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This Cross-Reference Guide created by itSMF Hong Kong Chapter is for the
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Term and Definition

Acceptance

Formal agreement that an IT Service,
Process, Plan, or other Deliverable is
complete, accurate, Reliable and
meets its specified Requirements.
Acceptance is usually preceded by

Bl

ITARTS. i2. FTE. FHMERXMIBEERT
B, EE. IERFSESERTKMERT
HEXH. BEERERTMESAR, £F
R RBETE T ERRATHIT.

Lirll'g

BRBITRS. RE. HXSFEERFYR
B,OEH. TR, FHREENTEKR. B
BEELTIFHIAL, EHR—AmMERK
REHANT - ROCERE.

Evaluation or Testing and is often 2% [BRFSERYCER Service Acceptance B ILBRS I YThR .
required before proceeding to the next ~ Criteria

stage of a Project or Process.

See Service Acceptance Criteria.

Access Management FEEE i 8] 3

(Service Operation) The Process
responsible for allowing Users to make
use of IT Services, data, or other Assets.
Access Management helps to protect
the Confidentiality, Integrity and
Availability of Assets by ensuring that
only authorized Users are able to
access or modify the Assets. Access
Management is sometimes referred to
as Rights Management or Identity
Management.

(RF#E) EEREEaEAFEREER
TERFS. BRISEMEE. FRERREET
EWAFHEREFNSIRELEE, AR
MREE ERRENE. TEEMTAL. 7
WEBRAREEAENEENESHERE.

(REFEE) GRATFAPERITRS. #
BHETEFIRE. EEEFRIE TN
BAF e ESRIEMERE, NmEBTFIRP
EEMREM. SREMATAME. HEER
BRI AR EIER SN EIR.

Account Manager

(Service Strategy) A Role that is very
similar to Business Relationship
Manager, but includes more
commercial aspects. Most commonly
used when dealing with External
Customers.

EFEH
(BRFFREE) MRS ERBEENAE,
BaEEZHMEAEMEY, $FRI8EHRN
BEFHE.

ERZE

(BRSERE) — M IEREET IS X REE
MRt BEREESHEERE. BER
FABEIMBE PR,

Accounting

(Service Strategy) The Process
responsible for identifying actual Costs
of delivering IT Services, comparing
these with budgeted costs, and
managing variance from the Budget.

Bt

(BRFERME) EERIE & SRR ARERIT
RSB BFRAA . LB E IR AT T E A
. EEBZERIZER.

%E

(BRSBHIE) AZTETRME 1T BRSS BISEPRANAR
FEME L, ERAETUAIRE.

Accredited

Officially authorised to carry out a Role.
For example an Accredited body may
be authorised to provide training or to
conduct Audits.

BWES

EXEFERTHAE, GIEESEME
FLATHIE AR R R SRR S I TRE A%

NGl

RIBIERFEN, AIPITEIARES. f
W, AR R EMR AT LUR BRI S TR #%

Active Monitoring

(Service Operation) Monitoring of a
Configuration Item or an IT Service that
uses automated regular checks to
discover the current status.

See Passive Monitoring.

FHEIE

(RFB#E) ERALERMERITEE
RETHE S IT ARFS, LURERR B ATHIAKIL .

2% [#ENX BiZ Passive Monitoring |

EFEN

(BRFEE) MAAmERRSE, BNEE
B 1T BRSS, IRSHUBTANRT.

S0 WL .

Activity

A set of actions designed to achieve a
particular result. Activities are usually
defined as part of Processes or Plans,
and are documented in Procedures.

TEEN
BENSERRMALR—EEE. &
HREHERARENRFETHN—HS,
BEmTHEREFED.

EE
AT 2B EERN—RTIE. BHEE
WEXHRES TR —ERS, FiERER
FH.
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Agreed Service Time

(Service Design) A synonym for Service
Hours, commonly used in formal
calculations of Availability.

See Downtime.

[B) = AR S R

(BRF5Esh) MRIFERMRERT. BEZAR
EXFEAAME.

2% [ HREFE Downtime |

7 AR 55 B )

(BR&®IH) MRSHERENE, BERT
xR AR IER T E .

£ L R ).

Agreement

A Document that describes a formal
understanding between two or more
parties. An Agreement is not legally
binding, unless it forms part of a
Contract.

ik

THREAUE AEEAMMIERAIERZ
. BRIFBRBEHN—ERS, FRIGHEL
FREEEORA,

2% [RIFEZAHE Service Level

ats

AWM AHE 5 Z @A —BE R AIER
. BRAMEASRMN—IS, MXFEEZE
BARN.

20 “REFHNHIL” . CBERH

. Agreement| . [#HEZMRE w” .
See Service Level Agreement, Operational Level Agreement |
Operational Level Agreement.
Alert Za HE
(Service Operation) A warning that a B FE, HEKMM (BRFIEE) BRXEHE. FLERSEL

threshold has been reached,
something has changed, or a Failure
has occurred. Alerts are often created
and managed by System
Management tools and are managed
by the Event Management Process.

RIFHEIE) HREHRTE.
EE. EAREHRAGREEIARGRE
1, HEHERREMEE.

3

BERERETHENES. SEBEAR
SFEBMTRRXHIERE, TEHEEREN
=

Analytical Modelling

(Service Strategy) (Service Design)
(Continual Service Improvement) A
technique that uses mathematical
Models to predict the behaviour of a
Configuration Item or IT Service.
Analytical Models are commonly used
in Capacity Management and
Availability Management.

See Modelling.

DRI

(BRFFHRME) (ARFEERED) GRHERTEHNE)
ERAYPREB M —TERN, BRBEAMEE
Bl ITRFRIITR. MTREEZRERS
EIREA A EE.

2% [¥4% Modelling

DHTER

(REEM) (RFKRIH) RERSK
) —#FH AHFRBEFMNE RS T R
FITANRR. MTERERTREEEM
ATAMERE.

S0 “BE .

Application

Software that provides Functions that
are required by an IT Service. Each
Application may be part of more than
one IT Service. An Application runs on
one or more Servers or Clients.

See Application Management,
Application Portfolio.

EREX

B4 1T BRFSETEThAE RSN . BTEEAER
HAEREFRR—E TR, EREXTE
% {E{RPR2Z A P i E]AT

2% [ERAEXEE Application
Management| . [FEARERES
Application Portfolio |

5z A

R 1T REFAFINEEMR . SRR
UBTFEZW ITIRS. ERLUETE—E
ZEIREFIEFIL.

Z0 “NAER”, “‘HAHRE” .

Application Management

(Service Design) (Service Operation)
The Function responsible for managing
Applications throughout their Lifecycle.

EREEE

(BRFFRRAD) (RASHE) INaE R SEERE
AEX, RECBEEWEY.

&

S AERE

(BRE®ID (RIEE) AREENARED
SR N

Application Portfolio

(Service Design) A database or
structured Document used to manage
Applications throughout their Lifecycle.
The Application Portfolio contains key
Attributes of all Applications. The
Application Portfolio is sometimes
implemented as part of the Service
Portfolio, or as part of the Configuration
Management System.

EREXAS

(BRFsEah) —EE R ENRAEBUE, 7
UEERAERNE G RHNEEEERBRE
R. BRARGAESESRARAEXMERR
Bt EREXESERRAARRBESH
—&#5, UREREBERFEH D

MRHEE

(BR&E®it) RTFEENRENEGERAR
KiEESSEML . MRABEESMEN
ArksEYE. MAAEHMMENRSAS
BI—ER5y, REREFBRFN DL
B
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Application Service Provider (ASP)

(Service Design) An External Service
Provider that provides IT Services using
Applications running at the Service
Provider's premises. Users access the
Applications by network connections to
the Service Provider.

EREXRBRGE

(BRFFEeh) —TESNEPARTSIRMEE, EiBAR
FIREEIGHRITREAREN, LURM TR

5. EREMEBZRFRHEENERER
FHEARER.

AR IRIEE (ASP)

(BRIt ERFEHEITFANBERT,
BB TR AR 1T RS EISMNERAR 1R
H®E. APEESRSR SRS ERR
i 5 -

Application Sizing

(Service Design) The Activity responsible
for understanding the Resource
Requirements needed to support a
new Application, or a major Change to

EREXEE / EREXHAR

(BRF5RET) EREEEE B THRIENER
B, AREEAERAEREER, F
EMEREKR. ERAEXSRLIGITER T
RS RBERTHAR 2 RENE

EAEK

(BRS®IT) AR T REE AW NE
HARITEREEMFEHRRERMER,
BAFEKRGE A THE T RS EBIXE
S AEMERAEMRS LA BIR.

an existing Application. Application =,

Sizing helps to ensure that the IT Service

can meet its agreed Service Level

Targets for Capacity and Performance.

Architecture LEiE 2

(Service Design) The structure of a
System or IT Service, including the
Relationships of Components to each
other and to the environment they are
in. Architecture also includes the
Standards and Guidelines which guide
the design and evolution of the System.

(BRFFEET) RATE T RBFHORIEEEE
Az MBI R ERERE. RiEthE
SIS A G EIRE ARG

(BRE®IT) ARGk 1T RS MG, S154E
It B F0 5 E AL B IR B A K R . B4
T EIEE S ARG NEH L AR RIS
o

Assembly

(Service Transition) A Configuration Item
that is made up from a number of other
Cls. For example a Server Cl may
contain Cls for CPUs, Disks, Memory
etc.; an IT Service Cl may contain many
Hardware, Software and other Cls.

See Component Cl, Build.

HE

(BRF5884%) —EAERIER R AEBHEAE
RRIAEFTHER. Bl —EfRRERAERIERR
REBUIEEMARRRIAR, WP REIERE. MR
. iIiEie-F%, —E T RBARERW
REELTRTERS . WEEFIEMRAEREIEA.

2% [#E1+4ARIEH Component ClJ
[## 5 Build |

BEE

(RS ATrEHERENAMMNEE
. flan, MRS=H[EFEWALUESE CPU.
. NEFEEMEET; TRSEETIATL
BEEN. REMECEE.

%m “,H{# CI” s “*ZJL" R

Assessment

Inspection and analysis to check
whether a Standard or set of Guidelines
is being followed, that Records are
accurate, or that Efficiency and
Effectiveness targets are being met.

See Audit.

Bz

ERAEMS LG ERES IS5 R RHE
&, FERBACSRRABHE, MEREGHMEME
EEHIER.

2% [7#% Audit]

e

KEFATUABERTET T IESIER,
IEREBMER, AERTIRETHEMEE
BB

B “EHIZ .

Asset

(Service Strategy) Any Resource or
Capabillity. Assets of a Service Provider
include anything that could contribute
to the delivery of a Service. Assets can
be one of the following types:
Management, Organisation, Process,
Knowledge, People, Information,
Applications, Infrastructure, and
Financial Capital.

BE

(BRFFRME) JEMEIRMEAE N . RIFRME
BIE E SRR T E RISEZE BRI
ey, BEAURUTE—TZMEE. &
B, A RE. FH. HEAE. EA.
AR, ERRENHYBER.

#

(BRS5 M) (EMZEIRSAEN. RERHE
B B3GR (EART AT LU 4R 134 AR 55 185 Sa Ak B
. FEEAURTHEA—LFAE: &
|, HA, JwEE, MR, AR, BR, &
R, BRI MR,
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Asset Management

(Service Transition) Asset Management
is the Process responsible for tracking
and reporting the value and ownership
of financial Assets throughout their
Lifecycle. Asset Management is part of
an overall Service Asset and
Configuration Management Process.

See Asset Register.

EEEE

(RFER) EEEERIER & TBHERE
REMBEEEWBATNEELAGE.
AEEERRERGEERAEEERIEN
—&h5.

&% [ZEEM Asset Register |

BEEE

(REHIB AEEERMRREMRSE
PREFEEEANE G RSN EMM AR
2. ArEEERfREEFEREEER
EH—&a.

S0 “HEEEIET .

Asset Register

(Service Transition) A list of Assets, which
includes their ownership and value. The
Asset Register is maintained by Asset
Management.

BEEM
(RRF5884%) SEMARMEENEESR
M. BEFMEMEEERHE.

z!( S’-E-LE
(BRS3EER) Zremige, SEENmFE
FNE. FEFERICHEFEIR R,

Attribute

(Service Transition) A piece of
information about a Configuration
Item. Examples are name, location,
Version number, and Cost. Attributes of
Cls are recorded in the Configuration
Management Database (CMDB).

See Relationship.

Bk

(RRF5¥8%) BAMMARERIARMAS E. f
W B, FAEME. MRASEISF .
ERIRER BRI SREARERENE
(CMDB) /.

2% [FA1% Relationship

Bk

(RREHH ATRERM—TE2. Fii
B, HE. BRASHEA. BEETMNEM
IERERESELIEE (CMDB) .,

%m “;%v .

Audit

Formal inspection and verification to
check whether a Standard or set of
Guidelines is being followed, that
Records are accurate, or that
Efficiency and Effectiveness targets are

&%

EBIEXMAEM ST LUGERES IS
BWEE. MRBZCHREAREA, SERA
BRI BRCHIER . EAFTRERNARSL
EINEREBRFTET

#%

WMERTET T IESIERE, EREDE
, HERTIRBTHERMYEBRMER
*ﬁﬁ&hiﬁo B A% AT LA B PR SN AD B L K
7o

#

[

being met. An Audit may be carried &% [:B:% Certification] . [5F8 B0 NE” . “UFET .
out by internal or external groups. Assessment |

See Certification, Assessment.

Authority Matrix X HEREE RIERE

Synonym for RACI. [AEREI#ENK RACH MERZEF. RACI B9[] X3
Automatic Call Distribution (ACD) HENES S B R4 B #FE 4E. (ACD)

(Service Operation) Use of Information
Technology to direct an incoming

(RRFEAEIE) £/ IT LUBR %G FJ RERY MBI AS 45
ANEFEII BB REEMAL. AEREHSK

(BRFIEE) #RAERRRLURERE EE
FTHERIYBIRI AR AERAR. ACD B

telephone call to the most appropriate R BERETES ACD., B RR A B SIS,
person in the shortest possible time.

ACD is sometimes called Automated

Call Distribution.

Availability A A4 A A4

(Service Design) Ability of a
Configuration Item or IT Service to
perform its agreed Function when
required. Availability is determined by

Reliability, Maintainability, Serviceability,

Performance, and Security. Availability
is usually calculated as a percentage.
This calculation is often based on
Agreed Service Time and Downtime. It
is Best Practice to calculate Availability
using measurements of the Business
output of the IT Service.

(BRFExst) AAEIEENRE ITRFEFTER

EWITCRERThEEZREN. ATAMRAT

FE. TN, RSN, ENIREH

RE, TRAMEERESAE. SEFAE

F BB = BY B 4[5 B AR A 0 e

ﬁ FAEAAMMRERBRER ITREH
B RAIE

(BRS&IH) EEWS T RSEFEMR

ITAENRERIRE N FTRIEHTAT M, A4
1%, ARSI, MREMREMHE. A
MRERESEHE. ZHEBEETHE
BRS5 BT B AN P HTAT (8], RAESSBERIERANE
BT BRSS AL S It E AT A .
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Availability Management

(Service Design) The Process
responsible for defining, analysing,
Planning, measuring and improving all
aspects of the Availability of IT Services.
Availability Management is responsible
for ensuring that all IT Infrastructure,
Processes, Tools, Roles etc are
appropriate for the agreed Service
Level Targets for Availability.

ATAMERE

(BRFEsh) EERREEEEE. 9. #
B, SRFMBEFRSE ITREATRERTE .
FRMER 8 EREAA ITERREE. R

2. IR. AeEZURERFEREES
B T A1

AAMERE

(BRI AIREX. 4. 8k, N2
g 1T BREF BRI A A EMRE. 7
RMERARHRAE T ER%2M. &
2. I8. Aersxa AR
S&ABIR.

Availability Management Information
System (AMIS)

(Service Design) A virtual repository of
all Availability Management data,
usually stored in multiple physical
locations.

See Service Knowledge Management
System.

AAMERERARR

(BRFs et —EERMRHEER, EHME
ARAMERER, BEFRES EHEEM
=

2% [ IRFSEEIR R4 Service
Knowledge Management System |

ARAMEREERE (AMIS)

(BRS3&IH) FRERTAMEREIRMERE
B, BERFES MIEMNE.

20 “REMABEERE” .

Availability Plan

(Service Design) A Plan to ensure that
existing and future Availability
Requirements for IT Services can be
provided Cost Effectively.

AIRAMERT &

(BRFsEsh) —ERE, AURERREMR
AT BRFEE AT A IR KBRS RER AR
5§

AR R

(BREFRIT) BRATUE ST R MR 1T AR
SRR AT AEERAITR.

Back-out ®E Epiz3
Synonym for Remediation. [%&IF Remediation] HIEEF. B E R
Backup B &1

(Service Design) (Service Operation)
Copying data to protect against loss of
Integrity or Availability of the original.

(BRF5RRET) (RFFEIE) |HEABLURER
RER RN TTE SR A K.

(BRSRIT)  (BRSFIEE) EHIEELURP
ERER TR SR AMEZRL.

Balanced Scorecard

(Continual Service Improvement) A
management tool developed by Drs.
Robert Kaplan (Harvard Business
School) and David Norton. A Balanced
Scorecard enables a Strategy to be
broken down into Key Performance
Indicators. Performance against the
KPls is used to demonstrate how well
the Strategy is being achieved. A
Balanced Scorecard has 4 major areas,
each of which has a small number of
KPIs. The same 4 areas are considered
at different levels of detail throughout
the Organisation.

T2+

(FHERRFEIE) M Drs. B{A4S - FLH (78
HEER) RABHEERMNEREIA. F
Eist Y F SRR B 9 AR I ENIRE
(KPIs), URTFHEMZWIATEZERE
B, FEMESFE 4 BAEEHE, 556
EHVHAMBABMHENIEE. R4 EE
EEABNERRAAEE XA,

TEiEH+

(HF4ERR & M3 Robert Kaplan (P57
%B3) #1 David Norton tE+F 4 BIEE

TH. FEIEH FaeBIGsEME s kg
BEIEAR. §HXF KPI AY1EAE T IERR S RE SE R
MiER. FEiisFaENEESE, 51
EE—LE KPl, EEANMALA, ATAURER
VEZRE B B R AN 4R .
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Baseline

(Continual Service Improvement) A
Benchmark used as a reference point.
For example:

e An ITSM Baseline can be used as a
starting point to measure the effect
of a Service Improvement Plan

e A Performance Baseline can be used
to measure changes in Performance
over the lifetime of an IT Service

e A Configuration Management
Baseline can be used to enable the IT
Infrastructure to be restored to a
known Configuration if a Change or
Release fails

%
(FHEMRIEHNE) LUEFELSED,
an:

o LUITSM BELEREBIRFFNETEN
ES

o USRS B 1T BRAAL L ARSI
M

HEfE 1T EREIE IR C ARYAERE

5-%:3
(RESFHFEYH) BIESH SBIRT.
g

o [TSM ZfE AT U AR = 8 AR 55 gt vt
XIH93 R

o MREEEMATNE THRSENMEGE
BRI RERI L

o HEEHEMBAATETESLH LY
B, f IT BRZRREBRE R S MR
&

Benchmark

(Continual Service Improvement) The
recorded state of something at a
specific pointin time. A Benchmark can
be created for a Configuration, a
Process, or any other set of data. For
example, a benchmark can be used in:

e Continual Service Improvement, to
establish the current state for
managing improvements.

e Capacity Management, to
document Performance
characteristics during normal
operations.

e See Benchmarking, Baseline.

B

(FREMRRTEME) 8RS E R B RAR
. RFEEMER. WE. SEHMEREM
B, BlanEsEn AR

o FHEMRBME — RUBRAELUIEEY

o RABEE - XHTHRIEFETHRENE

o &% [{Z%¥ET Benchmarking] -
[ £ Baseline |

A

(RS FFEMH) RRAEFERERIZRMN

K. JUARE. RESENEERES

tlEEE. flan, HRAFRTATF:

o HREMRSEUGHE, WELARKSUEEE
it

o FEEW, UEHEEREERCRMEAER
%,

o S “RRFFIIR” , “EE” .

Benchmarking

(Continual Service Improvement)
Comparing a Benchmark with a
Baseline or with Best Practice. The term
Benchmarking is also used to mean
creating a series of Benchmarks over
time, and comparing the results to
measure progress or improvement.

BEERE

(HERMBNE) EFEENEEyREE
BIFHIELER . %755 Benchmarking It#57E
AEAER . HARAIE—RTIMIZSE, it
BERUHTERRME.

FRAF R

(FFEERR S IRt SEESRERR
L. ARAFIIR XA AR E-H A F FRr BT (8
mMelE—RIIBEE, HRERUNSHE

Best Practice

Proven Activities or Processes that have
been successfully used by multiple
Organisations. ITIL is an example of Best
Practice.

=L
Ei'fztﬁ %

CERF S EERTIERMEEREEESR
2. ML REBFHES.

RIESE

B % MAL K ER A EHEURIE.
ML RRERE—NF6F.

Brainstorming

(Service Design) A technique that helps
a team to generate ideas. Ideas are
not reviewed during the Brainstorming
session, but at a later stage.
Brainstorming is often used by Problem
Management to identify possible
causes.

BEhiHE

(BRFaxat) BRI —E/ ) EBRE S A=A
#. AETFEEENBENAMBERR, ™
RZEHIPEER. MAOKEEEARHEEEE
LU RIRT R JR

KX 2

(BRS3%IT) FENE A= 18 E A —Fe
5. KBMRRHETEERE, MEEEK
BIFTER . KRR BRBEHEREERRTHE
ATRERIRE .

