R e B A5 R Y, EL N8 AR B34 B i) RO AL I 52 . 7 20 i 4p
80 ALK, ITIL A= E 2 fh FREBUR R IRBIH E & A KBOR I 1E B RSB H
FIMER, Z8R, R E B IRy T Ak 455k 10 2256, Wi 2 3 — BB R 545 8 B AR o, 3F
hInASEE, B AZ25

ITIL £ BB SE REEM P g f )i f18 {5/ CCTA ( Central Computer and Telecom-
munications Agehcy Y BRG44SR IR R 55704 32 OGC ( Office of Government Com-
merce) . FfZE ITIL 3 B G933 F1 24305, CCTA 72 ITIL V1 th B # T 4 31 &4, ITIL V2
RATTF 1989 4, XA WA IO 1385 H PIAS  TTIL JIR 5% 3245 ( Service Support) F ITIL R 45 38
-} (Service Delivery) . £ 2007 4, ITIL f) B A5 LI — 25 0938 i Ff B 8, ITIL V3 thfE
2k

Rit e F ITIL V3 REGE =4 A WML 69, 15 2 Bl R 7E 6 ITIL V2 (Eis ks &
ATE AT IR S S TAE. AR BIFHEN BEFIRAZR, BITELE T M ITILV2 1 V3
Z A B AR 5 KA.
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B 1-1 ITIL V2 Library”’

AR&S 3H: IRSS R FTRFERTEFE 2 IT H ¥ 1/E s 4 pr 28 ~F R FTh e S
B, B R B ( Problem Management ) F1ZE B 46 2 ( Change Management) , X462 J&
Ak MR SRR BT R O B EA N A, R A A B M E BB ZF P IFRAL H % 1T a4
AR 55 F9 MAolle A B3 BT o T A B A SRR LT o

BR&ELf: REALMNEZHEL RS EENRE DS FAER ., ik 54
BT HIRSRERTRE? AR ENREREREREFLEBRFEHKNTEE?
BFEA—MRIF B R A& R ST R17 BB 2R B0 R 55 BUAC 35 1 A0 W 28 45 B ( Cost
Model) 7 ZERFRE X L, RS AT RFEM S HBA R EZ bRIR S B8 i,

£ ITIL V2 MIREZREEH P Bk T AR 55 A7 AR 5 384 LASH , B RE T %24 B B ( Security
Management ) Fl — S K N AEAE IR, tL @il ICT Infrastructure Management, The Business
Perspective , Application Management %, X ££ I g & ITIL V2 BB M %, ICT Infrastructure
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%1% ITIL A ”’?k].

Management #5825 BB EH AN RS, H RS The Business Perspective 5§ 2 Rk
U, B R EE, ATLAAT UK 7E ITIL V2 RRESREEH B, AR IR 2050 R i
TR (Business ) #H2C ) , RESE I B TE 45 341 ROAE H R A AR ( Technology ) #56H9

2. BRB 3 AR XA FOAR S5 MR

— AR E AN AR % 32 R FUIR 45 32T BB RO T B ST B B B9 AR &5 MR s AR LAY
6o N7 BEMS SE AP st SR AR 55 SR (IR S5 3 A AN AR 55 SR O R SR AR, BRATT AT LA 1 1 -2
Kt — L ERENZ RN R

Customer’s e
Business Plans | i IT Strategy

Tatlead . ¢

Customer Service Level
Management Management
End-users

Availability
Management

Change
Management

Service Desk

Incident
, Management

Release
Management

Financial

Capacity
Management

Configuration
Management

Managment

Problem
Management

IT Service
Continuity

B 1-2 Service Support,Delivery and Strategy'*!