Copyright © 2009 by itSMF Hong Kong Chapter

Page 8/85

Rev. ITILV3GCRG-P2 1.0 (200905)



ISMF

Hong Kong Chapter

Term and Definition

British Standards Institution (BSI)

The UK National Standards body,
responsible for creating and
maintaining British Standards. See
http://www.bsi-global.com for more

REREGE

EEERIZERE, S CHAEERERE
RiZAE, # http://www.bsi-global.com

2% [FEFAZLEHES; 15O ]

REMRENS BS)

HEMERNENG, fAERCIEFEPRE
frfE. B http://www.bsi-global.com
TRIEMER.

information. £ 1S0.
See ISO.
Budget EE mE
A list of all the money an Organisation Ry — A EEEME—EREMRE  HAS SER TR 7E R T iE) R Y B Fof
or Business Unit plans to receive, and O B AFIE BIZH . HEFE A RES.
plans to pay out, over a specified @ . ) . am < b wa e
period of time. 9% H‘E—E—%ﬁ@] BUdgetIngJ ~ (;RE'J Z Tﬁ—?—ﬁ*“ ’ %J‘”.j?.u °
Planning J
See Budgeting, Planning.
Budgeting FEEmT TE SRl

The Activity of predicting and
controlling the spending of money.
Consists of a periodic negotiation cycle
to set future Budgets (usually annual)
and the day-to-day monitoring and
adjusting of current Budgets.

Ak R ST EREE. S —EEH
BEBRURERKRBE @EEEE , U
RERMERN RIS HRE.

FMFE I R & HRES . SEERNE
BERRNTAE CBERESE) MUFTM
HMEEEBEMIRE.

Build

(Service Transition) The Activity of
assembling a number of Configuration
Items to create part of an IT Service.
The term Build is also used to refer to a
Release that is authorised for
distribution. For example Server Build or
laptop Build.

See Configuration Baseline.

BE

(BRF5E545) AR S SEARRETE B LUZIE S5 1T
FRF5807EE . BEEEZFAHARTERR
BT, Gl FARSEENERLEE
IS,

2% [48%EE % Configuration Baseline ]

g3
(BRS3#eR) AR EBETEIE TR
FHER. ‘B IIMREHATIEEHK
AR ABREA . BIAR S SR SUEEMN
Liaf= 48

S0 “RERE” .

Build Environment

(Service Transition) A controlled
Environment where Applications, IT
Services and other Builds are
assembled prior to being moved into a
Test or Live Environment.

BERIE

(ARF5E8%) —EZRENRIE, ERRE
Ry AR T RBIE MR ERE WA
%, UEERIAESEERS LREMN.

MR IR
(BRSEER) —MZITRIIRGE, MA. ITHR
SMECHWEENRBAS, ARBAMRHE
R ERIR .

Business

(Service Strategy) An overall corporate
entity or Organisation formed of a
number of Business Units. In the context
of ITSM, the term Business includes
public sector and not-for-profit
organisations, as well as companies. An
IT Service Provider provides IT Services
to a Customer within a Business. The IT
Service Provider may be part of the
same Business as their Customer
(Internal Service Provider), or part of
another Business (External Service
Provider).

%/ EE

(BRFERm) —RELEFRAHEZES
SIFTER M ER . 7 T RIFEEEE
W, BEEEEFESEARMBHRIEERE
A BT —{8 T IRFFR A E R 1T BRES
BIEERP. THRBRGEEVERRN—T%
BI—EhS (NERIRFSIREE) , SR EMEE
BI—ERS (SMAPRRFS IR )

A 55

(BRSBHEH) MFS A SHIAMMEERR
AEASER. 7 TSM BESH, WEX
MRBEFELHET. FFEFERFINE.
IT RS IREB AR N mE PR E T RS
THRSREEBATUSZERE TR —RAR

(RERSRERE)  BAET 55l
% OMRIRFIBMED .
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Business Capacity Management (BCM)

(Service Design) In the context of ITSM,
Business Capacity Management is the
Activity responsible for understanding
future Business Requirements for use in
the Capacity Plan.

See Service Capacity Management.

EEASER
(BRFSaEaT) 7 1T R EEREISE, 28
AEEHEREETHMAREETKULSE
FHEEARER.

2% [IR¥5FE2EE Service Capacity
Management ]

WEAEEE (BCM)

(BRE®IH) £ ITSM WERET, LA
EWR R T HRABIERNITRIFFRIRE
Al 55 TR BYIESN -

S0 “MEREER" .

Business Case

(Service Strategy) Justification for a
significant item of expenditure. Includes
information about Costs, benefits,
options, issues, Risks, and possible
problems.

See Cost Benefit Analysis.

EEED
(BRFERME) SRR T HBREIHR, EAE
A, 3. BIE. RE. EPE. M
BIFERE.

2% [ RAMEE S Cost Benefit
Analysis |

It

(BRSSELEE) AEARSHITE FrERTISIE.
BIEXTHA. 3. EI. @@, K
BERMMESR.

S0 BRI

Business Continuity Management
(BCM)

(Service Design) The Business Process
responsible for managing Risks that
could seriously impact the Business.
BCM safeguards the interests of key
stakeholders, reputation, brand and
value creating activities. The BCM
Process involves reducing Risks to an
acceptable level and planning for the
recovery of Business Processes should a
disruption to the Business occur. BCM
sets the Objectives, Scope and
Requirements for IT Service Continuity
Management.

EEFHEEE

(BRFash) EEZEREAETEEA Y
EENBREFRMNER. SEFETERE
REFBFERFANEE. BE. fRigMN
RIEEEMER. SEFEMMTERESH
W BRI AR R E AR AR B AR
EERBERZEPMNDEN. SESELE
EE 1T R FHEEIEM B R, SEBE
X

W EESMEE (BCM)

(BREIZIT) HREEARTESMmI S
R B &35%F2 . BOM AILURIPEEREF
RAMFIZE. BE. RABNESEE,
BCM 52 B 158 KRR B ATIEF Ak,
R KL DR, &ERElSRE.
BCM 4 IT RS ELEMZEILET BFF-
SEEIFIEK .

Business Continuity Plan (BCP)

(Service Design) A Plan defining the
steps required to Restore Business
Processes following a disruption. The
Plan will also identify the triggers for
Invocation, people to be involved,
communications etc. IT Service
Continuity Plans form a significant part
of Business Continuity Plans.

EEFFEE

(BRF5RED) EREERIEER P ERREIZER
FORMAE. SEFESHHREE. S8
AR, BREZE. TRFFEETERE
IEFHERT &P —ERZE S

Atk (BCP)

(BRF&IT) EXELESHHFRE SR
RFFRPRAITRI . %ISR E 18 A R A
. BRMAR. WEE. T REESLMET
RS EEET R NEERS

Business Customer

(Service Strategy) A recipient of a
product or a Service from the Business.
For example if the Business is a car
manufacturer then the Business
Customer is someone who buys a car.

TEEF

(BRFERM) — (R R WEE RS RFN
Ao B, MREER—ERERERS, B
HRUBEEFHABRSBEBRER.

mlER

(BRS5HHE) Al SR tH = MR S HIER
&. B, mRAWFRAREHE, BARIL
ERMEXEMA.
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Business Impact Analysis (BIA)

(Service Strategy) BIA is the Activity in
Business Continuity Management that
identifies Vital Business Functions and
their dependencies. These
dependencies may include Suppliers,
people, other Business Processes, IT
Services etc.

BIA defines the recovery requirements
for IT Services. These requirements
include Recovery Time Objectives,
Recovery Point Objectives and
minimum Service Level Targets for each
IT Service.

LEFEDN

(BRFFRM) LEHELMRAELESFEE
BRI EELE EFERMBKIEE Z
EEN. RKIAE AT REEIE F‘F”i\ AB. X
REMBERE TRFEEE. SEHFRSH
EE ITIRIFHERTK, BLFTKEFER
R BAR. EREEBER. fEE T RF &
INRFFERE AR

W EENa4 (BIA)

(BRS5 ) BIA Rl S5EE I E R AR

B, EMET XL STEEFMENMKER
B XERBRAATUSEHRER. AR,
Hill 553712 1T RS

BIA EXT IT REMMEER. XLEEK
BERERE BiR. WE S BIRFAE5 T
BRE MRS R BFR.

Business Objective

(Service Strategy) The Objective of a
Business Process, or of the Business as a
whole. Business Objectives support the
Business Vision, provide guidance for
the IT Strategy, and are often
supported by IT Services.

LEBRR

BRFESRES) SRR R R ECEMBE.
'M ERRFIFEERS, SR ITHREY
5, BEEH ITREBRZE.

Al 55 B#R

(BRSHcH) Funl iz el & Bk
Bir. WS ERIFFISESR, A TS
RIES, FEHBERE TRSHRE.

Business Operations EIEEE W&KIEE

(Service Strategy) The day-to-day (BRFSHERS) BIERIZ A MBIT. BERE (RS SR ASERT. KEM
execution, monitoring and I, I,

management of Business Processes.

Business Perspective SRR, W ER

(Continual Service Improvement) An FHERRTFNE) B EREE T MR (FFERE B WSS T RIRER

understanding of the Service Provider
and IT Services from the point of view of
the Business, and an understanding of
the Business from the point of view of
the Service Provider.

HEFN T ARTS, FLUBRTFIR M MRS T A2

g,

HEFN T BRSS, MBRSIRMER AEX I
BIIR AR,

Business Process

A Process that is owned and carried
out by the Business. A Business Process
contributes to the delivery of a product
or Service to a Business Customer. For
example, a retailer may have a
purchasing Process which helps to
deliver Services to their Business
Customers. Many Business Processes
rely on IT Services.

T

iz
B EESEAITHRE. ZERENER
RIS CERZFERNZRTE, flu: TE
T A 8875 $REEIAZ AT LU B 15 AR 75 45 A9
BRERF. 7% 2EREKRE TR

b &R

Al EER B FRITRIRIZ. S RERS T

Al EPIRENERSRS. G, T

ﬁ—fl&lﬁ%ﬁ"liﬁﬁzy PUE R E @ & PR
7:0 14:,7&'_”_7: uu.*igﬂ'ﬂ?ﬁ! IT BR%S.

Business Relationship Management

(Service Strategy) The Process or
Function responsible for maintaining a
Relationship with the Business. BRM
usually includes:

e Managing personal Relationships
with Business managers

e Providing input to Service Portfolio
Management

e Ensuring that the IT Service Provider is
satisfying the Business needs of the
Customers

This Process has strong links with Service
Level Management.

EERRERE
k75

(BRFERME) BEHELERFNRENE
het. B ERFREEREE:

o EIERFLE AREARE

o RMBBHASERMEMANIEE

o FEIR IT RFFIRMEEEREEFRIEETK
EEREARFEFREEGEE

WEXRER

(RE&HME R4S EXRITIZN
ke

BRM i & €1E:

o BEREWFZEHMIAXR

o HRFEESERIZMMAN

o MR ITMREZREFEEEFHLEZEE
ISR EREGREBNER.
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Business Relationship Manager (BRM)

(Service Strategy) A Role responsible for
maintaining the Relationship with one
or more Customers. This Role is often
combined with the Service Level

EERIRERE

(BRFEHRM) A EHETFRENAE. EE
AERETAMBBERCENAE.

2% [ZF %1 Account Manager |

WEHXREZE (BRM)

(BRBHEME) AREFS—IHEIERX
AHAE. ZABRZEERFLINZENR
BHES.

Manager Role. SREREHE.
See Account Manager.
Business Service EIERRTS N8

An IT Service that directly supports a
Business Process, as opposed to an
Infrastructure Service which is used
internally by the IT Service Provider and
is not usually visible to the Business.

The term Business Service is also used to
mean a Service that is delivered to
Business Customers by Business Units. For
example delivery of financial services
to Customers of a bank, or goods to the
Customers of a retail store. Successful
delivery of Business Services often
depends on one or more IT Services.

BETIERIERZN T RS, R T BRFS
RHENIERANEREEREECEER
Zpy. BERIFEEZAtHAEZEEME
HATEZFIMRTE, Bl SEITIRMEME
R EFIERTEEREERBERL. K
RS ERRSIEE EA R — AR % ER
IT ARF -

BEETHLESREN TRS, SEMIZHER
SR (B TRSEREEABER,
FIESBEBERATR) .

Al 55 AR 5 XA ARIEL A F R T S EBITR M
gElERRS. fla, ERITHERR
HERES, HETEENTFRMEEY.

IRl SRS EERE IS T

e

Business Service Management (BSM)

(Service Strategy) (Service Design) An
approach to the management of IT
Services that considers the Business
Processes supported and the Business
value provided.

This term also means the management
of Business Services delivered to
Business Customers.

EEREERE

(BRFERME) (RIS ZEIZBEREX
BUEEERGE TRBEREAE. EE
ZRRERthEREX AT EE SRR
BT,

WEREERE (BSM)

(BRSZEm)  (BRSBIRH) ITRSEIER
Tk, EEREMEFR L SIRIEF TR tH
A S A

BZARETEERE TR S E PR AAH

e

Business Unit

(Service Strategy) A segment of the
Business which has its own Plans,
Metrics, income and Costs. Each
Business Unit owns Assets and uses these
to create value for Customers in the
form of goods and Services.

EEEBN

(RRF5kEE) —ELE9X, #HEACHE
B, 1B, WAFINAK. BESESEMHES
BE, LAAELEEENERMRBEHER
BEEEAEF.

Al 5B

(BREEEE) BACHITR. fBHR. AT
AR FERIT. B SEIIEIRE T
= FRAENUSEMIESHERAER
BEME-

Call

(Service Operation) A telephone call to
the Service Desk from a User. A Call
could result in an Incident or a Service
Request being logged.

(RF2E) HERERIRBANERR
Ao

ZREM R TR ARSI RMITEK.

wEAy

(BRFEE) APFMERSSRYRIE. T
AU SBHES RS ERSEIER.

Call Centre

(Service Operation) An Organisation or
Business Unit which handles large
numbers of incoming and outgoing

BRI

(RFFEIE) A ERBERETE. RENAES
HEIEELL.

RER e s

(BRFEE) LBAEIFAFIITH BIEAYAE
Al SERI.

telephone calls. 2% [PR¥$A Service Desk ] SHREE.
See Service Desk.
Call Type REFFR P AL ZE 7Y

(Service Operation) A Category that is
used to distinguish incoming requests to
a Service Desk. Common Call Types are
Incident, Service Request and
Complaint.

(RFFEE) BRBAEWIRERFRES
BIEERI. BRZFERAE: BN BBHE
KFNEAG

(BBFEE) ATFEXHOEREEFARIEK
BRI, EIRIMRI KB AR, BRSIEK
EUEcalne
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Capability

(Service Strategy) The ability of an
Organisation, person, Process,
Application, Configuration Item or IT
Service to carry out an Activity.
Capabillities are intangible Assets of an
Organisation.

See Resource.

&b
Be

(RFERRE) #4B4. AB. e, AR
X, HREBEZRZ ITRFAIAITEESEE
B BAORESTELRRUMNEE.

2% [&iR Resource

BEH

(BRSSHmE) AR, AR, R, HA. &
B T REWITESA 8. BENRTA
LMER .

Capability Maturity Model (CMM)

(Continual Service Improvement) The
Capability Maturity Model for Software
(also known as the CMM and SW-CMM)
is a model used to identify Best
Practices to help increase Process
Maturity. CMM was developed at the
Software Engineering Institute (SEl) of
Carnegie Mellon University. In 2000, the
SW-CMM was upgraded to CMMI®
(Capability Maturity Model Integration).
The SEl no longer maintains the SW-
CMM model, its associated appraisal
methods, or training materials.

RE I R AR EY

(FHEMRTSNE) sHEEREEAYAE h R E
R (XEREHR CMM S 2EEEAE R EE
R SW-CMM) 2—ERNHSRIRIEEH,
VURBN IS IR IZ AR E BUAEEY . BE N REAE
A (CMM) 2HFEERASRET
EMRAERHAR, 4 2000 FrF, #Hpe
BE N A ISR (SW-CMM) AR A5 S
BE N EIEE (CMMI®) . BRBE TI2FF R
T4 AE AT ERRE e h BB E AR B (SW-
CMM), BE77 &R ANESREH .

RENRFAERZE (CMM)

(FBEREHGH) WEREE N R EER
({FRHA CMM F1 SW-CMM) 2R F
ERETHMER, GHMTRESRENS
E. CMM 2 FHNEEEXERETEFER
(SED) FF4kHy. 2000 &£, SW-CMM FHH&H
CMMI® (BENREAEIRBIER) . SEI R
B SW-CMM B9HER, HHXRITE A%
;ISR

Capability Maturity Model Integration
(CMMI)

(Continual Service Improvement)
Capability Maturity Model® Integration
(CMMI) is a process improvement
approach developed by the Software
Engineering Institute (SEl) of Carnegie
Melon University. CMMI provides
organizations with the essential
elements of effective processes. It can
be used to guide process improvement
across a project, a division, or an entire
organization. CMMI helps integrate
traditionally separate organizational
functions, set process improvement
goals and priorities, provide guidance
for quality processes, and provide a
point of reference for appraising
current processes. See
http://www.sei.cmu.edu/cmmi/ for
more information.

See CMM, Continuous Improvement,
Maturity.

BRENIBAERE

(HERTEHE) BARE N BB EHR
(CMMI) RHFTHEEEAXSHRETIZMR
RS BERIR M E A . CMMI 1R 1EAB 48R
REYRENBEEER, EEAZETUAR
B EERE. MR BEASNTRIENR
Z. CMMI GBI E S EAASMERM. [RE
MIENEMNBEMBLIEE. EHEER:E
RYiERE. MR BRLRIENENS RS
2,

# http://www.sei.cmu.edu/ cmmi/

2% [RRNIRBEEE CMM] . (B
# Continuous Improvement] . [zt
& Maturity |

BEN A ERREER S (CMMI)

(GFERE M) RENRBERE® EK)
(CMMI) R—fiRigsidt A% 2AER
EMERFHRGETESR (SE) FiH9.
CMMI AHMRIEEMRIENEATE. ©
AATESTE. BIIEMNHATIZN
#. CMMI BEIFERES LS BRI
R, WEBHMBIRMKESR, RERE
MENES, AFHYATRRREESE
5. 21 http://www.sei.cmu.
edu/cmmi/ THEEMER.

£ CMM, ZE&Hist, BHE.

Capacity

(Service Design) The maximum
Throughput that a Configuration Item
or IT Service can deliver whilst meeting
agreed Service Level Targets. For some
types of Cl, Capacity may be the size
or volume, for example a disk drive.

)
el

(BRF5:RET) AARBIEE SR T BRFFRER MR
REEERBFEREEHRRNEERSE. U
RLMRIBERERRR, REFWHRER
STRANBRERE, Gl BHEREE.

)
e

BRS5i&it) EEWE T MRS TR,
Bl A B £ E B BR S5 05 BARHI R A EIL
B, MRLXBWEER, FEFMURRST
SRR, Bl RIS .

~
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Capacity Management

(Service Design) The Process
responsible for ensuring that the
Capacity of IT Services and the IT
Infrastructure is able to deliver agreed
Service Level Targets in a Cost Effective
and timely manner. Capacity
Management considers all Resources
required to deliver the IT Service, and
plans for short, medium and long term
Business Requirements.

REEHE

RFGRRED) EERE & EER TREFME
B, BA ITEREBERAYENREEE
THRHARERBZERER. FEF

ms.: i}

FEEHE
BB RS TRFNE RS RIREE
FRIATEEK.

rEERE

(BREFI) TasffR T ARSSFD IT EAfiZ
MM A BB AT AR A A A E
i’]mﬁ’]ﬂﬁ%ﬁ&nﬂﬁhﬁ’]m& BEEEERE
Rt TRSAFRABRR, FitxlE.

RFAKH R S FHEK

Capacity Management Information
System (CMIS)

(Service Design) A virtual repository of
all Capacity Management data,
usually stored in multiple physical
locations.

See Service Knowledge Management
System.

oo

AEERENRSR

(BRFsEsh) —EERMRER, BEAA
AEEEGH, BETHES BEREMLE.

2% [BRIFAASIERE Service
Knowledge Management System |

RETEEERSZ (CMIS)

(BRBgH) FREREEREEMNENE
., BERFES MIENE.

SRS MINEE RS

Capacity Plan
(Service Design) A Capacity Plan is

(BRF5REh) Rt SR EAREEMTER
¥

BEIR
(BRF&IT) BEIHATERRE ITRS

used to manage the Resources LUE TR, BEASEARRLLER MEHHR. ZitasdREERLS
required o deliver [T Services. The Plan Al A SUEXFIB RS MAMZAR  BROMG, URZMAERE LI B
contains scenarios for different BIE, BAIELR.

predictions of Business demand, and

costed options to deliver the agreed

Service Level Targets.

Capacity Planning RERE BEHK

(Service Design) The Activity within (BRFFRT) BREEEED, aEFRURE (RE®IT) REEEALRUESTS IR
Capacity Management responsible for HEREE. HISERN .

creating a Capacity Plan.

Capital Expenditure (CAPEX) BARETH BARZH (CAPEX)

(Service Strategy) The Cost of
purchasing something that will become
a financial Asset, for example
computer equipment and buildings.
The value of the Asset is Depreciated
over multiple accounting periods.

(RRF5RE) REMBEERTHIRA, f
W BRERBTEEY. HEEEESREE
HidZ EE s BRI MIER .

(BRSSHCHE) 15 RUH & R PRI IR SR I
AR, Bt N EfERN. EEHNE
EZMEEHAIA.

Capital Item EARIEH ZEARIE

(Service Strategy) An Asset that is of (ARFFRRR) EEFEERARS, ZEE (REH&H BASTFAENVSHENS
interest to Financial Management ?,}t?jl]%ﬁ@;l\ﬁ%réfg W& EIRE LHEFE,

because it is above an agreed

financial value.

Capitalization BRI N

(Service Strategy) ldentifying major
Cost as capital, even though no Asset is
purchased. This is done to spread the
impact of the Cost over multiple
accounting periods. The most common
example of this is software
development, or purchase of a
software license.

(BRFERME) IBEBMHRATIAER, EE
ERAERMEERBEIEN. Mz EA
BRAZES MRS EEHHR. RERN
Bl F RPN ZEEREBRE.

(BRSSELRE) BNERARMBEF~, ‘E?Eik
BARMAER. ZEERD T AR
DB MEEDR. %%"J"iﬂ’-ﬁﬁﬂ%ﬁ%?ﬁ#
TR BT R
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Category

A named group of things that have
something in common. Categories are
used to group similar things together.
For example Cost Types are used to
group similar types of Cost. Incident
Categories are used to group similar
types of Incident, Cl Types are used to
group similar types of Configuration
Item.

bl

WA ERE, ERAEFGHRNZE. B
RliBERERSARSRANEY, flm: &K
AIRBEE ANFEARERMME; FiL
HRIANBEARRAMNEY, HRIEBHE
RIRRBF AR MARIER .

£5l

FHERER N —AEERY. XAIBTH
EUMBYASE—E. flwm, RALEEA
FEEHEMERMRAR. ELINATFES
RERIMEEE, ClEXBATESHEMEER
RIECE L.

Certification

Issuing a certificate to confirm
Compliance to a Standard.
Certification includes a formal Audit by
an independent and Accredited body.
The term Certification is also used to
mean awarding a certificate to verify
that a person has achieved a
qualification.

s

ACAE

BITREAUSEHRERNBIEE. BEE
EHBEM WS A B ERRFERZ. R0 —
B IR AL SR Fen A Bl A LUBRRE (B A IZ B R 78

SAIE
RAES UHIAMM THORE. AEEIERS
27 GAIE) BB TR ER B4, IAE—
AR T RTREGIES, LUERAEAMST
EHELG.

Change

(Service Transition) The addition,
modification or removal of anything
that could have an effect on IT
Services. The Scope should include all IT
Services, Configuration Items,
Processes, Documentation etc.

#E

(RRF58545) $ T RIS AL EMMM. 12
. WHBHRE. BERGSHA TRE. 4
BIEE. W2, XHE.

TE

(BRSSEEHR) IEMATRERND IT ARSI
BRI, (EsiMiR. SERRIZEERE
BT RS, BEYL RIE. XHEE.

Change Advisory Board (CAB)

(Service Transition) A group of people
that advises the Change Manager in
the Assessment, prioritisation and
scheduling of Changes. This board is
usually made up of representatives
from all areas within the IT Service
Provider, the Business, and Third Parties
such as Suppliers.

(RRF5Es) SHETE TR, BRIRF. H
BIEMERAETESEANERE. EEEX
BEERA ITRERME. SEABME=
73, Bl

TEMENEZERS (CAB)

(REEH) ATERIERTEMITME. ©®
SElRFFFART B RIBHE IR —EA . ZER
SEEHREKE TRSREMESE. LESHE=
F (BIANERI D MR AR R B .

Change Case

(Service Operation) A technique used
to predict the impact of proposed
Changes. Change Cases use specific
scenarios to clarify the scope of
proposed Changes and to help with

EEXA

(BRF2E) HRMRESREEMENTEN
—ERM. EEAREAFENRIAEESE
PR g B, LURBIBR AR .

2% [{FA%H] Use Case

TEZA

(RSEE) —MATHNEN TSR
BIIAR . R EGIE AR TAA R LA
WIIWTERSEE, RBBHITHANES
e

Cost Benefit Analysis. S IIE RS,
See Use Case.
Change History EEES TERE

(Service Transition) Information about
all changes made to a Configuration
Item during its life. Change History
consists of all those Change Records
that apply to the CI.

(BRE#E%) X FEREREREMNMEGERAR
MEMTEMES. TEHEEEERATE
BEVMFAMLEFCR.

Change Management

(Service Transition) The Process
responsible for controlling the Lifecycle
of all Changes. The primary objective of
Change Management is to enable
beneficial Changes to be made, with
minimum disruption to IT Services.

(RRF5Esm) ERRE & BEFIMEEEMNE
wial. EEEWHETEERRUARE TR

TEER

(BRSE# ARERMATEE AR
wiE. TEEEMEIERRERBHITAT
MTE, FERRERD ITARS R PET.
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Change Model

(Service Transition) A repeatable way of
dealing with a particular Category of
Change. A Change Model defines
specific pre-defined steps that will be
followed for a Change of this Category.
Change Models may be very simple,
with no requirement for approval (e.g.
Password Reset) or may be very
complex with many steps that require
approval (e.g. major software Release).

See Standard Change, Change
Advisory Board.

HE R

(BRF58545) — (AR ERMITHO IR LU IS
RIMEEER . EERAKESERRNNE
ERAERGFSR, EEEBBITEER
i, THEEEZW: BTHER) AZHHER
PHREFBZEGS (N EXTRERT .

2% [{E#¥E Standard Change .
[#E&#Z ST Change Advisory
Board ]

TEER

(BRSHHR) LBBELMNNTEMNTTES

Tk, BEEEEXT EANTEEFHHE
XHEASE. TERBAUFERERESE,
FEME (B, FHEE) , WATLEEE
E%, EFZTEIENSE (Flwm, EX
R BR) .

SIARETE, TEHEER.

Change Record

(Service Transition) A Record containing
the details of a Change. Each Change
Record documents the Lifecycle of a
single Change. A Change Record is
created for every Request for Change
that is received, even those that are
subsequently rejected. Change
Records should reference the
Configuration Items that are affected
by the Change. Change Records are
stored in the Configuration
Management System.

EEER
(RRF5EEH) — (BB SME TR, 56

B, 2RRSEAWIIMNSEEEFRME
M. BELAREZZSEZEEEEESEN

TEIER

(RSHEH SSTEFEMER. 8%
FERBMIERT I EENEGREY. RE
ABMWEIMEEFREELERILR, HE
MLPEREWIEBITE. THEILRNZSH
TLEHMMEEDN. TEIZRREFELRE
EWRGEH.

Change Request

Synonym for Request for Change.

[#E 55Kk Request for Change | HIREIE
&

LTEIFK
RFC HY[E] X3

Change Schedule

(Service Transition) A Document that
lists all approved Changes and their
planned implementation dates. A
Change Schedule is sometimes called
a Forward Schedule of Change, even
though it also contains information
about Changes that have already
been implemented.

BETEE cHeEFARNEECERE
TERHIE

TEHE

(BRSSEH FIHTAHUEMTEMENT
RISKHE BEARISCH . TERHBMMRATE
#HER, ELESEEREMEEMEXE
B

G o

Change Window

(Service Transition) A regular, agreed
time when Changes or Releases may
be implemented with minimal impact
on Services. Change Windows are
usually documented in SLASs.

EERE

(BRFSHR) —ERE RABAONE, 2B
RUATTUHBBYER A RRE. ¥
ERHZE R TR RS AR

TEEA

(BR&E4%HR) L9ER. BHAMMATE, it
BT B A xRS MR T
EHE S @ EIERERSRA L.

Charging

(Service Strategy) Requiring payment
for IT Services. Charging for IT Services is
optional, and many Organisations
choose to treat their IT Service Provider
as a Cost Centre.

HE
(BRFSSER) 1T BRRSROMCHR. B T AR
RIIEIER, ELEFS AR T AR
HIREERBAER D,

L83

(REEME) FEAIT RET2R. 3 1T MR
SWHBEANER, FEHELIEER TRS
REFRABAR L.

Copyright © 2009 by itSMF Hong Kong Chapter

Page 16/ 85

Rev. ITILV3GCRG-P2 1.0 (200905)



ISMF

Hong Kong Chapter

Term and Definition

Chronological Analysis

(Service Operation) A technique used
to help identify possible causes of
Problems. All available data about the
Problem is collected and sorted by
date and time to provide a detailed
timeline. This can make it possible to
identify which Events may have been
triggered by others.

FEFF o4

(BRFFEE) FIHS 7 B8 Al R vl R T [ A9
B, IERREENFTAER, ESBAH
TR S AR SR R LUR T I ROBSAZ, B4
FJ LU R S an T 45 B 5%

B 547

(BRS5ZE) —F AT 53 B # &E i) % A 7T BE
FREw . WERMEAAXTERA AT A
a1 REAFORT B HEF,  LUE IR HIF L AR 18]
%. BHTUHENLE4EEHEES
H351%H.

Cl Type

(Service Transition) A Category that is
used to Classify Cls. The Cl Type
identifies the required Attributes and
Relationships for a Configuration
Record. Common CI Types include:
hardware, Document, User etc.

HRRIHE R

(ARF5E84%) MM N MMARIRE R . E%
18 B 4575 A A A8 B AR RE A SR P 35 B 8 1 £ A
% ERAREERANGEE: FE. X4,
EREE.

Cl %5

(BRE#R) AFARERSLME. B

EMARHELRBICRAFTHREEMXER,
ERMEENLBEE. B4, . AR
%

Classification

The act of assigning a Category to
something. Classification is used to
ensure consistent management and
reporting. Cls, Incidents, Problems,
Changes etc. are usually classified.

AR

RS R RIEBMENE. SRARER
EWMEMEN—BE, HRIER. B B
B EEFEEREENSER.

ARBHEEINMTH. SEBTHRER
MI|EREE B REN. HbE. G,
TEZBEHITHE,

Client

A generic term that means a Customer,
the Business or a Business Customer. For
example Client Manager may be used

as a synonym for Account Manager.

The term client is also used to mean:

e A computer that is used directly by a
User, for example a PC, Handheld
Computer, or Workstation.

e The part of a Client-Server
Application that the User directly
interfaces with. For example an email
Client.

RFE

—MHERBEF. LEIEEEEF,
MAFEEMRRFREFERE,

RAFMERWRET5:

o HIEMEEZEAMER, flw: BAE
B, 2 ERERSE TR,

o EREZEMBIAF-FREEBREXH—
B, . EFEHRAF R,

%= [ (Client)
FREP. LK@l EABIR.

540, Client Manager 7] LLF{E
Account Manager BJ[E] X 7.

Client XMARF &R

o APREEERMITEN, flEHl. FF
AR T iEuh.

o ZPRS RN A AP EEE A ARED
5. BInEREZE .

Closed

(Service Operation) The final Status in
the Lifecycle of an Incident, Problem,
Change etc. When the Status is Closed,
no further action is taken.

(RF#EE) —(EE. FE. BESE®
BHANSERE. BEREAERE T88
BREAE—SRIEE.

B&R
(RSIEE) M8, E. TEZE AN
hBARD. RERTLERA, FERH
H— T,

Closure EE B3l

(Service Operation) The act of (BRTFS4EIE) f§B. FIE. EEEREN (RFEBE) BHE. B, TEEZHRS
changing the Status of an Incident, AL =AEE, T HEERMITH.

Problem, Change etc. to Closed.

COBIT COBIT COBIT

(Continual Service Improvement)
Control Objectives for Information and
related Technology (COBIT) provides
guidance and Best Practice for the
management of IT Processes. COBIT is
published by the IT Governance
Institute. See http://www.isaca.org/ for
more information.

(FHERRTSLE) B RBRRHAIEE B
1Z(COBIT) . 1=t IT RIEBEMIEEMR
EET5, COBIT ZHEEARHLEEMRAN
2. 7% http://www.isaca.org/

GFERR &) B R REXRFTEAES Bir
(COBIM A ITREMEEREESMRE
XK. COBITH ITREFSAN. B0
http://www.isaca.org/ TR¥MIEE.
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Code of Practice

A Guideline published by a public body
or a Standards Organisation, such as
ISO or BSI. Many Standards consist of a
Code of Practice and a Specification.
The Code of Practice describes
recommended Best Practice.

fEEHE

HRRBMHZFEAHAHRIES B
. ERREEEAS (SO) B REEERE
(BSh) . EEEASIELREIRIEE. 1FE
RENERE R REER.

TN

AHFKRGFREALR (flan 1ISO S BSH &
RIS . TS AR R T AERFNIELR5 R
HA. (TR R T HFNHER
.

Cold Standby

Synonym for Gradual Recovery.

KGR
[ Z#18J8 Gradual Recovery | BRI
F,

RER
B R E B E XA

Commercial off the Shelf (COTS)

(Service Design) Application software
or Middleware that can be purchased
from a Third Party.

TIHRERRE ARRMAKE
(BRFFRET) ATHRE=FEHEEAREREK

SRR TR

HMAME (COTS)

(BRZZ&IT) ATANE =AM B9 R Ak 4s
hE

Compliance

Ensuring that a Standard or set of
Guidelines is followed, or that proper,
consistent accounting or other
practices are being employed.

BIEE

BRRESURS IHEE, NEEE. —HM
B SEREMEREER.

BN

WRETFIOESIEE, SCRAER—B%
HYHERE.

Component

A general term that is used to mean
one part of something more complex.
For example, a computer System may
be a component of an IT Service, an
Application may be a Component of a
Release Unit. Components that need to
be managed should be Configuration
Items.

kG

—RRIERIARE, WARKEK—ERERESEY
BI—Eh5. BHIRR, —EEMASRAER
—{8 1T BRI — (B —EEAREX AT
E—ARTETHN—ES. FEREEMNME
e EZE—EAEIRE .

He

RAFRTILREREYH—A S HIBIR. 5]
W, HENRFALGE ITRSHES, &
AR A fmBTrA Y. TEEEMAH
iR B,

Component Capacity Management
(CCM)

(Service Design) (Continual Service
Improvement) The Process responsible
for understanding the Capacity,

HHEREERE

(BRFFEah) GFHERB U E) EREREGET
RARIEEMARE. ERAMEN. GRNE
5. EHEESITUMEREFEER.

HEREEE (CCM)

(BRE®IT) (FERSEBEH) His TR
BEWRIEE S . FIARMERERIRIE. W5,
ERMSTHEERTEE X,

Utilisation, and Performance of 2% [R5 AEEE Service Capacity SRS AEEE.
Configuration Items. Data is collected, Management ]

recorded and analysed for use in the

Capacity Plan.

See Service Capacity Management.

Component CI 4A1HAEREIEE A% Cl

(Service Transition) A Configuration Item
that is part of an Assembly. For
example, a CPU or Memory Cl may be
part of a Server Cl.

(ARF5Es%) —EAREEBREEESH
—&he. BHIRR, —EPREREFHZL
1EREMARRIA B FTRE R —ERAR SRR IE B 1Y
—&B5

(BREFHR) BTFRER—FHMEET.
fign, CPU SRFECE WA LIZ MRS 25E
B —ABS

Component Failure Impact Analysis
(CFIA)

(Service Design) A technique that helps
to identify the impact of Cl failure on IT
Services. A matrix is created with IT
Services on one edge and Cls on the
other. This enables the identification of
critical Cls (that could cause the failure
of multiple IT Services) and of fragile IT
Services (that have multiple Single
Points of Failure).

HHERMER ST

(BRFsEst) —TEEMMRARIAR R
IT RFFFTE R E BRI B —ERERE,
SR T IRFS R ARRRIE B BN MIE . BRI
BARIAE (TREEBS ARMRBEANE)
R fE558Y 1T BR¥S (BRT S BRMIEE)

AHIEF M (CFIA)

(BRI —MBUBERETURR IT

RS Mm%, AR —AR T
RS, Z—hREREN. THBHEXEN
EED (RTESHEEIM IT BREEID e
5B IT RS (AEMESMEE
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Computer Telephony Integration (CTI)

(Service Operation) CTl is a general
term covering any kind of integration
between computers and telephone
Systems. It is most commonly used to
refer to Systems where an Application

BINEEES ARG

(BRFFEE) — Hﬁ'l“.tﬂ’]ﬂinn, BEEMERT

BREAGZENES. BERHRRNR
%, %—Eﬁ%}ﬂ&‘t_fﬁﬂ?ﬁﬁ%ﬂ)@iﬁéﬁ
EREMHAER.

ITEHEIEER (CT)

(RBEE) CNl 2—MiBfR, SFTHE

S RERFEIEMEBNER. ERER
FieBEIEARFRETSFANSIFHEE
HREEMARL.

displays detailed screens relating to 2% [HFEB S B A Automatic Call SRAFHFMUPE, XEREBEELE.
incoming or outgoing telephone calls. Distribution| . [EEIXEFEIE
. o - Interactive Voice Response |
See Automatic Call Distribution,
Interactive Voice Response.
Concurrency Bl HFE5

A measure of the number of Users
engaged in the same Operation at the
same time.

BAR—REZAEENEREHE.

FS5RE—ZEFHAPHEHNE.

Confidentiality W REE

(Service Design) A security principle (BRFSERET) —REZR2RAl, EXREHAH (BREi&T) BRI R NBIENIART
that requires that data should only be WIRHEM AR RS RN,

accessed by authorised people.

Configuration 4HRE (i

(Service Transition) A generic term,
used to describe a group of

(ARF5E8iR) —RILARE, BARES—#4E

REIE B W3 EIEAELUE R T BRFS, 3= IT BRFS

(BRE3%HR) —Mi@HR, ATHE—AERE
L, EAEERME 1T RS, SUAHRAIEYER

Configuration ltems that work together  chaT 4RI —2R5 . ARERBOEERAER £ T BE. BEEOATHR— 5 M
to deliver an IT Service, or a BA—EsRS EHEEIEENSEERH. ERNSEIRE.

recognizable part of an IT Service.

Configuration is also used to describe

the parameter settings for one or more

Cls.

Configuration Baseline ARREEE BEEE

(Service Transition) A Baseline of a
Configuration that has been formally
agreed and is managed through the
Change Management process. A
Configuration Baseline is used as a basis
for future Builds, Releases and Changes.

(Hﬁi‘%ig?ﬁ) —1@%&?& E"J%ii'i, E%}}ZIEE%IEJ

JE”“%’EH%JEE_E %ﬁ%ﬂ EE’J%

(BREH#I BEERATHATEEER
RHTEENRENEE. REREREX
SRIMIIE. RHFITERYEAL.

Configuration Control

(Service Transition) The Activity
responsible for ensuring that adding,

ik

(BRF5854%) —EEE, &
%ﬂ%ﬂ%ﬁﬁﬁﬁlﬁ BR#HES

HEARIME. £
BT, B

=gt
(BRS5%EH%) ASTMRIE. ﬁ“Eﬁl‘iﬂﬂ' FREC
BENGEELEERED, fINEZRTE

modifying or removing a Cl is properly M BEHEEE RN 2RSS K. EiERFREZ B K.
managed, for example by submitting a

Request for Change or Service Request.

Configuration Identification ABREFE R iRt

(Service Transition) The Activity
responsible for collecting information
about Configuration Items and their
Relationships, and loading this
information into the CMDB.
Configuration ldentification is also
responsible for labelling the Cls
themselves, so that the corresponding
Configuration Records can be found.

(ARF5854%) —EEEN, AEREARAER
BEEERRERE, LSELEMENER
EWMEARE. ARHAREROERTERIE
B, EEERYARRAE A LIRLE.

(BR%KH%) HREREXTRENREXR
MES, FBELERIHEAN CMDB BIES.
iR %Ilﬂﬁ?-hlaﬂaﬁlﬁzts% LUERTLL
HEIX R B B DX
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Configuration Item (ClI)

(Service Transition) Any Component
that needs to be managed in order to
deliver an IT Service. Information about
each Clisrecorded in a Configuration
Record within the Configuration
Management System and is
maintained throughout its Lifecycle by
Configuration Management. Cls are
under the control of Change
Management. Cls typically include IT
Services, hardware, software, buildings,
people, and formal documentation
such as Process documentation and
SLAs.

HRERIEE

(BRF5854%) (EMAGLAKERLUER IT
BB, SEMAREENEMBHFEEARE
BERERARLST, EEEGBERPHK
HREIRAEE. AEREREEEERE
. HREEBREEE ITRE. . &
BE. BEY. ABMEXH, WiREXH
TNRRFS SRS

BEEH (CD

(BREEEHR) ARME T REMBEHITE
BEMAL. SIMRERMEXERIEA
RETEAFAMNEEIDR, FHEEERE
AREMENMEGRYNYER. REMZE
EEEpEE. REVIREEE TRS.
WEEM. B, ARFERN, flmiie
SCHFNRR 55 R A L.

Configuration Management

(Service Transition) The Process
responsible for maintaining information
about Configuration Items required to
deliver an IT Service, including their
Relationships. This information is
managed throughout the Lifecycle of
the ClI. Configuration Management is
part of an overall Service Asset and
Configuration Management Process.

el

(RRF5E8R) —(EiRTE, & EHEE TRFE
EFRARIEBMERER, LESERIE
BREMEZ. BLARREMERELERE
S B hEMEER. AEEEBERS
EERMBREEREN Y.

B EEIE

(BRSEH ARERRE T RSAFR
B (BFENHER) BXEBMRE,
HERERENNENE G ARG EE.
EEEERSRSE-SREEERIZN
—&h5.

Configuration Management Database
(CMDB)

(Service Transition) A database used to
store Configuration Records throughout
their Lifecycle. The Configuration
Management System maintains one or
more CMDBs, and each CMDB stores
Attributes of Cls, and Relationships with
other Cls.

AREEmERE

(BRF5884%) —EERE, RRFAGFERL
SMEELmEY. AREEARGEE—R
A EAEERERE S AEREEE
FHUERETFARREIE B BB I FN B MZ .

BEEEELIEE (CMDB)

(BR&EHH BTFEBNMNEGEPRERE
IDRMEIEE. REEERRFEIF—IHE
4 CMDB, M4 CMDB REEETRIE
HIEHERBERNXER.

Configuration Management System
(CMS)

(Service Transition) A set of tools and
databases that are used to manage an
IT Service Provider's Configuration data.
The CMS also includes information
about Incidents, Problems, Known
Errors, Changes and Releases; and may
contain data about employees,
Suppliers, locations, Business Units,
Customers and Users. The CMS includes
tools for collecting, storing, managing,
updating, and presenting data about
all Configuration Items and their
Relationships. The CMS is maintained by
Configuration Management and is
used by all IT Service Management
Processes.

See Configuration Management
Database, Service Knowledge
Management System.