FEAMEIR S E 20, BT H—F AP ER WX, Mamifmr 2ERea
RIVRE WA, TR RBERA TR S BN, B HREARETURE P ITRZHE
BRI S, R E A Sk, L AT AR TR MR B S IR W FHLA P T E S R
T AN A AT, 3T — B IR 5 R AR, 80, AR — AT TR R AT IR 55
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R T R YA B, BB R LU B i P RAT IR S5 B 4R AT B 1, B & Pt e A T
A5, EARAT JHRRITE,

H TR R P Z KA, AT T A i PR AR R 55 SCRE OIS S AT AR
R R IR R R o

(1) IR55 > HF

AR 55 SCRFER AR 1 -2 ey IR IS T A AR, A A F M E (Incident
Management ) . [] £ & 28 ( Problem Management ) . 25 5 45 # ( Change Management ) | % 1fi 95 B
( Release Management) FIHC & & 3 ( Configuration Management) %, I BER S LB 55—
A DIRERCHLAR 35 454 & (Service Desk) , RS54 S A BVE N RA R P A E BB R A (Sin-
gle Point of Contact) , ZERH{R K AT MmN FH - (355K, I B M RE A7 40 25, A0SR BEAE 4% i
BN, R R AT A M. BT, RS R 60 TN B RS K
BAMFRITR I MRS A RE N . RS ZREBEET A B R iR, i B
MR OHE, RAREEHICR T A MmN G R, X E B4 T H
WA 2 E R RO RFERER, B0, FoE 5 B B AR AR Y, il
T IR R AR S R S A AR ER A SR, R R SO A AR AR B ] B TS ANAY
LR SCEE R, 5RO BE M R A BE IR A Bt R B I 3 R0 R B B P 4
BT LA B0 e B A B 4 T A AR E B T i B R B A

(2) 55324+

AR 35 2 PR AP 1 -2 P SRS BT R 64 BT A AR L R A IR 45 % A B ( Service
Level Management) |, 6] ] {4 4 #fi ( Availability Management ) | It 4 4% 38 ( Financial Manage-
ment) IT R % #5445 3 (IT Service Continuity Management ) , § /745 2 ( Capacity Manage-
ment ) FI{5 B %4 % ¥ (Information Security Management ) 28, 7EAR & 3269 Fr A i Fe v, IR
FHMNEHRZL LT, ERSFRINER D, RSB E X WNERE T XTE RN
R %5 BT it IR S5 FE SRR 55 eSS ML BE B AR . T ST IR G RN B0 R %5 55 4+
223 ( Service Delivery Manager) R —BEREN, HEXNE P, AR SRR R TR

(3) k% dRmg

IR 55 B A 43 AR 1T BOARST hRAE o 1R RS LR, Fr (b i IR 45 SR G ZE A& /7 I Ry
Al 8% H ArAE— B, LRV, B R R P AEME T IT AR A FIR, BB4E 0 2 B A3 I A0 il




$1¥% ITIL K %g

Mg A LT, TAB BRI RS MRS R = H RS SHRET 2%
B EIIRE, ERRE R, 81T B RS8N, § EERIR S HE RS
SCEET BT RS RS BRI R S BT E SR IR 5 R R MR IR T R, &
J5 L EHHR IT IRSRBE RN T Z R BARIRE 0. FTERR Y — B H RN IR S
HER T, FRETREERME A0 1T IR S M — E B R R P RS EE,

3.ITIL V2 F ITIL V3 X R 51EH

ITIL V3 4 ITIL V2 Sy 82 B2 % AR 45 AR K ) 180 38 R AR 45 A= i TR ST B 5 38, ITIL V3
FIFEAR N AR NS 2 BT IRI R,

A4 ITIL BURBEA % P (49 IT RS Al iR s 8 B e AT 4 S 4 9B 7 3LSC, ITIL 16 M AR
FEBHBRITR, B~ BEHE P HERTREVSE S, B IT \NEARWEST ENR
SRtk BARMEF S,

(1) AP AE P XT IT B %5 #i%E B (Increased user and customer satisfaction with IT
services )

(2) 32 S HAEAZZE (Improved operational efficiency)

(3) BE{R A BF 59 XU ( Reduced risk from change)

(4) fine(a] Bif g (8] ( Faster problem resolution times)

(5) BAIG IT R % B9 B4 ( Lower cost of IT services)

(6) #2715 IT SV iR % #0558 ) BE 2R ( Better alignment between IT and the business)