HRREERE

(R8s —MTHREERE, RARER
TR RMER AR ER. AREERSKE

ARESAMAT. HER. NE. BEE
. ZERMEREMER. AREERGRE
RE. HFE EE. EFNRTAEAERIE
BMERRERGHIR. AREERSKH
HREIRATAERE, LA ITRBERRE
FH{ER

£% [{HEEEERE Configuration
Management Database] . [BRFS&0E;
&I R4 Knowledge Management
System |

EEEBARLE (CMS)

(RFHH —ETEMEUEE, ATEE
ITRRFIZEFRELRIE. CMS XE8iEX
FTEH. . SMEiR. TENLGHE
2; HEWUEEXTER. #NE.

A EEIT. ERAMBAMER. CMS
BIEWE. R7F. B8, BEHMERAEE
BEMREXRBXREEHN TR, NS HEE
EIEYELR, HFTE T RS EERERA.

SNEEEBHIEE, REMIABTERE.
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Configuration Record

(Service Transition) A Record containing
the details of a Configuration Item.
Each Configuration Record documents
the Lifecycle of a single ClI.
Configuration Records are stored in a
Configuration Management Database.

MHREACER

(RRF5E8#) —IA4LS:, BSHERIEERF

HE. B—(EERCHLR—EAEEER
wiBH. ARTHRHFTAEERENE

BEEiCF

(BREiE) BaRETERERMIER.
BAMERERRIERT —MERERMNEWE
. RELRAGFEREEBEKEES.

Configuration Structure

(Service Transition) The hierarchy and
other Relationships between all the
Configuration Items that comprise a
Configuration.

h
MARBAERE
(RRF5E8%) B — BRI A AERIAER Z

IR RS E FORAMR -

B EEH

(BR&#e3%) MBEERAARENEMNE
FIMEEXRR,

Continual Service Improvement (CSI)

(Continual Service Improvement) A
stage in the Lifecycle of an IT Service
and the title of one of the Core ITIL
publications.

Continual Service Improvement is
responsible for managing
improvements to IT Service
Management Processes and IT Services.
The Performance of the IT Service
Provider is continually measured and
improvements are made to Processes,
IT Services and IT Infrastructure in order
to increase Efficiency, Effectiveness,
and Cost Effectiveness.

See Plan-Do-Check-Act.

FHERB N E

FEMERTENE) TRBMEGEHREFH
—{EREER, thR—7ITIL %0 BRI E
-

BEMRNE & S5 T RFEEREM
IT BRFFROELE . T BRFSIR L H MR WIS
EMEROECSRIE ST AR . T BRESHN IT EEELLAE
EITHELUEANER. EREMBEEH
14,

&% [HE-$1T7-4E-1T7E Plan-Do-
Check-Act |

FREAR S 2t (CSI)

GRS 1T BREE GBS —1 0
B, %0 ML KRz —B 2 FR.

FERSBHEAETEEN IT RS EERIE
T RERIBGE. T REIZHERIEEES
BIRBTNE, FXRIE. T MRS T B
ZRMGEHITEGE, LUMERBNE. MAEFRA
.

SRR BAT-RE-1Ta.

Continuous Availability

(Service Design) An approach or
design to achieve 100% Availability. A
Continuously Available IT Service has no
planned or unplanned Downtime.

FHEF A

(BRFsEah) — TR B 9 2 B A BIERIERET
AR, —(EEFFEE R AR T RIEZ A
=R IERT E MR T ERRE ] .

EEA

(BR%i&iH) SSIM 100% AT FA MR —Fh7 sk
BOkit. EER A/ T BREIRAE TR R
%1 SN R TR ]

Continuous Operation

(Service Design) An approach or
design to eliminate planned Downtime
of an IT Service. Note that individual
Configuration ltems may be down
even though the IT Service is Available.

FHEITEE

(BRFEEAD) —TEFETRAT, FTLUHRR IT AR
REIETE S PERE. FIEENRE, BEM
MHRRIAR FTLLEEIAENE, BRI R
ARTFTAM.

(BRSZ&IT) —FiERR 1T BRSS BRI A
WREtE B AR, R BMENAIEE
A RUMZLE, 1T BRSEZ AT,

Contract

A legally binding Agreement between
two or more parties.

|

TRMESE S B BEZEN N
#o

AR

WAHHE 5 Z BB EERAR AL

Contract Portfolio

(Service Strategy) A database or
structured Document used to manage
Service Contracts or Agreements
between an IT Service Provider and
their Customers. Each IT Service
delivered to a Customer should have a
Contract or other Agreement which is
listed in the Contract Portfolio.

See Service Portfolio, Service
Catalogue.

BHEE

(BRFFHR ) —EE B ER R AL, B
RER T RBRHEREEFZEREEH
HEWE. SEEXKEFNITRERES
BHHREMHEIINSLES T,

2% [&#44 Service Portfolio] . &
#1B %% Service Catalogue |

AREE

(REHH) AFERE TRSREREESER
i8] A 55 & 151 25 138 B 5 BE SR A L 324
ARPRBOBT T RETE ZEEFEE
I HMERE T,

SRMEHEE, REBER.
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Control

A means of managing a Risk, ensuring
that a Business Objective is achieved,
or ensuring that a Process is followed.
Example Controls include Policies,
Procedures, Roles, RAID, door-locks etc.
A control is sometimes called a
Countermeasure or safeguard.

Control also means to manage the
utilization or behaviour of a
Configuration Item, System or IT Service.

=

—EAERUERRE, BREERRKE
B, SERERREREE. BOIRM, =5
BEBK. BF. . WIRES|. PIHE
%, —EEHERHE X HTESE RS EN
& EHBRRERMARIER. RHENE N
BRFSRERA AT S

=

—FEIERE, BRI S BiRSOEST IR
BHAE. SRNGFEEBCR. BF. A
. RAID. I#i%. THANRAM KSR
Efi-70

EHTEEREEREEN. RGN RS
BIERSITA.

Control Objectives for Information and
related Technology (COBIT)

See COBIT.

=H B
2% [COBIT]

=2 REXBAEH BFR (COBIT)
%0l COBIT.

Control Perspective

(Service Strategy) An approach to the
management of IT Services, Processes,
Functions, Assets etc. There can be
several different Control Perspectives
on the same IT Service, Process etc.,
allowing different individuals or teams
to focus on what is important and
relevant to their specific Role. Example
Control Perspectives include Reactive
and Proactive management within IT
Operations, or a Lifecycle view for an
Application Project team.

FEHIEES

(BRFERM) —@75%, ALUEE TR, &
. ThREMLEE. AR ITERFS. miE, W
BHEFRMIZFIERR, FFRMEASE
BRI R EERR MBS ERBNERS
HE. EHBEREL, S3E THEDE
HAWEMER, IRHNEREXTREE
BBy % B HAERES .

EHIAE

(BRSBHH) —FMEE T RS, RE. o
BE. EEEWMAE. HE— T RS, R
BEAURAZMARMENGE, RIFFRE
B9 NSRRI PA S iE o1 B AR f e R EZE 1A
RXE. EHAENGFEE T ZBETM
WENFIESNERR, LRI AL A HRE 4
EHAE RN .

Control Processes

=R

=R

The ISO/IEC 20000 Process group that ISO/IEC 20000 #, HEEEEEMMEEE  ISO/IEC 20000 e, SIFTEEERMIK
includes Change Management and IBHYEFEREAE ., EEME,

Configuration Management.

Core Service %L BRTS ZILBR S

(Service Strategy) An IT Service that (BRFSRER) —1B 1T BRFS, Ex—{E=% & (BREEER) REHE—IHSIEFHE
delivers basic Outcomes desired by ZEETHASER R ARLER, BEARZERE ITRS.

one or more Customers.

See Supporting Service, Core Service
Package.

2% [ZIZRRFS Supporting Service | .
[ E##% 0 BRFE Core Service Package |

SRNHERS. LRSS E.

Core Service Package (CSP)

(Service Strategy) A detailed
description of a Core Service that may
be shared by two or more Service Level

BRURBER

(BRFERME) A —Es S ERBFERER
F A B0 BRFS RO FF AR AR

BURSEE (CSP)

(BRS5HHE) #00 AR S HYIFLRHEIR, AT LUK
AN EMRERNEHE.

Packages. 2% [BRFFE % Service Package | SIREE.
See Service Package.
Cost A 2%

The amount of money spent on a
specific Activity, IT Service, or Business
Unit. Costs consist of real cost (money),
notional cost such as people's time,
and Depreciation.

HEEHEEY. TREEEEEMNSE
20Y. RAEIRMBHNE(EH),
KEAK, HREABMBEINE.

HEEME. T RESWLEERI] EAE
. MASERERER (3 .« BXHEK
(Blan A 51 B9ES () F03FIH .
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Cost Benefit Analysis

An Activity that analyses and
compares the Costs and the benefits
involved in one or more alternative
courses of action.

See Business Case, Net Present Value,
Internal Rate of Return, Return on
Investment, Value on Investment.

RS 3 5 4
EEEN, SRFLBRAE - ErHREr
1TENS BRI AT 2 .

&% [ZEZH) Business Case] . [RI8
{& Net Present Value | . [ NERERANZR
Internal Rate of Return] . [$%&RE=E
Return on Investment] . [#&&EE
Value on Investment ]

RS 3 5 4
DR —NHE N ANEI TR IR R AR
AR HEF

SRESIE, SIE, NIERE, 8E
B4R, BEME-

Cost Centre

(Service Strategy) A Business Unit or
Project to which Costs are assigned. A
Cost Centre does not charge for
Services provided. An IT Service
Provider can be run as a Cost Centre or
a Profit Centre.

A

(RRF5SRmE) —(EEEEMRER, LI
DIRAA . B HL 3 AT FT iR (A AR S UE
B TIRFBHREE A LA DS RFE S
DEIGESE.

A

(BRS3 ) BRI S ARSI .
MRS ORI TR R AR S5 3E . 1T ARS5 1R
AT LUAE A B AR Ao D a5 H BT T .

Cost Effectiveness

A measure of the balance between
the Effectiveness and Cost of a Service,
Process or activity, A Cost Effective
Process is one which achieves its
Objectives at minimum Cost.

See KPI, Return on Investment, Value for
Money.

RAFHE

—RBEEAR, E2RE. RIESTEY
EMRARTE. —EERAYERTRIE,
ERETUARIKMEKREZEREBZE,
2% [FEMESISEKP] o [REHRM
# Return on Investment] . [IR&EE
Value for Money |

AR 3

BRS . RIZSUE SR S B &R
2, RAgEREMmEUS R ARZE R
FRBORAR .

S0 KPI, H®ZEER, MEHE.

Cost Element

(Service Strategy) The middle level of
category to which Costs are assigned
in Budgeting and Accounting. The
highest level category is Cost Type. For
example a Cost Type of “people”
could have cost elements of payroll,
staff benefits, expenses, training,
overtime etc. Cost Elements can be
further broken down to give Cost Units.
For example the Cost Element
“expenses” could include Cost Units of
Hotels, Transport, Meals etc.

BATER

(BRFERME) EHEERFIFEF P HAN IR
H—RBHREEFRNSE. RS RERR
RBUARSERS, BHIRER, —E TAE] MR
HEINREEH M. BTEM. HEE.
AR, MEEBEMATE. RATEAMUE
E—SWETHBEAENM. BHIRR, K
AnEZ [HEE] FREESHMAENSE
WREE. RBFERERAEE.

BAER

(BRSB M) FERHIFIZE T BRI AE
BIRREN . HEROLMNZHALEE. F)
WmCANRT BBAEBATIETE. BF.
F3z. Fill mMBEREMAER. NAER
A#E—S 5 ARG, flW, BAEER
“HILT ALEEEE. 8. BIREMK
AL,

Cost Management

(Service Strategy) A general term that is
used to refer to Budgeting and
Accounting, sometimes used as a
synonym for Financial Management

AR

(BRFERM) —ERREERIIFNEFH—
RRIEAIRE, AREEAAYBERENREE
F.

AR
(BRSSEER) ATxmEMEERER, A
B R 55 B ER B 18] X 3R

Cost Type

(Service Strategy) The highest level of
category to which Costs are assigned
in Budgeting and Accounting. For
example hardware, software, people,
accommodation, external and Transfer.

See Cost Element, Cost Type.

PRAEREY

(ARFEHRRG) FETEERIIFNE A, MAH
NIRMERES SRS E. BO0RR, EEE.
WS, ANB. BENE, INERER.
2% [f{ATE CostElement]) . [HA
$83 Cost Type |

AR

(BRSSERE) FE MG AR E 2B A
MRERER. PIMERESE. AR, £58.
SMERFNEERS .

SHMAER, BAEE.
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Cost Unit

(Service Strategy) The lowest level of
category to which Costs are assigned,
Cost Units are usually things that can be
easily counted (e.g. staff numbers,
software licences) or things easily
measured (e.g. CPU usage, Electricity
consumed). Cost Units are included

R E (L

(RRF5SREE) TEFEEMBIIIEE P, BAH
DIRMRIEZERMDER. HAEMBEERA
URZHENEY NMETHE. KEIESD)
HEAZER NP REERFEAE. &
AMES) . BABMNBEEANHEATER
. BHIKR, MATER [HEE] A
BEMMAEMERE. XBTEEERE

AR L

(BRSS R S ERAR RIRKAIZES, B
ABMBERRGITE (FlMAREE. &
HiFRD SUMEREY (gl CPU BIfE
B. #£8) . RRBENEESEREEESP.
Blan, “FX” MRAEZRTLUIEERRE.
Tl BIRERRAREN.

within Cost Elements. For example a = SR ARLEE,
Cost Element of “expenses” could e

include Cost Units of Hotels, Transport, £k [ AR$EE Cost Type |

Meals etc.

See Cost Type.

Countermeasure iR IR

Can be used to refer to any type of
Control. The term Countermeasure is
most often used when referring to
measures that increase Resilience, Fault
Tolerance or Reliability of an IT Service.

A ARRREME R HRRES
FARFRABLA LR 1T RFFHIRIES . B
HYRTREENFE.

A A FHRAEMER BTG, WR—AKE
ATREBRS IT REMKRED. FHENKE
AT I RHETE .

Course Corrections

Changes made to a Plan or Activity
that has already started, to ensure that
it will meet its Objectives. Course
corrections are made as a result of
Monitoring progress.

FHEBITIZE

HOSMGRE ESUREIFTMAEE, LUk
REMERBE. sIERITEERERER
EITRRESRER.

1EIEFEHE

BRI RISUERHITRIEE, BME
WIRTHEIAZI BIR. BEAEIRELEEHE
EREERHEITH]

CRAMM

A methodology and tool for analysing
and managing Risks. CRAMM was
developed by the UK Government, but
is now privately owned. Further
information is available from
http://www.cramm.com/

REHEKBEERESITERS %

—RBAIMEREREMNAFERE IR,
CRAMM Z X B BRI R, BIREC A,

# http://www.cramm.com/

CRAMM

SAFEEXE A AT E. CRAMM B3
EBMFE, BERUERFAANNE. #—F
BI{E 2R L E)
http://www.cramm.com/

Crisis Management

The Process responsible for managing
the wider implications of Business
Continuity. A Crisis Management team
is responsible for Strategic issues such as
managing media relations and
shareholder confidence, and decides
when to invoke Business Continuity
Plans.

fEER

IR A EHEZEERHENEE. i
EHERE ERMIEEE SREEFE
BFRARRAEE, dOREMBNEERFEN
FTERYREH .

e EE

AREBE Iz B SEEIERIRIE.
M ERHEI A G SRk B R, flan & IR
REMBRME D, FFREFEEA LSS E
SRy,

Critical Success Factor (CSF)

Something that must happen if a
Process, Project, Plan, or IT Service is to
succeed. KPIs are used to measure the
achievement of each CSF. For example
a CSF of "protect IT Services when
making Changes" could be measured
by KPIs such as “percentage reduction
of unsuccessful Changes", "percentage
reduction in Changes causing
Incidents" etc.

A% T E %

—fERiE. TX. sEIR TRBHNFTL
EmsY. EREEERRARENE—
ERAR RN ERZAMR. BHIRRE, —
8 [EITEERRE TR BOBASEIMER
NERFU [ EERDEES
kbl . [HAAEEEEMESRLHES
o] SRR ENIRERER.

KEHMEZ (CSF)

MEFIE. WH. % = 1T BREEHD,
VHEERTEE. KPl BFNE84) CSF
Ry ER. fBltn, “HHTEZEAMRIP ITRSE”
By CSF ATLLA “ARThEEMESLLT
M . “TEI|EMMBELLGITRE %Xkt
B9 KPI SR & .

Copyright © 2009 by itSMF Hong Kong Chapter

Page 24/85

Rev. ITILV3GCRG-P2 1.0 (200905)



ISMF

Hong Kong Chapter

Term and Definition

Culture

A set of values that is shared by a
group of people, including
expectations about how people should
behave, ideas, beliefs, and practices.

See Vision.

ik

—BARLEN—AEER, 888 A81T
B, 8. EIFNERSHEAE.

2% [BES Vision ]

ik
—REAHLZH—HNER, SFEFARNT
H. . FEMAEEAREEE.

Customer

Someone who buys goods or Services.
The Customer of an IT Service Provider is
the person or group who defines and
agrees the Service Level Targets. The
term Customers is also sometimes
informally used to mean Users, for
example "this is a Customer focussed
Organisation".

%5

BEEMIUERBHA. TRBHEF 2
ERARERBEREFMAERER. &
FEERBARFFEEXMRRERE, &
BizRsg: [EREFREMAEH] .

% A (Customer)

MEEmBRSIA. T RSFERGAEHER
REXER RS KA BHRAIA RS E .

ER—RAMZERTRTAA, i X2
—RKIBEFHIBR” .

Customer Portfolio

(Service Strategy) A database or
structured Document used to record all
Customers of the IT Service Provider.
The Customer Portfolio is the Business
Relationship Manager's view of the
Customers who receive Services from
the IT Service Provider.

See Contract Portfolio, Service Portfolio.

EFHE

(BRFERME) —EERESRAEEILRI
., TR ITRBREENFEREF. &
FHAEREEMGEEHEFNELE, mE
FER T RIS R E R A ARTS .

2% [&4#944& Contract Portfolio| .
[ RF54E & Service Portfolio |

BERHEE

(BRSZEm) AFiER 1T RBIREHFAE
ERRBIRES SN, BRESRL
FRAZETHHET THRBJE/BRSHE
FHTRE

SHARHEE, BSHEE.

Dashboard

(Service Operation) A graphical
representation of overall IT Service
Performance and Availability.
Dashboard images may be updated in
real-time, and can also be included in
management reports and web pages.
Dashboards can be used to support
Service Level Management, Event
Management or Incident Diagnosis.

B =R AR

(RFFAEIE) ETEERE T ARAFAESFN AT 1A
BfEURT. BIZERRMERZARERHR
B, TESEBHRAMMAE. BITETRA
WRARIGEIIRFFEREIE . BYPERMEY

=2

A
Rz

PE

(BREFIEE) SR 1T RRSGIEAEFIA] A1ER E

MFm. R ERATAERER, Hhe]
UEEEERREFRNTFH. URRATATF
RS RANEER, BHEWRBIFISHT.

Data-to-Information-to-Knowledge-to-
Wisdom (DIKW)

A way of understanding the
relationships between data,
information, knowledge, and wisdom.
DIKW shows how each of these builds
on the others.

BR-E - e
—ETHRER. B, MEAMSEZEREF
BI7E. BR-ER-AE- SRS AR
T T EFMMAIER Iz EEBER.

KIRFEREMIREEE (DKW)

—MIEBEIE. ER. MAMNZEZEXA
BI75E. DKW BRT BN KBS
H.

Definitive Media Library (DML)

(Service Transition) One or more
locations in which the definitive and
approved versions of all software
Configuration Items are securely stored.
The DML may also contain associated
Cls such as licenses and
documentation. The DML is a single
logical storage area even if there are
multiple locations. All software in the
DML is under the control of Change
and Release Management and is
recorded in the Configuration
Management System. Only software
from the DML is acceptable for use in a
Release.

R

(BRF5884%) — (A% BRI IR EMFRER
BEELWDFTREREARIER MR, &
HEREEN A S EEMMARIER, MR
. REERESEELE R
FiE, BREAEREHEBE. EHf

HzT, LARKAMERERR KD, AF
ERZFRENSHREA AT UIERITHE
A

RENRE (DML

(BRE3H) AR B IR R L& FE
MAREFREN—NHS Mim. DML i
A EESHEENEET, FlaiFrFnsesy.
EMEHFES M S, DML hE—NBIETRH
%X. DML ARG ZTTENAT
EEsH, RFCARBEEERR. R
sk B DML B A AT F %% .
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Deliverable

Something that must be provided to
meet a commitment in a Service Level
Agreement or a Contract. Deliverable
is also used in a more informal way to
mean a planned output of any Process.

ZHIAE

—&RY, FRRBLUFESRBERBER
EEHTERE. KNHEEFERMKREE
R At &ML .

ZH

DHURME T BERITIR S R A AN E BRiE
B . EFRKERNIGE, AIRTHHEA
FRREMREN LIS,

Demand Management

Activities that understand and
influence Customer demand for
Services and the provision of Capacity
to meet these demands. At a Strategic
level Demand Management can
involve analysis of Patterns of Business
Activity and User Profiles. At a Tactical

RREE

—@EE. TRAESEFHRHNERR
BUR R SBLER. FEEROTR
BRI A AW EEE I AL A
B AR LU B £ R E LS
e BRES bR SR ROBS R GE PR 1T AR

2% [REEE Capacity

RREE

TRMPEE P3RS T KUARRESEN
BFELUHRREFRIER. ERBREH,

FRERA LGRS A XA P 2R
BISH. ERALR, ERAEEERZER
WS E P ERK BRI ERER IT AR

&

level it can involve use of Differential Management | SIAEEE

Charging to encourage Customers to

use IT Services at less busy times.

See Capacity Management.

Deming Cycle HEATEIR HEATEIR

Synonym for Plan Do Check Act. [ R &-#1T-1Z-1T78) Plan Do Check R -IT-HRE-1TH R E X7,

Act] BMEI&EZ.

Dependency

The direct or indirect reliance of one
Process or Activity upon another.

R

— B AR SE BN Lt ] B Sk e sk FR 0 B

R#IE

— N RIEBE N BRI SE R B ESE
AR

Deployment

(Service Transition) The Activity
responsible for movement of new or
changed hardware, software,
documentation, Process, etc to the Live

HE

B, . RESEBEFLRENED. ¥
EZRBITNMEEEREN B

EBE

(BRSSEH) TSRS ERARES.
A, RIEFIBIEMNIRRES. BB
AT HEERREZMN—ES .

Environment. Deployment is part of the ~ £% [#B& Rollout SRERETH.
Release and Deployment

Management Process.

See Rollout.

Depreciation nE Eiidl=!

(Service Strategy) A measure of the
reduction in value of an Asset over its
life. This is based on wearing out,
consumption or other reduction in the
useful economic value.

(RRF5kmE) —EESE, FEAEAEHSE®
PEEREE. EURE. HEREME
R EEBERKE.

(BRSSHH) BBy MERESS fml D BTt
H. eETESR. HRIHCHRAZEFNE
B

Design

(Service Design) An Activity or Process
that identifies Requirements and then
defines a solution that is able to meet

o=
AX A

(BRF5Rah) —EEESRRE, & HEHATE
K, RERAUFSELERNBRAAR.

wit
(BRSZit) IRAFTK AT E X RERS#H B X
LT RMBRT RAFENTRIE.

these Requirements. 2% [PRFSERET Service Design | SRSt
See Service Design.
Detection =R a2

(Service Operation) A stage in the
Incident Lifecycle. Detection results in
the Incident becoming known to the
Service Provider. Detection can be
automatic, or can be the result of a
User logging an Incident.

(RRFSHEE) BB —ERR.
ERFRERAS R M ME RS, (FRA
KRB R RERAELE—ERERE
.

(BRBEE) WEEGEAPH—IHER.
HrME AR SR LA RE 5 T AR PR . A& AT L
=R, HATURARERYEERNER.
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Development

(Service Design) The Process
responsible for creating or modifying an
IT Service or Application. Also used to
mean the Role or group that carries out
Development work.

F5

(BRF5eT) & BEESEEQ—E TR
FREAREXNRE. BHARRKRETE
RI(EmMAEZEAE.

F&
(BRI fa SR Bl ISR T AR S5 3R A
Btz TRTRFAPITAATENARER
1\eH

Development Environment

(Service Design) An Environment used
to create or modify IT Services or
Applications. Development
Environments are not typically

FRIRE

(BRFFEET) AARELSEEM T RBIE
ERREXMRE. —MME, FAERREFE
ERMARRESR ERBARERMEER
T

FRIME

(BRSiit) AT eEsgn 1T BRS A
IR, FRIMRBEFZSMNAIMRSHR
R ER IR [B) — 4R 5 B9 FE ) o

subjected to the same degree of SRR,
control as Test Environments or Live 2% [B% Development]

Environments.

See Development.

Diagnosis En 2101

(Service Operation) A stage in the
Incident and Problem Lifecycles. The
purpose of Diagnosis is to identify a
Workaround for an Incident or the Root
Cause of a Problem.

(RBHE) FESYREABEGBEHHE
h—PEER . ZETR B ASREERMEER
EHREEMRARE.

(BRS5EE) MrEFEEE aE A pa—1
MrEx. SHETEYE AR W E SIS A HLEE TS
B R R AR E .

Diagnostic Script

(Service Operation) A structured set of
questions used by Service Desk staff to
ensure they ask the correct questions,
and to help them Classify, Resolve and
assign Incidents. Diagnostic Scripts may
also be made available to Users to help
them diagnose and resolve their own
Incidents.

ZETNA

(BRFBFHE) FHE—EHRBEAEERN
AR, LIRS LR E AR
R, FERGEfIoE. R, EigiRSE
. REWABATERERERS, LRt
REETR R A RIS .

LRI

(BBEE) WIS ARERAN—ESHL
BIRE, LARBRMBI1EEIEMAYEIRE, e
592, MRMOEHKIE. BETMAIE AT
A PSEAERRE CRIEE.

Differential Charging

A technique used to support Demand
Management by charging different
amounts for the same IT Service
Function at different times.

ERIFHE

RIGEERE T ARFS T REFE R RIS ] U BRAS B
BR, MAUERKERR—TERA,

E e

85T AR IR 1T BR 55 Th BE7E 7R 18] Ay e (] 4 BY
TR A F R K ERR—MT .

Direct Cost

(Service Strategy) A cost of providing
an IT Service which can be allocated in
full to a specific Customer, Cost Centre,
Project etc. For example cost of
providing non-shared servers or
software licenses.

See Indirect Cost.

BEMK

(RRFSRME) RIEREEMAMERERF .
BRSO BT ITRESFARBA. F
W, A E SRR IR R R AR .

2% [ Indirect Cost

BHEMK

(BRSSHCHE) 12 1T BRSHIAA, ATALED
HELEREMER. BAPL. WEZE. 5]
W, REERZREF[IRGIFATRIAE.

SR EIEM .

Directory Service

(Service Operation) An Application that
manages information about IT
Infrastructure available on a network,
and corresponding User access Rights.

Sk

(RRFSHEE) RIE—EERARM T EMEE
TEABER B RT A AR R AR FE A B TR B IR
EAmEARER.

BR®RSE

(BRFEE) EEM AT IT &R F0
TR A PR R A KR BRI A .

Do Nothing

(Service Design) A Recovery Option.
The Service Provider formally agrees
with the Customer that Recovery of this
IT Service will not be performed.

THEREUATEN

(BRFEsD) RE—TEEFEEE. REFRM
ZUEFERFER— T RBFNERETTF
BiT.

FhE

(BR&Ki&T) —FREETT. REEHES
EPEXEE: TFHITIITRSHIRE.
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Document

Information in readable form. A
Document may be paper or electronic.
For example a Policy statement,
Service Level Agreement, Incident

prais

FRIEENEREENER. XHATAHRAK
HEFH. Gl BE. BBEERGE. =
WA BB ER.

A

WERXMER . TR R RS B TR
RN GIANBERAMR, RBFFHMYL, HEILE
. HENEHEE.

Record, diagram of computer room £% [#$% Record) ERIER-
layout.

See Record.

Downtime rh TR o 7 B+ 8]

(Service Design) (Service Operation)
The time when a Configuration Item or
IT Service is not Available during its
Agreed Service Time. The Availability of
an IT Service is often calculated from
Agreed Service Time and Downtime.

(BRF5RRET) (RRFSHEHE) (RIGMRBIAAZIT
RS 72 [ 2 AR S e ] A A< AT (2 A RGBS 1T
BRF5HY A A M B & 13 A R B AR A e e o
EREERIEITRT

(BRF&It) (BRFEZE) EHERSHE
M, BLEIE IT RS A AT ARIETE. 1T RS
B AT PRI 42 38 5T 29 38 AR 55 Bt ) F0 Hp BT e 18]
tE,

Driver

Something that influences Strategy,
Objectives or Requirements. For
example new legislation or the actions
of competitors.

ERENE =

FIEERERE. BEIFRNEY. 5
m, FERHBRFE FAITE.

RN

FUEEE. BARSERMEE. Glmeix
BT HERITH

Early Life Support

(Service Transition) Support provided for
a new or Changed IT Service for a
period of time after it is Released.
During Early Life Support the IT Service
Provider may review the KPlIs, Service
Levels and Monitoring Thresholds, and
provide additional Resources for
Incident and Problem Management.

LRMEIXE

BRFEIRSE. ERAEGESR, TR
RFEFUEERBIEETIER. RIFER
RERERME RRRMEYMRBEEERE
SNEIR.

BHAR

(BRB¥ER) ERFE, AHFHSEEMIT

RSB — BT BB #5. ERHIISM
B, ITIRFIRMAERILIEE KPI. BRSSR A
FOUSHREME, FFooHrET0 B R B IR R AR SN
BIBIR.

Economies of scale

(Service Strategy) The reduction in
average Cost that is possible from
increasing the usage of an IT Service or
Asset.

See Economies of Scope.

FURLEH

(RRF5SREE) 1RIE TR REE IT ARFSTK
EEEASEMMMEIR.

£% [#EE4HE Economies of Scope ]

MR

(BREEEE) MRS IT REJZERIERA
LU T3 B AR B

SIERE.

Economies of scope

(Service Strategy) The reduction in Cost
that is allocated to an IT Service by
using an existing Asset for an additional
purpose. For example delivering a new
IT Service from existing IT Infrastructure.

See Economies of Scale.

ES A

(RRFSSRER) RIsEAREEEEZRMME
By, FELABRIR IT BRFSEORLAS. f5lan, LUIRAE
Y IT EERELRAE R AT —3 1T ARFS .

2% [3H18485% Economies of Scale ]

SEEZH

(RS BEBIEME~HTHEER
By, WS ELA T RSBIA. BRI
BT RS IR EIRAY T BRSS.

SRMRE T

Effectiveness

(Continual Service Improvement) A
measure of whether the Objectives of a
Process, Service or Activity have been
achieved. An Effective Process or
Activity is one that achieves its agreed
Objectives.

See KPI.

B

BRI E) FIEEERRE. BB
EHRTEINEAEZEE. —EREYRY
wESUEBEREECHEENBR.

2% [FRMHEREEE KPI

HaE

(FEmESHH) NERTERIRE. M
SHENMERHIRE. BRHIRESIE
FIiZiAE) L9 7E R B4R

£ KPI,
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Efficiency

(Continual Service Improvement) A
measure of whether the right amount
of resources have been used to deliver
a Process, Service or Activity. An
Efficient Process achieves its Objectives

e

(FFERBNE) FEEUERTUEEME
BHERNRERE. HE%%ZSZ,EEI]':PD —1{8
By ERuRER R ERE. €8. A8
ZEREINHBE,

e
EEREHH) NERECRERKEL
FEMTIRMRIE. MSREHORE. &

HHRIEMNIZARVENAE. £%. AR
HEERBELUEBR.

with the minimum amount of time, 2% [FARMEEYIEEZEKPI S KPI.
money, people or other resources.

See KPI.

Emergency Change E2gE ZATE

(Service Transition) A Change that must
be introduced as soon as possible. For
example to resolve a Major Incident or
implement a Security patch. The
Change Management Process will
normally have a specific Procedure for
handling Emergency Changes.

See Emergency Change Advisory
Board (ECAB).

(RF5E8H) FIRLABRFABNEE. 5
m, BRAEREMEEITR M EH. £8
ERRREREE —ESMMREAUEES

&% [RAEFEEHEBE Emergency
Change Advisory Board (ECAB) |

(BRSBEEHR) BARRIINETE. fHlah
THRATEEYAXRLREHNT .. TEERE
REBESANENEFRALEESNE
E.

o
g

NEETEMOERS (ECAB).

Emergency Change Advisory Board
(ECAB)

(Service Transition) A sub-set of the
Change Advisory Board who make
decisions about high impact
Emergency Changes. Membership of
the ECAB may be decided at the time
a meeting is called, and depends on
the nature of the Emergency Change.

FAREANEAT

(RRF5EER) R BT ETHRRE
AR EH ﬁJr“;“TEE@T%éE’J%é“ETJh%

n##ﬁl;&n%r :Itﬁ%i‘% %EE’J I?E’Eﬁféﬂﬁiu

RETEMIEZRS (ECAB)
(BR%Z4EHD ""'Elﬁiﬁlﬁlii B—&85, f
EEAEAEMMNESTERE. ECABH

ﬁkJ\Tu?"“S‘E%uEﬂ%Ey FEURTFER
TEMMER.

Environment

(Service Transition) A subset of the IT
Infrastructure that is used for a
particular purpose. For Example: Live
Environment, Test Environment, Build
Environment. It is possible for multiple
Environments to share a Configuration
Item, for example Test and Live
Environments may use different
partitions on a single mainframe
computer. Also used in the term
Physical Environment to mean the
accommodation, air conditioning,
power system etc.

Environment is also used as a generic
term to mean the external conditions
that influence or affect something.

B

(ARF5854%) (FERSERMMRER TR
WIE. Gl RERE. AEREHRER
BE. B, sEREHAA—AERIEERN
TERRFRERER, HIAAR AR FIRIER]
HREEE—MWARBKEIR LERATRE

Bro s, ThEERAERRERARRIE.
THABRAGFEE. [RE| HBEK

RAEZERBYZIMERBET.

R

(BRS3EE4R) IT BRI —E S, AT
EE®. Flw. ININE, WRKE, 4
BIME. ZMERTISAZEED, Flmn
HANEAFEREE AT LUE A — B KB ERRRE
HX. EREMEFE—R, RFRE. =
. BARGE.

MEERE—MiBIR, RRE
4.

ALELY P

Error

(Service Operation) A design flaw or
malfunction that causes a Failure of
one or more Configuration Items or IT
Services. A mistake made by a person
or a faulty Process that impacts a Cl or
IT Service is also an Error.

P2

(RFFHE) FEERFIRESHEREER
H—oiZ EARIER. IT IR E KA
M. BABBRERRSIBERNEFMEHE
RIEED T RFFE T RERMN—TE,

$EiR

(BREKIZE) WITHIRESREE, SB—1

HEANEEW, F ITREKM. AAERK
H’J%QEEE'_E ZNBCEINEL 1T AR5 898 BLFGEIAR
EHhERER.
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Escalation

(Service Operation) An Activity that
obtains additional Resources when
these are needed to meet Service
Level Targets or Customer
expectations. Escalation may be
needed within any IT Service
Management Process, but is most
commonly associated with Incident
Management, Problem Management
and the management of Customer
complaints. There are two types of
Escalation, Functional Escalation and
Hierarchic Escalation.

TR

(BRFFHEE) FERTHRERBEFREFER
EFHRABEMNEE R — TSR, [F
] FTRESEAE R T RABFERESFD, H
PR ER, HEERARFEAEERE
FheaER. [FHR] AIHAMEEEAR
SRR A AR

VKt

(BREFIEE) EFEMRBEIINEIR, LUE
BIBR SRR BARs R P HARRER . (EAT
RS ERRIEABEHATUFTEAL, BRFA
REFSHEEE. CRMERMEFRIFN
EWH XK. ARMERNTR: TS
RIEEMEFAL.

eSourcing Capability Model for Client
Organizations (eSCM-CL)

(Service Strategy) A framework to help
Organisations guide their analysis and
decisions on Service Sourcing Models
and Strategies. eSCM-CL was
developed by Carnegie Mellon
University.

See eSCM-SP.

BEFESMET IR EE

(ARFEREE) 1RIEMBNAAAN . REEMR
HRIFEEBERR N —TERE. TRASN
BEFURBRAEERERAEEFNESE
£ X2 (Carnegie Mellon University) .

2% [ REENETILRBERAERR
eSCM-SP |

HMEFAHETIEENER (eSCM-CL)

(BREEEE) —ANEENHAGIE SR IIX AR S5
RIHEEI TN B HELT S AT FUR SR BAESR .
eSCM-CL i FREIGERFF X

% eSCM-SP,

eSourcing Capability Model for Service
Providers (eSCM-SP)

(Service Strategy) A framework to help
IT Service Providers develop their IT
Service Management Capabilities from
a Service Sourcing perspective. eSCM-
SP was developed by Carnegie Mellon
University.

See eSCM-CL.

IRF5 IRt BB F L ARF BB IR B

(ARFERES) 1RIBTEARTEIR A A AN IT
RAFREEERE TRFEER N5
1. RIFRENEFLRBERAEEEERE
B ERE-FNEEREAZ (Canegie Mellon
University) .

2% [ZFAGMNET RN RERR
eSCM-CL |

SRS IREHR TN RENIRE
(eSCM-SP)

(AR —NESEN 1T BRSZIBEHME MRS
SR fE A BN 1T RS EIREEHRY
HEZE. eSCM-SP A FAEEEXFFL.

%0 eSCM-CL.

Estimation

The use of experience to provide an
approximate value for a Metric or Cost.
Estimation is also used in Capacity and
Availability Management as the
cheapest and least accurate
Modelling method.

mE

FIEE AR EESBE R RS AR B —ITM
MEE. (8] CERERESENTH
HEE, RRAEENERN—TERES
%o

e

FIRZERBHERSBAMIEE. HET
BATFAEMATAMLER, EhsENRE
TR AR T,

Evaluation

(Service Transition) The Process
responsible for assessing a new or
Changed IT Service to ensure that Risks
have been managed and to help
determine whether to proceed with the
Change.

Evaluation is also used to mean
comparing an actual Outcome with
the intended Outcome, or comparing
one alternative with another.

AW

(ARF5E84%) FEREEEHFMEEN
ITBRFFEATATE, FELIRRRER AT ET
T, SEAEREENTZEEZHE.
[E7h ] BEEEMS EIRMNERRERNGE
Ry HREFEITILE

R

(BRBEHR) ARITEHNHTER 1T RS
BRI, MERRECSEEE, FEMTH
ERBWEHITER.
FMERTRTRIRGERS MRS R
B, SEZHEFNLR.
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Event

(Service Operation) A change of state
which has significance for the
management of a Configuration Item
or IT Service.

The term Event is also used to mean an
Alert or notification created by any IT
Service, Configuration Item or
Monitoring tool. Events typically require
IT Operations personnel to take actions,
and often lead to Incidents being
logged.

=4

(BRFFAEE) (RIEHARIEE S IT BRIFE
BEAERNKEEE. (B4 BEEE
ITARTS. AARIARSEERG T AME LAY
EHSEMERER. [B4) AR TFE
HITH#EABETRE, TBEWLCHAESE
[

=4

(BRSzE) WEEW ITRSHWEREE
REXHREEK.

BH—RERAFRREM ITRS . EERH
BMTAFEREESEN. EHEET
TEZEARKRTH, FEELESBYEID
UN-=Fo

Event Management

(Service Operation) The Process
responsible for managing Events
throughout their Lifecycle. Event
Management is one of the main
Activities of IT Operations.

BHEE

(BRFHE) FEaEEFR4MEWEY
EWREMRIE. FHEER THENEE
EE.

BHER

(RBzE) AREENEGRANERS
HERiE. BHEERE TEEMNEIEED
z—

Exception Report

A Document containing details of one
or more KPIs or other important targets
that have exceeded defined
Thresholds. Examples include SLA
targets being missed or about to be
missed, and a Performance Metric
indicating a potential Capacity
problem.

ISR

FiE—EXH, ARRERGELSTBE—
HEEFARE AN RN EZRRER
. W: BRRFERGHERATENBIE
B, EIERE HEES SMESHIN
HEM—1E.

SEiRE

—ixts, EEE2BIENEERN -
ZNKPIHERECEZBRMIEAEE. F
WMARE RS IATBIHIBR F R A L, AR
RRBERSERAY I REHER.

Expanded Incident Lifecycle

(Availability Management) Detailed
stages in the Lifecycle of an Incident.
The stages are Detection, Diagnosis,
Repair, Recovery, Restoration. The
Expanded Incident Lifecycle is used to
help understand all contributions to the
Impact of Incidents and to Plan how
these could be controlled or reduced.

E 2 g A EE RS

(TAMER) FESMNEEFER LN
FHERE. KEES: B8, 2ZE. 815
R BEE. [SHEmBHFE] WA
RIGEN T MERAEEE . EMA EBRRUERERE
Fr, f=HsPR RS st s .

¥ RETRIBE A B

(ATAMEEIR) #EERYAE & B hitmaa
BR. OXEEMER A, SHT, 418, KE,
SR, I ENMEE GBS RTRMERE
REEZMAREEE, FitiafamizEfisk
B ell.

External Customer

A Customer who works for a different
Business to the IT Service Provider.

See External Service Provider, Internal

SRR P

4R 1T RSB (A 7R o AR T AE
SES

2% [HNERRRFSIR{EE External Service

SMERE
5TRSREREFEFRMLS TEMER,
SRIMNRIRS IR, NAER.

Customer. Provider] . [PEEF Internal
Customer
External Metric INERIEAE SMERIEFR

A Metric that is used to measure the
delivery of IT Service to a Customer.
External Metrics are usually defined in
SLAs and reported to Customers.

FRIEARFA BRI TEFH TR, SMEREE
BEEWERNRBERGRED, REER
FEF.

AFNEANEFRHEN ITRESHRE. B
EIREREERSRANMILPEX, FEER
&

2% [NERIEHZ Internal Metric | S 0L N ERIEHR .
See Internal Metric.
External Service Provider INERARFEIR INERAR SRR

(Service Strategy) An IT Service Provider
which is part of a different Organisation
to their Customer. An IT Service Provider
may have both Internal Customers and
External Customers.

See Type lll Service Provider.

(ARFERER) RIsE P BRI 1T AR
HRME. #HITRBREEETNE, BFAUS
BANIEFEINERE F External.

2% [FE=HBRIFEMEE Type Il Service
Provider ]

(RSB SERSETRERE T RS
RIER. TRSEEBILURMNEERNE
PISNERER .

SR=ZLRFIRHAE.
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External Sourcing INERRIR SNERSR I
Synonym for Outsourcing. [ &£5MEZ Outsourcing | BIR&=E. SNELRY[E] iRl
Facilities Management REEE RHEETE

(Service Operation) The Function
responsible for managing the physical
Environment where the IT Infrastructure
is located. Facilities Management
includes all aspects of managing the
physical Environment, for example
power and cooling, building Access
Management, and environmental
Monitoring.

(RRFSHEE) R R EEIE T EMEERE
BIEHINEE. REEEESSHERERRE
BHERE, W BR. LAR4%K. THER

BRI,

(REBEE) HEEE T AMEMAFEYE
INERITNEE. RMEEIE SIREIEYIRINER
FREAE, BlnehFnggH. BHinEgeE
IME L.

Failure

(Service Operation) Loss of ability to
Operate to Specification, or to deliver
the required output. The term Failure
may be used when referring to IT
Services, Processes, Activities,
Configuration Items etc. A Failure often
causes an Incident.

R

(RRFSHIE) FEERAEHERREIE

EEHEELIER. KM —FER AR TR
. e, ERE). MRIEBEKIRAERA.

(K% BEEESHEMEE.