4. ITIL AiE

H MR ITIL 9IRGB E T & 2 # i FH TR E 9 lk R, FH7E BRI L 3
PG F 25 st (5 o IR B AR S5 S 2 RISR A TTIL 4 IT S5 SRETHRUE , S 2 Al (4
BEMEETR, ITIL BE AR 2 RER , BT 22 B R 2B (EXIN) #
MR ITIL MEFRZ )G, BL2H IT RS AR WEAFHA ITIL BERIE B 3 Xt IT
M55 8 BN RIRRE

ITIL A EER A UEE 3R 7E 60 s34 PRI 40 BRI #70, E AT7E N LR AT O %
HEIEE RAR PO, MRBIME KM AR R EFREEE T A, F 0 ey vy LA
SERE]TS o340, 3¢ Bl MERTE M, BT AR, -SSP 3EsSOB At . I
REGET TVIL 3, A E P AT 26 AL £ . -
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' $2E BRESRFEE

MAZE RIS BE 43 ITIL V3 § A R MTIABEER . ITIL V3 §8O R I
BFEAULE.

(1) IR%- %% (Service Strategy)

(2) iR %5151t (Service Design)

(3) IR%+¥:#: (Service Transition)

(4) IR %i5E (Service Operation)

(5) H4ER % ¥t (Continual Service Improvement )

EIE 2 - 1 2k TS0 RO ATLEE TTIL V3 P B M EATZ R R R,

~Value Added
_ Products

Service

LN A " Service
A Transiion

2 -1 ITIL V3 Processes
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L} F2% BELMEER e
| "
WHE, — N E RS B 7= A R B2 IR 55 R b A5 R AT IR 45 Bt IR & i R
SHRAE, RIS RSN TR, XS T RSWAGEY, BaE2 -1
A PAE 3, ITIL V3 @8 T st IT B 45 B8 an a0 & 3, 350, ITIL V3 dhpyse—
PR EEA Em AN, BERT M ITIL AR IR 555 4 4 B 3 v iy B 57 305k
TS MR A5 1R 55 B M TR IRGE

2.1 Bk %

BT RS EE, BRENMEMHARRS . RSB HEEFHFERAE P
EPHEI B RA S KU, 230 bR e L

A service is a means of delivering value to customers by facilitating outcomes customers want

to achieve without the ownership of specific costs and risks.

MULERE SCREATAT LA S ST =05 .

(1) R55 B M % IR EEAE T B

(2) 55 AT LI B P s U BB 45 5

(3) AR5 14 (B8] InE AN B 2 7 AR FH AR A8 B B AS A0 XU

FErHERERARSREHEEEB L E TR B WRESE—-IBEH
SHLE A A, AR SR B R 45 SR Be s SR At 2w L P BB PR A I8 BRI oty . AR AR
SRR RMSF T — DR T —RBEPFWP.OHMR DTSR, P AR A B S 3K, S
S REa s a4 G BT R LR EE, B TR N U, 5 5 B 4E AR O 3SR 5 25 .
TR S5 AT E R BUR TR B W R T & F R TR — - 7] A R KRS ik
FRAHIRE I 0 RO, it P DA SRR S AL ER NTER R B IRG RN
AR 55 A RE A

2.2 REER

FR 55 B R AR AR S SR A BB T RN TIEE R AU A RE iR 57 S HERSTE A L
MO AR 55 AR KU ) B R, 25 B P A . Rkt IR 55 B B2 LUIR 55 X
HESRAMNER R T TR R RE ST, H B R IR BOR BE T He A N A IHE IR 55 o

=

o R w
e



1 | ¥
! ITIL V3 B4 BIE SIATER AR }”?ﬁ!___'

HP bR AEE LT
Service management is a set of specialized organizational capabilities for providing value to

customers in the form of services.

BB TRy HHZ R RE 7 48 AR 55 42 (AL B P S S IR 55 BT {88 A K9 B A U 42 ( Processes)
758 (Methods) | Zf1fk (Functions) . #f €4 ( Roles) 4T 4 (Activities) , &K JT %k fM47 A 7]
DIMRZE 5 #if, T H R AR SHEEF A SRR HEE Lo

T2 R 5E B8 E B B bR TSI S LI TG 3182 & (A set of coordinated activities
combining resources and capabilities to produce an outcome that creates value for the customer) ,
WA D & ARSI BIinMHEZR A A6 B35 TREMEBEER.