R

(RFIEE) RERMESTIIREATSN
HEYRES . SRR T RS, 2. Eah. B
BWER, ATLUERLREANE. XHEE
SEHE.

Failure Modes and Effects Analysis
(FMEA)

An approach to assessing the potential
Impact of Failures. FMEA involves
analysing what would happen after
Failure of each Configuration Item, all
the way up to the effect on the
Business. FMEA is often used in
Information Security Management and
in IT Service Continuity Planning.

KYARA A

RIE—TEA %, ARSI RMFTER B
. KYEXEBES RS TERMERE
BEXAYE, TEHAEFELEE, LHE
BHEXERMEGE. KYURNHEKES
IMBEHEAREARS SR T RIFFE

FtE.

HERER S (FMEA)

T R AR E MM —f 5. FMEA €
BB RERAYESEET4, BB
A ZEISN. FMEA 2FBATFEEREE
BN IT BRSSIELLIERK .

Fast Recovery

(Service Design) A Recovery Option
which is also known as Hot Standby.
Provision is made to Recover the IT
Service in a short period of time,
typically less than 24 hours. Fast
Recovery typically uses a dedicated
Fixed Facility with computer Systems,
and software configured ready to run
the IT Services. Inmediate Recovery
may take up to 24 hours if there is a
need to Restore data from Backups.

(BRF5Eeh) REE—EEERRE, SHES
AEE. BUEERMEETER TR,
HBER I/ NRENTER . BB RREE
FEREREEN. BERE, REFEHER
AEAEREE, (ERIRLA T RRFE. BEEMAE
BHSEEERERE, BEATE= I/
BT RESERIRIR .

RIS

(RERIT) —MRERT, BERAHRE
A. EErERRE RS, BELDTF 24
N RIS B R T R R B E R R
HENARLG, MEEFHRGE, LUEIT T
BESs. MRFENSDRERE, LBRE

BERIK 24 AT,

Fault FhER buk:)
Synonym for Error. [ #43% Emror] MIRI&E . FRIR B E XA
Fault Tolerance e AeE

(Service Design) The ability of an IT
Service or Configuration Item to
continue to Operate correctly after
Failure of a Component part.

See Resilience, Countermeasure.

(BRFEERAD) (RIEEREAE R, TR
BARIEBMEERFFEE #ERGEN.

2% [ki§ /1 Resilience| . [H%E
Countermeasure |

(BRF&IH) KEAHREHRER, ITRESH
BB IE RS THRE S .

SHREN, K.
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Fault Tree Analysis (FTA)

(Service Design) (Continual Service
Improvement) A technique that can be
used to determine the chain of Events
that leads to a Problem. Fault Tree
Analysis represents a chain of Events
using Boolean notation in a diagram.

BBER o4

(BRFFaat) GFERIENE) FiE—ER
15, AARHEERHERZEERENS
48, MRS T RERAMCREERR
H—EEBEH.

BEER 2T (FTA)

(BR&®IT) GHFERFHH) ATRTFHE
SHEBM—RIIEHNTE. BEROR
EETERRRESRT—RIINEL.

Financial Management

(Service Strategy) The Function and
Processes responsible for managing an
IT Service Provider's Budgeting,
Accounting and Charging
Requirements.

TR

(RRF5RNE) R R BEEE TRBRMEZ
BH. g EiHERKMIGERIRE.

55 B 1R

(REHLH HRER TRSREFHM
H. %EMGEF KT REFRE.

First-line Support

(Service Operation) The first level in a
hierarchy of Support Groups involved in
the resolution of Incidents. Each level
contains more specialist skills, or has

—iR%iE

(RRFFHIE) (RIEEMEESHR MAZR T
HE—EREAS. BEREASHELES
xR IRTESERRMEERRBHE
i

—5

(BRFIEE) ESSHERRNS RIS
HPWE—R. G—EEIESHEURE
FEAES WM EHEERR.

more time or other Resources. SRAR.
. 2% [F+#} Escalation |
See Escalation.
Fishbone Diagram B2EE agE
Synonym for Ishikawa Diagram. [ &8 Ishikawa Diagram ] HIEEF. Ishikawa Bl F &= 7.
Fit for Purpose YIEEM EA

An informal term used to describe a
Process, Configuration Item, IT Service
etc. that is capable of meeting its
Objectives or Service Levels. Being Fit
for Purpose requires suitable Design,
implementation, Control and
maintenance.

FEXMRE RAREARE. @RIEE. T
RBEER, EFESENEEREFER.
EEINYEER FEEZMRE. B

. = BAETE .

P F R B8 A 2 B ROSUAR SR A HOIRAE
BB, ITRSFMIEERANE. E2EAH
FEQERIRT. K. EHIANGER.

Fixed Cost B 7E B A & E LA
(Service Strategy) A Cost that does not (ARF5EoRmE) —FEARE IT ARFS(E AR ME EN BRESEEE) RBE IT BRFZ AV ETILRIRIA.
vary with IT Service usage. For example  Z A, filin: {IFREBEEMMA. 15140 AR 55 B RE M BO LS .
the cost of Server hardware. . X
2% [#EHA Variable Cost SUAT LA,
See Variable Cost.
Fixed Facility B E % b [E E & e

(Service Design) A permanent building,
available for use when needed by an IT
Service Continuity Plan.

See Recovery Option, Portable Facility.

(BRFERRAD) —kAMZEEE, AT ARTS
FHERTEER.

2% [{8J5i2I8 Recovery Option] .
[ AT ;4 Portable Facility |

(BRSB&IH) 1T ARSEL TR FEM AT A
BIK AT .

SHRIREIET, EHEIRE.

Follow the Sun

(Service Operation) A methodology for
using Service Desks and Support Groups
around the world to provide seamless
24 * 7 Service. Calls, Incidents, Problems
and Service Requests are passed
between groups in different time zones.

T AR 75
(BRFHEE) MRRBEHZENE, NE

B, ERE B ARFS R K AT S B AR A R ) (2
R BB RER

‘AR AR

(BRBEE) —M7%, MRASHERRS
BFSCRHARM TR 24 %7 RS
PEAY . #CRE. (B)REFNAR 1B K A BT X B9
AR,

Fulfilment

Performing Activities to meet a need or
Requirement. For example by providing
a new IT Service, or meeting a Service
Request.

B’k

BUTEENUEREFKIF R, MRE—@E
R IT BRES, SEM—ERRFEREK.

=3

PATEH LR R FEHF K. HlanddR g
R ITBRSS, SUBRIRSIFEK.
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Function

A team or group of people and the
tools they use to carry out one or more
Processes or Activities. For example the
Service Desk.

The term Function also has two other
meanings

e An intended purpose of a
Configuration Item, Person, Team,
Process, or IT Service. For example
one Function of an Email Service may
be to store and forward outgoing
mails, one Function of a Business
Process may be to dispatch goods to
Customers.

e To perform the intended purpose
correctly, "The computer is
Functioning"

Thie
.

HAABBT BFrAEMM—EEE, _fﬁﬁ—
Bz & @R, &8, FlRFA. i

o AHRIEH. AS. BBk, R ITRFEH
—ETEH B . M—EEFEL4RIFHT
BEFTLURATF B HED M, — B EIREH
e LUEX SR EF .

o EEMHITIENBR, MEHSEMLEME.

ke
—BH—HARURMBNATFRIT—AHE
NRERENMIA.

FIanRE&. ME—IAEERINEENESE

o MEIN. ASR. HBA. FE ITRFZH

Tiﬁﬂﬁﬁﬂ'l f5ian, %%ﬂiﬂﬁﬂﬁﬂm I8

Al fE R RTEAE AR, W EiRiEm—
ATREREER AL

TER B, “HENEESIT”

/\ Ij]

o EEMMIT

Functional Escalation

(Service Operation) Transferring an

IhEEIETHAR

(ARFFAHIE) fEHH. MIBRE FETIIM

ThEEIE TR

(BRFEE) BEE. RN TERRES

Incident, Problem or Change to a B UEBRSERZERBHAREEZ BESHAR/NE, UEHITRESDEAR.
technical team with a higher level of 1T,

expertise to assist in an Escalation.

Gap Analysis EZESH ZEES

(Continual Service Improvement) An
Activity which compares two sets of
data and identifies the differences.
Gap Analysis is commonly used to
compare a set of Requirements with
actual delivery.

See Benchmarking.

GHFERTSNE) B HERNEAEE
BEZEE, EESM—RARILEBESEKAE
MEHZIEE.

2% [fZ% Benchmarking |

(FERS U RABHEHREER
E’JJEEJJ EESMEATIR—HFTKREXRMR
R ITELE

2 AR .

Governance JAHE REE

Ensuring that Policies and Strategy are FERBURERR R BIT, LIERBERY  WHARBERFIRRSEI LIRS, #HIEE#!
actually implemented, and that ERE. REGATARAGHERE. AE TFHEHRE. AECREXAGIRE.
required Processes are correctly HERE, EEHEMEAERIHZERE, REUE  ERARE &mﬂﬂﬁzﬂuﬁ# RAEAIHIABTE)
followed. Governance includes g 1Tﬁ¢/9& 85

defining Roles and responsibilities,

measuring and reporting, and taking

actions to resolve any issues identified.

Gradual Recovery BHER BEWE

(Service Design) A Recovery Option
which is also known as Cold Standby.
Provision is made to Recover the IT
Service in a period of time greater than

(BRFFaat) —BERRER, WEALH
?i FEFTTE 72 /P L E ROREREIIE IR 1T BR
. BLERBEER—ERBRERER
BRIEURARKRE, BRIAEMAR.

(BRI —MIRERT, iRk AE
H. #%TF 72 MERIBTEIRNIRE IT BRS .
BSMEBEFERAAMELFBMMERL,
BB IHEN RSN EESEE R, RE

72 hours. Gradual Recovery typically  magemegsRues TRBHELTEN  AHRERT T RS0
uses a Portable or Fixed Facility that has 04y,

environmental support and network

cabling, but no computer Systems. The

hardware and software are installed as

part of the IT Service Continuity Plan.

Guideline &35l it

A Document describing Best Practice, —BXHHARERR, EERPLTER MR RE LB, EMZHtAa. &8

that recommends what should be
done. Compliance to a guideline is not
normally enforced.

See Standard.

7. HIEEFHNEREEIEEEEE

2% [#2% Standard |

BRRSIEREMIER.
SR

Copyright © 2009 by itSMF Hong Kong Chapter

Page 34/85

Rev. ITILV3GCRG-P2 1.0 (200905)



ISMF

Hong Kong Chapter

Term and Definition

Help Desk

(Service Operation) A point of contact
for Users to log Incidents. A Help Desk is
usually more technically focussed than

RENHE S

(BRFFAEE) (ERETHREYATIEEE
fi. HEERFEMELLE, HENEERE PR
BRIERATIER R, FIRF AR MBI KLY

s

(RBEE) APICRMEMKRS. B
AEELILRSAEXERA, FETERR
EMREHRENE—HKRAR. BPE—RE

a Service Desk and does not provide a gz BEf. BIMERCEEEER [BE  $RERSSHRENA.
Single Point of Contact for all & Service Desk | BIFZEEER.

interaction. The term Help Desk is often

used as a synonym for Service Desk.

Hierarchic Escalation FEERFAR BEEMEAR

(Service Operation) Informing or
involving more senior levels of
management to assist in an Escalation.

(RRF5HEE) BANES SEEES MR
BhFAR

(BRFIEE) BHNESHNSREBARTE
o115 5 RUREEMEEIRR 2R -

High Availability

(Service Design) An approach or
Design that minimises or hides the
effects of Configuration Item Failure on
the Users of an IT Service. High
Availability solutions are Designed to
achieve an agreed level of Availability
and make use of techniques such as
Fault Tolerance, Resilience and fast
Recovery to reduce the number of
Incidents, and the Impact of Incidents.

iRk

(BRFSRET) 1 |7 BRA5 E AR REIH B R
EREXERDNANR . SRR
R R ARER L E R AT A1 RAERIE
w7, WAL, WENREEIR UPER B
BEMYSERNEE.

SR A

(BRSRIT) —FEl L SRR B ETURx
IT BRSS9 A PRI A S0R . Rt
AT RTERER S Z R LR AER A MR
%, FHARE. MENFIRERE ZEKH
BRI D # bR B B B AN A B R RN

Hot Standby

Synonym for Fast Recovery or
Immediate Recovery.

iz

[iR1E & Fast Recovery] g [3RI{EER
Immediate Recovery | BRI .

»&R
3R 128 e &2 S5 3L Bk 2 BT [B) SR o

Identity

(Service Operation) A unique name
that is used to identify a User, person or
Role. The Identity is used to grant Rights
to that User, person, or Role. Example
identities might be the username SmithJ
or the Role "Change manager".

&5

(BRFAEE) RREA—(ERE. ABX
EREN—EBRTNET. SORAKETE
FTERAE. ABSEAE. BHWS, &
DAIREREMERTE, WM. [Smithd] =

51

(BEzEE) ATRAIAR. TASHEH
W—2. SBHATEZAA. TASAE
By G, SHAURRRE
Smith) St “EELE” .

Immediate Recovery

(Service Design) A Recovery Option
which is also known as Hot Standby.
Provision is made to Recover the IT
Service with no loss of Service.
Immediate Recovery typically uses
mirroring, load balancing and split site
technologies.

SLENTEIR
(BRF5RET) ERERMN—ERHEELNE

1. WERBIAERITRE, BBRBFAE

B, LRERBEMES. aHTEN
S EERA DRI

SLENRE

(BRS®IT) —MIREIRT, MR ARE
B, AEETRKBSHERTRE TR
%, AREBEERARG. AEng
AR

Impact

(Service Operation) (Service Transition)
A measure of the effect of an Incident,
Problem or Change on Business
Processes. Impact is often based on
how Service Levels will be affected.
Impact and Urgency are used to assign
Priority.

e

(RFAEE) (RF5ER) SEE. MEm
FETHEZERELNHE. FELEER
EEEEIMBER. FENBSREEAXR
REREIERF .

AL

(BRBEE) (BRBEEHR) HiE. EEgE
bl SRR MBI —FNE. ZWERE
ETRSRANMAZRME. 5EMTRE
BEXEIZMEMEIE.
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Incident

(Service Operation) An unplanned
interruption to an IT Service or a

E 254

(BRFFAEE) Bt E T ARFFHESR IT AR
BHSE A ERMER. ARIEERRNEHR

s

(BREFIEE) IT WSFHIEIN RIS 1T ARSS
RERTH. BRFIMRSHEETAN

reduction in the Quality of an IT Service. g9 HEREIMRT, BhBLEHL. Hliw. WE. GlangEgEh —REERKRY.
Failure of a Configuration ltem that has — —(mssatagmiaE .

not yet impacted Service is also an

Incident. For example Failure of one

disk from a mirror set.

Incident Management V=31 HWIEEE

(Service Operation) The Process (RFEHIE) aEEBENENE BN (Hﬁﬂ‘“#) R E IR A MU R A B A
responsible for managing the Lifecycle  ift#2. BYERNETERZREREEIT BImiE. MEEEMNEERRERRREH

of all Incidents. The primary Objective
of Incident Management is to return
the IT Service to Users as quickly as
possible.

BRF5RRE ME T IES A AARE.

PR GEY 1T RS .

Incident Record

(Service Operation) A Record
containing the details of an Incident.
Each Incident record documents the
Lifecycle of a single Incident.

B A ER

(RFHE) EYHFATS. B—$35Y
SR E R E SEE.

MBEIE R

(BRFEE) SSWEEFEMICR. B
FEICREICR T — B E GBI,

Indirect Cost

(Service Strategy) A Cost of providing
an IT Service which cannot be
allocated in full to a specific Customer.
For example Cost of providing shared
Servers or software licenses. Also known
as Overhead.

See Direct Cost.

EEIDEN

(BRFERME) THMT2HER—(EEEER
FyITBRFFRA. B, RS ZaERRE
WEURRBEENNA. THARMZEER.

2% [E# %A Direct Cost]

B3 AL AR
(B TREMHERAFENZTFH
IT BRSS B ALAR, ﬁllilﬂ REHZREHRN

REIFR] E’Jﬁkzt HIRAEERER.
SREEMK.

Information Security Management (ISM)

(Service Design) The Process that
ensures the Confidentiality, Integrity
and Availability of an Organisation's
Assets, information, data and IT
Services. Information Security
Management usually forms part of an
Organisational approach to Security
Management which has a wider scope
than the IT Service Provider, and
includes handling of paper, building
access, phone calls etc., for the entire
Organisation.

AMREEE

(RRF5RED) HBRAGEE. G, &R

ITARFS 1t STEMFA AERRE.

BT RFREEELLE, ERREEENE
EEX, BFEREATeEEN—HS, &
EAR. ABEN, BREFERE.

FEEREEE (ISM)

(BRIt MRELRES. BF2. BiE
T RFSHYREZ 1L E%I‘E%Hﬂfﬁ‘ﬁﬂ'ﬂiﬁ

2. FRERLEEBERMBARREER
Tk (Bt TRSIEMERSERER) #—

e, SEENMALMERLE. BHRYE
B FEIEREA .

Information Security Management
System (ISMS)

EAREERARK
(BRF5aeh) MRAZEEZIEAREER

FERREEHAL (ISMS)
(BRI Bk, M2, frfE. I8EfT

(Service Design) The framework of BiERBR. MiE. 2E. B3IMTRZE AER, BRARKVLLUAZIERREERE
Policy, Processes, Standards, Guidelines  za, BR.

and tools that ensures an Organisation

can achieve its Information Security

Management Objectives.

Information Security Policy BEMREER ERREBk

(Service Design) The Policy that governs  (ARF:%sh) BURRERASEMRENA (REIT) SRALNEEREETEAZ
the Organisation’s approach to E. OB .

Information Security Management.
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Information Technology (IT)

The use of technology for the storage,
communication or processing of
information. The technology typically
includes computers,
telecommunications, Applications and
other software. The information may
include Business data, voice, images,
video, etc. Information Technology is
often used to support Business
Processes through IT Services.

R

BrfE. BESEEMEEMERCRE. &
RBEEEEN. B, EREXMEMK
2. GAATREEEEERR. BE. BR. ¥
%% . BAREOEREFER T RBLIIESR
EiRE.

EEFA (T

i RRTABESREA. ZRAEE
BETEN. B ERARGMEERY.
ERATEFELSKE. BE. BR. W0
%, FERREERTET 1RSI

-
FimiE.

Infrastructure Service

An IT Service that is not directly used by
the Business, but is required by the IT
Service Provider so they can provide
other IT Services. For example Directory
Services, naming services, or
communication services.

ERSRAERTS

RAEWEEERERN TR, 81T RFRE
HEFENALURE ITBRFE. a0 BSRMRFE.
B ARTS. BUBIEMRTS.

ERLR MR S5

FEEAVSERTME ITRSERETE
B9, LUEMAIRTRURBETE ITARS. i
BRESE. aREBERS.

Insourcing PEBZR IR neE

Synonym for Internal Sourcing. [ NER &SR Internal Sourcing | BYE % RIERSR M B[R] 17
gﬂa

Integrity TR TR

(Service Design) A security principle
that ensures data and Configuration
Items are only modified by authorised
personnel and Activities. Integrity
considers all possible causes of
modification, including software and
hardware Failure, environmental
Events, and human intervention.

(BRF5RED) —IER£FA, mARERAE
RIRE A AREM A BFEE AT IKIEL .
TEUEELEERIEUNETMARER, &
RIS, ERERN. RIEEMMARTY.

(BRFi&It) —M=Z2ERN, BHEHR
KRB BN A RN A RTIENE
g EREEEERIEHNFERERRRE,
BIERBEHIRY. MEEHMALTH.

Interactive Voice Response (IVR)

(Service Operation) A form of
Automatic Call Distribution that

EHXESERE

(BRFHE) —TBRENRER S R ARGKRIR
X, BZEAZNEAN, SFRE. 20

REXETNE (VR

(BBSEE) BxiFMSEM—HER, ©
REBIES AP RBIA (GlaniRgEf O ke

accepts Userinput, such as key presses &<, EmM#BIREEEMERERE. %), LUMEAKREMHEERNERM.
and spoken commands, to identify the

correct destination for incoming Calls.

Intermediate Recovery FEER hRIRE

(Service Design) A Recovery Option
which is also known as Warm Standby.
Provision is made to Recover the IT
Service in a period of time between 24
and 72 hours. Intermediate Recovery
typically uses a shared Portable or Fixed
Facility that has computer Systems and
network Components. The hardware
and software will need to be
configured, and data will need to be
restored, as part of the IT Service
Continuity Plan.

(ARF5:%sh) EREBIEMN—TE, EELE
8. KT 24 B 72 RIS IT BR

#%. PEEEBEEFEA—EHESZNTER
HEEM B R RIEEAYE. Bk
HENTE, THERFTERERR, 2ITRHS

FHEMAT B AR5

(BREI®ID —MiRERXT, thiRhEE
. FE24 8 72 /NBIZERE IT RS . F
FrEBREFEAEBTITENRKEFIMEAYE
MEZEBREERE. 154 1T REES
MR —ES, EERBREHHFIREL
o

Internal Customer

A Customer who works for the same
Business as the IT Service Provider.

See Internal Service Provider, External
Customer.

NERE S
BT R IREE RSN AR XN ER.

2% [ NERARFSIRHE Internal Service
Provider] . [4MEB% F External
Customer

MERE A

51T BRSRHEAAERML S EGLTIERNE
Fo

SHSNEPRRFIRIME, SMBER.
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Internal Metric

A Metric that is used within the IT
Service Provider to Monitor the
Efficiency, Effectiveness or Cost
Effectiveness of the IT Service Provider's
internal Processes. Internal Metrics are
not normally reported to the Customer
of the IT Service.

See External Metric.

PEBIEAR

ERREE T RFEEEEZHE. MR
RAEHENIRE. NFEABEETTE
XE TRIENEF RS .

2% [4MERIEIE External Metric |

RARIE R
TRRSREFATHEEBSAIMRZHIN
R, WHESHM AN EERIIEIR. BERE TR
FHI%E P RE R EBIEIR.

B WINERIEHR.

Internal Rate of Return (IRR)

(Service Strategy) A technique used to
help make decisions about Capital
Expenditure. IRR calculates a figure that
allows two or more alternative
investments to be compared. A larger
IRR indicates a better investment.

See Net Present Value, Return on
Investment.

PARERE =R

(RRFESRME) FARMRBNBAA B ARSI HIRE
—ERH. NEBBMEAEATPESES
BREMILE. NBHRMEHEEARTE
RBIFHIRE

2% [;%IR{8 Net Present Value| . [#%
ZHREZE Return on Investment |

REREHRZE (RR)

(RS HRE) —FhA TR AR HMEH
REHITTE. IRR ITEHEF RIF LD
AL ERYIREIESE. IRR BARTIRE
T,

SREIE, RELR.

Internal Service Provider

(Service Strategy) An IT Service Provider
which is part of the same Organisation
as their Customer. An IT Service Provider
may have both Internal Customers and
External Customers.

See Type | Service Provider, Type ||
Service Provider, Insource.

MERAR ISR it

(BRFERMG) TR RME R BAMNESE
AEIRIARS. 1T RBREETTRENIER
MINEREF .

2% [E—HAmsRgE . [F2HE

PARAR S5 HR

(RS SEFRRB—RAL ITRS
RIHE. TRSRHEEALURRAEARDE
PFSNRER .

SRN—XRFRYEE, —LXRFRYEE K
8.

Internal Sourcing

(Service Strategy) Using an Internal
Service Provider to manage IT Services.

See Service Sourcing, Type | Service
Provider, Type Il Service Provider.

BRFSIRMEEE | . [ NERKIR

PEBZRIR

(BRFERME)  (ERNARBFREEEE TR
o

2% [PRFSEIR Service Sourcing) . %
— B R TSI A Type | Service
Provider] . [ Z#ARFEIREE Typell
Service Provider

RERR

(BRS5HHE) FIR MARIR SR MHRIRER T
RS

SRS KM, —LRFRMEEH, LRSS
RIS

International Organization for
Standardization (ISO)

The International Organization for
Standardization (ISO) is the world's
largest developer of Standards. ISO is a
non-governmental organization which
is a network of the national standards
institutes of 156 countries.

Further information about ISO is
available from http://www.iso.org/

B PR AR A

B PRAZEE LR 4 (1SO) Bt R KR AIIZZEH
E&. 1SO A 156 EERMERZERE 4
B — B AEBUAT 4B 48 .

#% http://www.iso.org/

EBrFRAELELR (1SO)

ElfRtRAELELR (1SO) it R & KEhRE
HiT#E. 1ISO B—MEBUTHIM, B1F 156
NERN X ERAE TS E BB

XF 1SO BYiERIE 2 AT LLizia)
http://www.iso.org/

International Standards Organisation

See International Organization for
Standardization (ISO)

B AR AE A

2% [EPFAZELEE International
Organization for Standardization (ISO) |

EBRERAE L HLR
SR ERRTELER (1SO)

Internet Service Provider (ISP)

An External Service Provider that
provides access to the Internet. Most
ISPs also provide other IT Services such
as web hosting.

AP RS IR

RE N BRI IE A — BN ERAR TS IR 1t
E. RS ISP WRFMAHIEESE MBI
AR

EEMBRSSIRMRE (SP)

RBEERKMBENMIMIRSRIEE. S8
ISP THREET IT ARS, BIMNMuEIEE.
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Invocation

(Service Design) Initiation of the steps
defined in a plan. For example initiating
the IT Service Continuity Plan for one or
more IT Services.

%

(BRFEah) EEAERTHTHE—ETR.
flan. $H¥E—aU L FERY IT ARFSSEEN 1T BRFS
FHEMEATE.

BH

(BRFZ%IT) BEhithEXRTE. §
m, h—IHLW IT RSB T RS ELE
TR

Ishikawa Diagram

(Service Operation) (Continual Service
Improvement) A technique that helps a
team to identify all the possible causes
of a Problem. Originally devised by
Kaoru Ishikawa, the output of this
technique is a diagram that looks like a
fishbone.

REE

(ARFEHHE) (HERTSHE) EBEESR
MIRERTE AT aE R R A —TERT. R0
Kaoru Ishikawa 124, EREHHFTHEHE
RERMEI TR,

Ishikawa &

(BRFIEE) FERRS ) FEHHRAH
E BT AR E R 5. RAIH
Kaoru Ishikawa % BB, 27755 B0 H 45k
—RENEaTHE.

ISO 9000

A generic term that refers to a number
of international Standards and
Guidelines for Quality Management
Systems.

See http://www.iso.org/ for more
information.

See ISO.

ISO 9000

HE—RIREEH ARG ERRERE S
Fkt.

#* http://www.iso.org/
2% [BEFEEAES 150

1ISO 9000

—MIBIR, BATRETERFNITS ER
FREFITE RS .

£ http://www.iso.org/ T RiEMIEE.
Z 0 1SO.

W

ISO 9001

An international Standard for Quality
Management Systems.

See ISO 9000, Standard.

ISO 9001
B EH RGN — B PEEE,
2% [1SO 9000] . [#Z# Standard |

ISO 9001
X TFREZEAZMERITE.
£ 1SO 9000, Rt

ISO/IEC 17799

(Continual Service Improvement) ISO
Code of Practice for Information
Security Management.

See Standard.

ISO/IEC 17799

(FERBNE) BEFEEAAHEZEM
REEMZIEERE.

2% [#2% Standard |

ISO/IEC 17799

(FFERR S M) XTFIEERELEEN 15O
1T

SRR,

ISO/IEC 20000

ISO Specification and Code of Practice
for IT Service Management. ISO/IEC
20000 is aligned with ITIL Best Practice.

ISO/IEC 20000

BEPZEAAE Er TRESEZFERER
{EZ384%5. ISO/IEC 20000 565 T ITIL |iE
g%

ISO/IEC 20000

XF TIREEIE 1SO HAMSERITHE
M|, ISO/IEC 20000 5 ITIL S{ESEk—2.

ISO/IEC 27001

(Service Design) (Continual Service
Improvement) ISO Specification for
Information Security Management. The
corresponding Code of Practice is

ISO/IEC 27001

(ARFSERET)  GHERBHUE) BEAREE
ARG EPFIEERIEE., HEENEER
&2 ISO/IEC 17799,

ISO/IEC 27001

(BRSRIT) (FFERFZUH) XTEER
SEIRRY 1SO HBAMTE. HBEHITAMENZ
ISO/IEC 17799,

ISO/IEC 17799. 2% [Z# Standard | SR
See Standard.
IT Directorate ITHRKREEE S ITE%

(Continual Service Improvement) Senior
Management within a Service Provider,
charged with developing and
delivering IT services. Most commonly
used in UK Government departments.

(FFERESE) BRFREENBHSHEE
B, aERRMIMERRE. REERE
BUATERFIER -

(FEMSHH) RERUEATHSRE
BAR, ARFRIRME THRS. REA
TREBAFEIERIT.
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IT Infrastructure

All of the hardware, software, networks,
facilities etc. that are required to
Develop, Test, deliver, Monitor, Control
or support IT Services. The term IT
Infrastructure includes all of the
Information Technology but not the
associated people, Processes and
documentation.

IT ERELeE

BIEFFEEEE. BEE. M. HEE
WEASE. B, T, BE. ESHIEEN
BRF%. ITERREGEMEN ITEREGEA
8. RIEMame.

IT B A2

Fra . Mk, AT, B $EHIETREE T AR
SEERMARES. WK, "EE. TE
RM—IAEEMANEREAR, BXREHE
HXMAR. REMH.

IT Operations

(Service Operation) Activities carried
out by IT Operations Control, including
Console Management, Job Scheduling,
Backup and Restore, and Print and
Output Management.

IT Operations is also used as a synonym
for Service Operation.

IT 48

GRBHIE) T EEEHNEE, G
HHET. TR, it REFLLURSIE
AEHED. 1 HECREHEENRA
.

ITEE

(BRFEE) ITEEEFIMITHES, B
EHIEEE. fEEE. &HIRELRITED
ML ERE,

T ZETRERZIEERRE .

IT Operations Control

IT 4EE 1§

EEEH

(Service Operation) The Function (ARFE4HE) & EE 1T RIS T Ei524E0 (BRFIEE) GisndsfiAnizdl 1T RS F 1T
responsible for Monitoring and Control By Fnis I BT R ERRZe ey Th g
of the IT Services and IT Infrastructure. N . ) ) _
£3% [4#EEim = Operations Bridge | SNBEERIEE,
See Operations Bridge.
IT Operations Management IT #EEE IR ITiEEEE

(Service Operation) The Function within
an IT Service Provider which performs
the daily Activities needed to manage

(BRFFHEE) TIRIFRMERS, HHEFEE
AT BRFS, IR IT RS, S8H
BB —ERITIRE. 1T 2 EEREIE ITEE

(BRKFIZE) T RFIRERAIINGE, 7
FHITETE T RSESANATH50Y 1T EAHZEH
Fﬁ':F'E'] BE /E'Fj]a TIEEEBEE TIEEE

IT Services and the supporting IT P RIS R R
Infrastructure. IT Operations

Management includes IT Operations

Control and Facilities Management.

IT Service IT AR#S TR

A Service provided to one or more
Customers by an IT Service Provider. An
IT Service is based on the use of
Information Technology and supports
the Customer's Business Processes. An IT
Service is made up from a combination
of people, Processes and technology
and should be defined in a Service
Level Agreement.

TRRFFREERBA—EXESEFHN—TE

BRFS. ITERIFERER TEAXEEFEE
iz, TIRIBERAL. REMLHMME

&, BETERBERGE.

B ITRSREEEE IS T PRGN
BESS. ITRSFAESRAFZHFRRE
S, THRZAAR. REMRRAST
B, BLZTERRFRAN ML P EX .

IT Service Continuity Management
(ITSCM)

(Service Design) The Process
responsible for managing Risks that
could seriously impact IT Services. ITSCM
ensures that the IT Service Provider can
always provide minimum agreed
Service Levels, by reducing the Risk to
an acceptable level and Planning for
the Recovery of IT Services. ITSCM
should be designed to support Business
Continuity Management.

IT BRFFIFEE TR

(BRFsEst) BEEEEREMTE TR
EBERIRIZ. T RASFHEEEIE, R TR
HIREEERMN N RRZ RERRFE
A&, PRAREPERIRIIESZ KRS, FHAFE
BITEIR ITBRFS . 1T RFSHEHEM IR RS T
ERFETEE.

IT RSEEMEERE (TSCM)

(BR%&IT) ﬁm EIRA R E RN IT RS
R R RYRAE. BTGRP IERI AT MY
KE, FEEME ITBRZAIRE, ITSCM #y
R IT RSIREH BRI ERRATHAR
K& . ITSCM FLi%i&it A sk il & &L
HEE.

Copyright © 2009 by itSMF Hong Kong Chapter

Page 40/ 85

Rev. ITILV3GCRG-P2 1.0 (200905)



ISMF

Hong Kong Chapter

Term and Definition

IT Service Continuity Plan

(Service Design) A Plan defining the
steps required to Recover one or more
IT Services. The Plan will also identify the
triggers for Invocation, people to be
involved, communications etc. The IT
Service Continuity Plan should be part
of a Business Continuity Plan.

IT ARFS Rt &

(BRFEED FTERARERFTEREN—
IBHE S ITRFHSER. FHERERRED
BIRFH . FTESHEMASREBBE. TR
FHEMM B AR EFHEEM EN—S

IT BRS5ESE IR

(RERIT) EXRE—TMHE T 1T RE
FTESERITR . ZIXIEHE A& R
A. SRMAR. GEZE. T RFESEI
YRz S R B —ER S .

IT Service Management (ITSM)

The implementation and management
of Quality IT Services that meet the
needs of the Business. IT Service
Management is performed by IT Service
Providers through an appropriate mix of
people, Process and Information
Technology.

See Service Management.

IT RFSE IR

EEMEENESEE£TEZEE TR IT
RISIRMMEZBAE. HERETARKMA
S8ITITREEE.

2% [BRFISEIE Service Management |

ITAREZEIE (ITSM)

LHEMEBMRR ITRS, BSRELSHEE.
ITARSEER TRFSEHEEIAR. RIE
N5 B ARE LB ST,

SRS EE.

IT Service Management Forum (itSMF)

The IT Service Management Forum is an
independent Organisation dedicated
to promoting a professional approach
to IT Service Management. The itSMF is
a not-for-profit membership
Organisation with representation in
many countries around the world (itSMF
Chapters). The itSMF and its
membership contribute to the
development of ITIL and associated IT
Service Management Standards.

See http://www.itsmf.com/ for more
information.

itSMF
IT RIS ERMBR — A NREE IT RFFE
EREEBMIAS. tISMFZELHRAR

ZEREBRBIEEF T BABRFE (tSMF
£E) . itSMF FAERE B ¥ ITIL FA4EREF 1T
RAFEIEZENEREZMARI TR,

& http://www.itsmf.com/

IT REEEILIE (tSMF)

ITARFZERICIER—RMIMER, BAHT
T REEEMNENFE. itSMF 2—

MEFFISRALR, ELHRITEERM
X#RBHEBEL (ISMFHE) . itSMF &

HERBATFA ITIL FIEXERY 1T RS ER
FrAE

S0 http://www.itsmf.com/ T fRi¥4R15

&

TN o

IT Service Provider

(Service Strategy) A Service Provider
that provides IT Services to Internal
Customers or External Customers.

IT RS R it

(ARG HNMEFISIMIEFRILE
IT ARFSRYARFS IR 1t -

IT IR & 1R 1R

(BRSSERE) AREEASIMNRE =M T
BB 55 B9 BR S5 HR 1R .

IT Steering Group (ISG)

A formal group that is responsible for
ensuring that Business and IT Service
Provider Strategies and Plans are
closely aligned. An IT Steering Group
includes senior representatives from the
Business and the IT Service Provider.

BB S/ VA

& EEREE. TRFRME KBTS
BEVESH—EEXAES. THESNMEE
ERBEEEM T RBRGEMSEAR.

TESZERS (ISG)

—MNEXMEE, MRS T RS
REFHEESIHTUEEES. THESER
EERAUEM TREREFHHOSRNK
K.

ITIL

A set of Best Practice guidance for IT
Service Management. ITIL is owned by
the OGC and consists of a series of
publications giving guidance on the
provision of Quality IT Services, and on
the Processes and facilities needed to
support them.

See http://www.itil.co.uk/ for more
information.

ITIL

BB ERREERE

HE TRBEENRERHEE. INMLER
OGC Fr ##A, 8% TRENREL,
RE—RIIHRMRAN, URBRMNER
R

=% http://www.itil.co.uk/

ITIL

BT TREEEN—EREXEES. ITL
HETBE& = OGC, BiF—RJIBHIRY,
HRMER T RS, URIHENFREN
MIETMEEIREES.

£ http://www.itil.co.uk/ T fRiE4HIE
=]

G o
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Job Description

A Document which defines the Roles,
responsibilities, skills and knowledge
required by a particular person. One
Job Description can include multiple
Roles, for example the Roles of
Configuration Manager and Change
Manager may be carried out by one
person.

B T5RR AR

EEHRTEABNAR. HE. HaEfmEn
X, —EBRAESESEAR, f
W AR BB A BT REREE
—fEAA#IT.

PRl A

EXRANARTOAE. BHR. S
B —MELERATUEES I F
&, GIEELEMTEZEAN RGN
Fl—A#81E,

Job Scheduling

(Service Operation) Planning and
managing the execution of software

TfEHEr

(BRFFHEE) FHEMEBIES T MABAER
AR EBE TIERIEIT. (EEHIRIER IT R

tedliE

(RKTE) MRNFNEEMEN 1T RE—ERH
YRS BT, 1EAGEER ITZEEE

tasks that are required as part of an IT FHEEETEHNT THEERERSH WiT, KEFARGIEARENRE. B
Service. Job Scheduling is carried out  (ysee TE# 4 FR A, B, AXEE, #1. ARHNEEETHBESRELESE
by IT Operations Management, and is HITHO RSB R, HTER -

often automated using software tools

that run batch or online tasks at

specific times of the day, week, month

or year.

Kano Model Kano &Y Kano &%

(Service Strategy) A Model developed
by Noriaki Kano that is used to help
understand Customer preferences. The
Kano Model considers Attributes of an
IT Service grouped into areas such as
Basic Factors, Excitement Factors,
Performance Factors etc.

(FRFE%™%) H Noriaki Kano Frigs Yt
B, AREIEMEFPMMHIT. Kano &3
1% 1T RISFRMALERYE, GiF: EXE
%, FHER, JTERE.

(BR& % #) Noriaki Kano FF & HI—ME
B, AFHEHTHREFNRIF. Kano &8
ZEITREHWEN, XEBMS AEKE
=. HMRIEZE. HEEEZE5E.

Kepner & Tregoe Analysis

(Service Operation) (Continual Service
Improvement) A structured approach
to Problem solving. The Problem is
analysed in terms of what, where, when
and extent. Possible causes are
identified. The most probable cause is
tested. The true cause is verified.

Kepner & Tregoe 747

(RFHE) (FERBHE) FEERER
RHAE. SREEEME. ENERE,
RS EEE. BAIFTEMERERE. AR
ARNEEREEEENRE.

Kepner 5 Tregoe ##f

(BRFHEE) FERSIE) —HiRE
BMERLE. RBAR. HE. S
BEMEREITOH. BEMENER. &
BHAEMNER. ZXEEMRE.

Key Performance Indicator (KPI)

(Continual Service Improvement) A
Metric that is used to help manage a
Process, IT Service or Activity. Many
Metrics may be measured, but only the
most important of these are defined as
KPIs and used to actively manage and
report on the Process, IT Service or

B A RIEAR

FFERTFE) RRMEIEERRE. ITHR
BHRIBEH—TEIER. REBIERERR
2, ERRAEREERSEEMRRILE
iR, FTELERBEMNEELRRES
BARYRAE, 1T RFFSERENRIIER. BASE
BERUEREZBORE, LIRERBE.
BAME SR ER.

KREGHIEIR (KPD)

(FEmSHH) ATHERRRE. TR
SYUEFIEIR. TS IBIREMATLINE, 8
ERAAREEMAIEXA KPIFHATES
EBFIRERIE . TIRESBUER. £EFM
KPI BZiZ AT AR RO . RREFN B AN S5 2 4T
REIEE.

Activity. KPIs should be selected to SR ERE R,

ensure that Efficiency, Effectiveness, 2% [FA#MINE R Critical Success

and Cost Effectiveness are alll Factor]

managed.

See Critical Success Factor.

Knowledge Base FNFE HIREE

(Service Transition) A logical database (RF585HR) BRMENEGSERRBEM (RREHH) —MBEEEE, HHEET
containing the data used by the HE ARG E R AR 55 AR IR AR LR PR A B4R

Service Knowledge Management
System.
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Knowledge Management

(Service Transition) The Process
responsible for gathering, analysing,
storing and sharing knowledge and
information within an Organisation. The
primary purpose of Knowledge
Management is to improve Efficiency

meEE

(RF5EEIR) BEAMBNESE. . &
FHAOZMHEMEANRRE. OHEEFE
BRI EBMRRMSERTSRNEE, EU
RABE.

2% [ER-ER-Ma-5 S8 s

HiREE

(BREEEIR) ARULs. S RIFFHE

HANFBEEIRFUE BRI FIREEHN
FEAMERIELERAIMIANTE,
PNEISE

SREFEHERBNRBEE, REMAE

by reducing the need to rediscover Data-to-Information-to-Knowledge-to- MR
knowledge. Wisdom| . [BRFSHFAE IR R4 Service
) Knowledge Management System |
See Data-to-Information-to-Knowledge-
to-Wisdom, Service Knowledge
Management System.
Known Error B EEER BHEIR
(Service Operation) A Problem thathas  (BRFS4EIE) sk RIARZACIR E AN B B IEARIR (RFIZE) BRIERTIRAKREFIHEEHE

a documented Root Cause and a
Workaround. Known Errors are created
and managed throughout their
Lifecycle by Problem Management.
Known Errors may also be identified by
Development or Suppliers.

FERMEE. CHERERAEEEEGE
BBt MEEE. EMERB A EHER
FEEMEEERL.

TEREIRE. SMEIREEEEBRELENE
R EEMEE. EMEREATUEFR
R3PS AREERE.

Known Error Database (KEDB)

(Service Operation) A database
containing all Known Error Records. This
database is created by Problem
Management and used by Incident
and Problem Management. The Known
Error Database is part of the Service
Knowledge Management System.

EBHSERERE

(RF#E) S22 MERTHRZER
E. ERERRESEHELL B AEKEM
BIREEIRER. CMERERE RGN
EWARBH—ERS .

BHEIREEE (KEDB)

(BRFEE) SSMACMERICRIEE
B WEUIREEH M EREE, FhmEn
EREEIRER . B HEIRERERRS MR
EWRGH—ERS .

Known Error Record

(Service Operation) A Record
containing the details of a Known Error.
Each Known Error Record documents
the Lifecycle of a Known Error,
including the Status, Root Cause and
Workaround. In some implementations
a Known Error is documented using
additional fields in a Problem Record.

B SRR AT 8%

(BRF4E) S8 EMsERMAmZicii.
B AT MEER TR C MR E B
B, GEIRRE. IRAREMGEERERRT
E. fEERRETAR—(ECHMEREER
RERCERAE(E A E th A9 HRRIREA -

EHEIRIEFR

(BREiEE) GaeMEREFNIER. B
MEMEIRIERHICR T CHHRNESGE
B, SRR, IREFEREMMEERE. X
L, ERBRIZRDHIINFRIZRE
B AR .

Lifecycle

The various stages in the life of an IT
Service, Configuration Iltem, Incident,
Problem, Change etc. The Lifecycle
defines the Categories for Status and
the Status transitions that are permitted.
For example:

e The Lifecycle of an Application
includes Requirements, Design, Build,
Deploy, Operate, Optimise.

e The Expanded Incident Lifecycle
includes Detect, Respond, Diagnose,
Repair, Recover, Restore.

e The lifecycle of a Server may include:
Ordered, Received, In Test, Live,
Disposed etc.