— AR A — bR R R . B R TR T B A (Measurable) . IR 55 & HiH
1 PR A RO R AR AR S5 1 B B A F R B ] . BB AR R AR 9% R (Spe-
cific Result) , WBRHFEBMRKER T LHFENGS R, EROMETEHERK. F=1RK
Y32 % P (Customers ) , B MRFZERE KA B ELSMBE P AIBURIBEHMENTITHERNS R, 5
VAN J& P R 3o 4 B4 A9 R YL ( Responds to a Specific Event) o HiFE #4318 21R 2 34 1 fik
£ EHFMHIWT . SHREE MR SN R B RER . ELANKOR R S KM R AR B, F
B T BEE f58 R BB TAR , AHSE A E K A BRI T B X R R AT AR BT ER
BRI B (R R SR 8 A R BRI R 2 DVT I EE TR B R PUTHI R, SRR H
AT A 286 MIE R FO R BN U IS5 2R

Thk: —H A RIHEDBA k5B — 1 2P B L & 15 31 ( Units of organizations special-
ized to perform certain types of work and responsible for specific outcomes)

fafs: — S BASRER A — N A FI B BA AT B AR BR 42 & (A position, responsibility or
duty within a process or function) , ZEFAR I LI XIRE M €, AR L E  FHBEIIT AR
MmBHEIT AR,

wan, v E A B A P AT AR T 10000 B3k AT (5 B E WA E N, PEBHERS
B —AMPRUERYC R 22 A P EWARF, EREPNESEFERTMICRE I ®
WRRY R 25 4 HT O 0 FR 25 0 34 R AL A DR SR R 591 5 3o L P Y IR0 R AT 12 W 5 48 R P SR 1M
IO B 1A 5 ot P B AR 45 T R BE AT 25 . 10000 S iR -2 5 B th — AR 97 A B
OB BB o XM S & R A SR BT MR AR B “ ShiBe” . Tl S B TAEA R H]
IARER fata”, ing PR R FIRAKMEREEE,
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! 2% MELSBEER 3‘%]
BT AT R S5 B SE R AT AR 45 B0 B A BB AT S6 L ITIL 2 X T IR Al H f i
RFEE,

1. BREFFEH (Service Owner)

M55 BT A & EERENERS A 5, X RS WBEANEGRBEAETE, 8B MITRI
it SR A B, A/ T E T — B 4 3023 (Service Delivery Manager)
AIERDT , 3RO LR IR 45 B8 2 B9 LR BRAB I B

R %5 BT B N A I T 3TAE

(D) VERE P B EEE R AR PR 5 HH R B ) [ A KR (Act as prime customer
contact for all service related enquiries and issues)

(2) BRI st RO AR 55 BB B2 & 7 )T 2 ( Ensure that the ongoing service delivery and
support meet agreed customer requirements )

(3) RELARS B PL S, R RE P 2R IR 5 S AT AT M. 7858 AT ER I &
P TEAL B8 ( Will identify opportunities for service improvements, discuss with the customer,

and will raise the request for comments for assessment if appropriate )

(4) ZEBEA AR5 B A A= i R BL S PR AR B (R R 40 O TR 2R A0 A% G ¥ i ( Wil
liaise with the appropriate process owners throughout the service management lifecycle )

(5) ¥R IAGTH B W Ge MBS FI3 Kk - 47 70 W 425 A %5 9 ¥ BB (Wil solicit required da-
ta, statistics and reports for analysis and to facilitate effective service monitoring and performance )

(6) ¥R S CHETEM EREILRE IT 245 (Will be accountable to the IT director for the

delivery of the service)
2. i I2FFHE & (Process Owner)

TR # B RIERE P E XRTE SRR A B PAT. —RIRBIE A W ERE
IR E ., —SARISEX—NEITATFHSHBEMBENERT, SLHERR IBM A1 HP
BB IR AT, BT R RN A R R E I R R S WIS R A IR AR T
R

TRRFTA & W EAKERTT AN T

(1) %€ X R R R #7741 ( Define the process strategy )