T i

71T BRFS. ERIER. =i BME. 2%

ERERR. EHBRYERREBSRUREZ

HEERIIAREEED, fl

o EREAMEGBHEET K. Rt &
. BT, giE. mEL.

o FEiZMEHEWBEIHEEHT.
B, 1818, BR. B

o —AERRFAE MBIIFTLLEE |
B oBElg. BIE. B BITE.

)N

b=1113
8

=113

FawEH
ITARS. BEYL. #P&. [Bf. TEE—4%
HEIRETERL -

4 EHENX TRASREN T RS

T, fGlan:

o NAMEMEEERK, &it, WE,
BE, BT, .

o RAIMIEE GREAEERN, W, 2
by, #1&, WE, EF.

o MEJ[MEGRAHALUEE: BT, B
WEl, ik, ., BREE
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Line of Service (LOS)

(Service Strategy) A Core Service or
Supporting Service that has multiple
Service Level Packages. A line of
Service is managed by a Product
Manager and each Service Level
Package is designed to support a
particular market segment.

B3 e

(ARFERRE) £ EMBZERERNZORE
YIERT. RIIBFRHERSEEE,
BBEERERHANIBERENTEES .

BEs5# (LOS)

(RSB B RSRAN SRS
PHFRE. RELH-REEEE, 81
RS RA SR T ERNTS.

Live

(Service Transition) Refers to an IT
Service or Configuration Item that is
being used to deliver Service to a
Customer.

Fo

(RFFRE) HBHRESHEARIHRET
EFZ T RIFSAEIRE.

SERY

(RREHH EEEATAZFIRERSH
IT ARFZ S ACE L

Live Environment

(Service Transition) A controlled
Environment containing Live
Configuration Items used to deliver IT
Services to Customers.

iR ERE

(RF5ESi%) FITFIMRE, 815 R4
REIRE, HARZMITRETEF,

SRR ERE

(BRSEH —MZIEMIRE, EPhEa%
MEED, ATARPRMEITRES.

Maintainability

(Service Design) A measure of how
quickly and Effectively a Configuration
Item or IT Service can be restored to
normal working after a Failure.
Maintainability is often measured and
reported as MTRS.

Maintainability is also used in the
context of Software or IT Service
Development to mean ability to be
Changed or Repaired easily.

RIHEIE

(BRFFaxat) ABREIR B S T ARFSTE K BAR,
MATRETMAYARIRIEREEZER. 7
BISTEERE L MTRS AIB MRS . AR
HHERHRET TRFFAZZNEES1E
1ERIRE

RIYESR IS

(BRF&IH) EREWS ITREELEMERE
AREES TEMEEMBRMUE. 7]
HEAPIEZ L MTRS BT EFIRES
R RSP IR A F 3RS IT BRSS FF A BIERR,
RTAZTESHIERIREN.

Major Incident BAEHY BAHE

(Service Operation) The highest (RFFHEIE) BHRERNELLSIHE. EXE (BREFEE) HEZMIESREHN. EX
Category of Impact for an Incident. A W M R T, HrE Sl 5% B E A .

Major Incident results in significant

disruption to the Business.

Managed Services EIRBRTS TERS

(Service Strategy) A perspective on IT
Services which emphasizes the fact
that they are managed. The term
Managed Services is also used as a
synonym for Outsourced IT Services.

(ARFERRE) SEAREE IT RBFEEN—EE
=. BEREE HARENTRBH—ER

(BREEEE) —#SRIA T BRFZS2IERXD
BEXWU L. EERG—IAEREINE TR
£ HE XA,

Management Information

Information that is used to support
decision making by managers.
Management Information is often
generated automatically by tools
supporting the various IT Service

Management Processes. Management
Information often includes the values of

KPIs such as "Percentage of Changes
leading to Incidents", or “first time fix
rate".

EEEM

RAREERREERKMEN. ERERE
EHXESERR TREEETENTIAER
HEL. EEENEE SEEMNRRITEYR
1R, fla. [RAEESHELHES
bl s [E—mmEEmttxR] .

HEER

AT FERERKNES. ERBERZE
HAXHEMH T REEERENTIEEN. &
BESEEERE KPIE, o “SEHE
TE LR s “E—REEER" .
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Management of Risk (MoR)

The OGC methodology for managing
Risks. MoR includes all the Activities
required to identify and Control the
exposure to Risk which may have an
impact on the achievement of an
Organisation’s Business Objectives.

See http://www.m-o-r.org/ for more
details.

EpEERE

% OGC EREfEMA %, EIEEEEIE
HESLLERAPENRRE, UREME
ENRYRE R R A=

# http://www.m-o-r.org/

KK HYE TR (MOR)

OGC EHENKAIF %, MoR EIEMHEMIT
HIE R (] REFMILELASTI & BiR)
BRI AES.

&I http://www.m-o-r.org/ T fRi$41S
=

N o

Management System BEE R BEEARS

The framework of Policy, Processes and  fERAMEEEZIE BEMBER. RIEMINGE  HRELEBEHBERMBER. REMIIEE
Functions that ensures an Organisation ZHEZE, BYHEZE.,

can achieve its Objectives.

Manual Workaround ANIEBA% FEIMEBHEE

A Workaround that requires manual
intervention. Manual Workaround is also
used as the name of a Recovery
Option in which The Business Process
Operates without the use of IT Services.

EFIHAN—BERERAATR. FI
"“*15##&&;5 BEREE, ShEZER
BRELZER ITREM—EAX. B—EY
H?fE’J?aTﬁE It B@ T M E 15 R IEE LS

EFH TR . FIIEEET
ﬁH’E W 2 IR B B FR ,\':FE’ML%,;.L&TE
R ITREMIET. X2IRMEERE, BES
HERERRES.

This is a temporary measure and is Bk

usually combined with another

Recovery Option.

Marginal Cost B A JBBRAA

(Service Strategy) The Cost of (BRFEIRMG) ABLERUL 1T RIFHIAE. BIF (REEBE) SRR T BRFSHIMA. AR
continuing to provide the IT Service. MAFEFECERER, fli: FMERRE JAEATEECEHITHRE, HINARHR
Marginal Cost does not include o 32 B AR 22 HERR S B B .

investment already made, for example

the cost of developing new software

and delivering training.

Market Space miH=ME iH=E

(Service Strategy) All opportunities that  (RRFSS ) IT HE?’]‘%?E{#%‘EE;‘%EEﬁE‘Jﬁﬁ% (RS TREREUEFIUATHERE
an [T Service Provider could exploit to BREEMBE. =REEA—E TR PUSTFENRANS. TSHEEBET IT
meet business needs of Customers. The  jafsataEER H IT ARFZE9 AT BE 1% . IRERUBHHLELRIRMHIAEE ITRS
Market Space identifies the possible IT

Services that an IT Service Provider may

wish to consider delivering.

Maturity REAE PR

(Continual Service Improvement) A BTSN E) SRIRE. Thee. A8z (BRERSUGE) IE. Thek. HAZMA

measure of the Reliability, Efficiency
and Effectiveness of a Process,
Function, Organisation etc. The most
mature Processes and Functions are
formally aligned to Business Objectives
and Strategy, and are supported by a
framework for continual improvement.

T‘ﬁ? M. BERRY - bm?ﬂﬁilil’ﬁE%IE‘tE’J
TEBERKBIBLES, IEHRRILFHE
Ei%ﬁ’]#[ z‘%?ﬁiﬁﬂ'ﬁﬁ‘tc

FE. WEFMEEMNNE. SRAPETRIEFR
m EEEW OB S BIRFIKEE, FISEIE
B LUE E st

Maturity Level

A named level in a Maturity model such
as the Carnegie Mellon Capability
Maturity Model Integration.

ERAEEEDERTERNER, WFRN
B - SRR EEEL.

R K

BARERE IR ERKT, fln-FREEE
BE N AR E B B (CMMI) &
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Mean Time Between Failures (MTBF)

(Service Design) A Metric for measuring
and reporting Reliability. MTBF is the
average time that a Configuration Iltem
or IT Service can perform its agreed
Function without interruption. This is
measured from when the Cl or IT
Service starts working, until it next fails.

T S 38 P B

(ARFE:%EH) BIEFNHRE o] E1ERIIRIE.
MTBF 2I54AREIEE . =X IT BRFS, ITHE
hae, MIRADETRI TR, BIERARE
IEE ITRAEFMEE, BB T —REKE
5 HORFIE .

S T HRE R E] (MTBF)

(BRZIEIT) MEFIRE 7 S EHIIEHR.
MTBF 2ELEIEK IT ARSZEEME A BIHTHITH
HETHRERY T HIRT 8], %A 8] 2 MEL B s
ITRREFEIENE, BT RHEIMBEHR
1k

Mean Time Between Service Incidents
(MTBSI)

(Service Design) A Metric used for
measuring and reporting Reliability.
MTBSI is the mean time from when a
System or IT Service fails, until it next
fails. MTBSI is equal to MTBF + MTRS.

TR R A ]

(ARFSaRs) BIEFNHME AT EHEAIIRE.
MTBSI E18 R4k IT BRIFFERKKBIT—X
S Bg Ay FEIRERT . MTBSI %7 MTBF +
MTRS.

FHRGHFEEIFR (MTBS)

(BREZIT) AFNEIRE T RS
Fr. MTBSI @ \R %Sk IT REMEEEIT X
HpERY LRt E] . MTBSI = MTBF+ MTRS.,

Mean Time To Repair (MTTR)

The average time taken to repair a
Configuration Item or IT Service after a
Failure. MTTR is measured from when
the Cl or IT Service fails until it is
Repaired. MTTR does not include the
time required to Recover or Restore.
MTTR is sometimes incorrectly used to
mean Mean Time to Restore Service.

FiaEEmsE

HEERFUAISIBMARRIE B S 1T BRFSA9ELS
B§fEl. MTTR BIEMAEREIE B sk IT ARFF RN
ZB&B1E. MTTR A EEEERSIRIEMN
RIBEME . MTTR A FHEER A B TR 1E RS
BERE

FEigeErtE (MTTR)

WEERIEEREIN IT RS FATEasF 16t
8. MTTR MECE IR IT AR 55 4 H 8 FEFF 56
ME, HIWLEE. MTTR FAEIERESE
B ELRE. MTTR A#IRAKRERTE
YRS IR SRt E .

Mean Time to Restore Service (MTRS)

The average time taken to Restore a
Configuration Item or IT Service after a
Failure. MTRS is measured from when
the Cl or IT Service fails until it is fully
Restored and delivering its normal
functionality.

See Maintainability, Mean Time to
Repair.

15 BR A5 R 12 B e

AHREIE B S 1T BRFS K 312 k18 B0 1B FE] .
MTRS ISt 4 RETE B o IT ARFF K80 A8 —
B, —HIARLWELEZHEEEEAL,

2% [HH#1E1 Maintainability] . [

1818858 Mean Time to Repair ]

AR S W E AT E (MTRS)

s Rk S BB IS 1T AR S5 FrfE A9 F 14 At
8. MTRS MEBCEINEL IT AR S ZEMIETFIA
M2, HITLREFIREEFEINIG.

SR AP, THEERE.

Metric

(Continual Service Improvement)
Something that is measured and
reported to help manage a Process, IT

g2

(FFEMRBNE) AREERBEUGNE
IR, IT RFSUEEMF EEIE-

IR
(FEmSuus) AREEBRE. TRS
SR SR EHEY.

Service or Activity. 2% [KPIJ B KPI,
See KPI.
Middleware R e w8 {4

(Service Design) Software that
connects two or more software
Components or Applications.
Middleware is usually purchased from a
Supplier, rather than developed within
the IT Service Provider.

See Off the Shelf.

(BRF5Exat) EAEmIEDCE S RERMA G R
REXNERE. PNEREEERAER
B, MARE ITRFREENME.

2% [R5 EqM Off the Shelf]

(BB TRANHS MREEHSE
FIRZFFRSRME. RIS HEE R,
TR BT T ARSI HA BT L.

SHEANE.

Mission Statement

The Mission Statement of an
Organisation is a short but complete
description of the overall purpose and
intentions of that Organisation. It states
what is to be achieved, but not how
this should be done.

EHES
MEMEGEEHINE A EEETENER
BB MEPE. ERAMTESHZR,
B EREZMAEM.

fe Ak

fE ik RA L AR SR BIRfE R
BIEIARIEST BRI, BT EZIME
I, BRZEFHAR.
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Model

A representation of a System, Process, IT
Service, Configuration Iltem etc. that is
used to help understand or predict
future behaviour.

opil

Rig. mEE. TR, EAREEZEHRTA
o A§ARGENABES FRAIARRIITS.

opil

AT RN T RS FMARIT AR, R
2. ITHRE. EEREFHNRERY.

Modelling

A technique that is used to predict the
future behaviour of a System, Process, IT
Service, Configuration Item etc.
Modelling is commonly used in
Financial Management, Capacity
Management and Availability
Management.

2815

BRERRS. RE. TR, ARERZ
RERITHR—TERNT. BREEEAEY
HEHE., REEERATANEE.

f=4

BFmNARLZE. RE. TRS. EEWE
KITAMT . BESATUSER. &
EIRFIR L.

B
=

Monitor Control Loop

(Service Operation) Monitoring the
output of a Task, Process, IT Service or
Configuration Item; comparing this
output to a predefined norm; and
taking appropriate action based on this
comparison.

(R
GRFMIE) BE—IRER. W2, ITIRA
SRMERIERME: BEHOERNZ

BITRRTHUZERIM LS, 3 B RRIEE LR
BE E 4 i .

SR EIR

(REEE) WBES. R T RSk
BRI I 5 TE AR ELE
FR{E LR A RARBE S HITH.

Monitoring

(Service Operation) Repeated
observation of a Configuration Item, IT

B
(BT  FEFMEEAARIER . ITRT

e, LUESRREMILREAREE B ATRIR

i

(BRHEE) REVNREEW. ITREIR
18, DURNEY, MARTRIAIRES.

Service or Process to detect Events and  #g,

to ensure that the current status is

known.

Near-Shore #BiE bli=

(Service Strategy) Provision of Services
from a country near the country where
the Customer is based. This can be the
provision of an IT Service, or of
supporting Functions such as Service

(RRFESRME) EH % P BTTE A A B R 12
HARTS. EFRER ITARFE. IETN&E, 0:
BBa%.

2% [N On-shore] . [iES} Off-

(BRSBHHE) MEBIEE PR ERSH X
RRS. XATLUREMR TRS. F
BE (BIaBRSZED -

SRERE, BEF.

Desk. shore ]
See On-shore, Off-shore.
Net Present Value (NPV) SFIRME (NPV) EIME (NPV)

(Service Strategy) A technique used to
help make decisions about Capital
Expenditure. NPV compares cash
inflows to cash outflows. Positive NPV
indicates that an investment is

(BRFFHRME) ARBUMENEAHAIRE
Z &M FREHREMNLRERHET
ftir. ERFRERBREZESH.

2% [NEBILE X Internal Rate of

(BRS5 M) — PR T # BN ZE A 32 th g i

RERH TR NPV BHEHRAEREHT
ELE. R NPV RIEH, MERTRERME
289,

worthwhile. Return] . [#%&E#MENZE Return on SN AEMEIRE, HEER.
Investment |

See Internal Rate of Return, Return on

Investment.

Notional Charging R ks TS

(Service Strategy) An approach to
Charging for IT Services. Charges to
Customers are calculated and
Customers are informed of the charge,
but no money is actually transferred.
Notional Charging is sometimes
introduced to ensure that Customers
are aware of the Costs they incur, or as
a stage during the introduction of real
Charging.

(BRFERME) —T& T RBRENAZE. f8
EFMERALBNEFER, BERRAER
BRWES. B LW EARAEREEFM
BEANEE, IRETERRERTRRE

B

(BRSSECHE) 33 1T BRSF U ZRR— PS35It

HEPMEAE, ARBHEABENER, B3R
FRR A SRR, BRRARXIKENS
EMRERTREAERNE, FFEEAIIA
KRB B R — MR ER .
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Objective

The defined purpose or aim of a
Process, an Activity or an Organisation
as a whole. Objectives are usually
expressed as measurable targets. The
term Objective is also informally used to
mean a Requirement.

See Outcome.

BiE

IR, EESASMERZERBMNEE
B. BREERAAEN. BERARNBIEE
REREFK.

2% [#]R Outcome

Bix

Wi, EHSEARK EEXRBIRSE
8. BrBEEURNERBMRRR. T3
EXHFE, BFE—IAEATRTIER.

SRR,

Off the Shelf

Synonym for Commercial Off the Shelf.

BBEEMR

[ T7I5IR B #& Commercial Off the
Shelf] BIEI&EF-

M

BRI LR A

Office of Government Commerce
(OGC)

OGC owns the ITIL brand (copyright
and trademark). OGC is a UK
Government department that supports
the delivery of the government's
procurement agenda through its work
in collaborative procurement and in
raising levels of procurement skills and
capability with departments. It also
provides support for complex public
sector projects.

REB R EH#HAE (OGC)

RE BT AN ERES ITIL AR (MR
B . REBFEHEHAEZERERE
HEEBARFINGEIE, BRI TIEX
ZREBFRE#ERENZM, EAEBREDR
FHRERREFEE N . (R B AEHAEE
TR,

BR@mSL (OGC)

OGC A ITIL A8 (RRAXFAEFR) - 0GC
EEEMBAEHT, ARBISENEBITE
TEETFNIR SR ML 6E, ZIFBUF R
B, TAERMALEITHIRHX
.

Office of Public Sector Information
(OPSI)

OPSlI license the Crown Copyright
material used in the ITIL publications.
They are a UK Government department
who provide online access to UK
legislation, license the re-use of Crown
copyright material, manage the
Information Fair Trader Scheme,
maintain the Government’s Information
Asset Register and provide advice and
guidance on official publishing and
Crown copyright.

RENHERE

BUATRRAERPRLEE ITIL AR B E S o 3t
AMEBRIFTAIRE. FIRREBAEHRA, 2
AR EANOBRELE, (ERERBATR
e, EREREHER, HEEAER
BELH, FASHBATMERN LR R
BEMHEAMES,

NHEBIVEEHAE (OPSI)

OPSI fIF7E ITIL By H AR EA Crown
MR E R EMREEBATHERIT, fik
IR EESEM AL E, #F Crown
copyright ZHEERN, EREEATER
SHE, #IFBMNESETRIR, FHE
K HARF Crown REBURHEENFIES.

Off-shore

(Service Strategy) Provision of Services
from a location outside the country
where the Customer is based, often in a
different continent. This can be the
provision of an IT Service, or of

I

(BRFERME)  MASRMEHAEN, EFRE
BEFFAEMER, EEETRFRIM. EFaE
= ITBR¥S. IEThRE, film: RRISA.

2% [N On-shore] . [#BE Near-

E

BE
(BRSSELRE) M2 P ETTERE RSt X SN
Bt GBEMFARRRIAM RIERS.
XATLLRIRME ITBRSS . SCHSThAE (f5IanAR

%8

supporting Functions such as Service shore | SHERE, EE.
Desk.

See On-shore, Near-shore.

On-shore BN by

(Service Strategy) Provision of Services
from a location within the country
where the Customer is based.

See Off-shore, Near-shore.

(ARF5ERRE) B2 PRI R —(ERERE S
BR 5.

2% [154) Off-shore] .
shore |

[ #F1% Near-

(BRSERER) EEFPFEMERSEXNA
e MRS

SREE, IEF.
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Operate

To perform as expected. A Process or
Configuration Item is said to Operate if
it is delivering the Required outputs.
Operate also means to perform one or
more Operations. For example, to
Operate a computer is to do the day-
to-day Operations needed for it to
perform as expected.

BRIE
WMAARR AT, MIZSAERRIER RTHER

MES, WAlRAERE. BEURTHIT—
BREZMMAE. W, BE—AERNTH
AT HAEE

BRIE
RERPNIT. MRIRMAFEE, AR
BREETZE. RIELERENIT -

ZUUEE. fla, BRIETHTENEIIRERR
TEREMRBIZE.

Operation

(Service Operation) Day-to-day
management of an IT Service, System,
or other Configuration Item. Operation
is also used to mean any pre-defined
Activity or Transaction. For example
loading a magnetic tape, accepting
money at a point of sale, or reading
data from a disk drive.

(BRFFAEE) ITERFS. Aok EfbMARIERR
BHEE, #EOARRTEMNRLERMN
EEHEZ . flM: BMA—EEE, BN
HERTEWEE, UEMETENER.

BREEE) ITHRS . RESEEEETR
HEEE. SEMRATRTEMTENES
HRH. GlaRHET, EHESKE, o
PR AEREAVE S G

Operational

The lowest of three levels of Planning
and delivery (Strategic, Tactical,
Operational). Operational Activities
include the day-to-day or short term
Planning or delivery of a Business

4R 1%

ERBIR TR = BB R P RIRAY (R

. BATIE. MEE . 4HEMEEIEER
EEEARE . SIThERES T REEE

iz,

BT

MPIFZAF =R P (ERRE. SR, B
17) &IRB—R. SITEHBEFAR. X
fhle & imigak IT RS ERIRIE, REXLTE

hE = B EBEHRITA

Process or IT Service Management HEMHER EMERE. EIT—1RIE R KR E XA,
Process.

The term Operational is also a synonym

for Live.

Operational Cost HEE AR EBEITHA

Cost resulting from running the IT
Services. Often repeating payments.
For example staff costs, hardware
maintenance and electricity (also

ERMEETRBHER. KAEEERN
3ff, 5 . AEE&. BREENEHE
AR MRE3H] 3F 8] ).

HIZIT ITREERNE. BEREWE.
BN N BA . REHLERFIR SR (HFRA
CEEXHT S BLZH O

known as "current expenditure” or £% [& A3 Capital Expenditure | SRBEAZH.
"revenue expenditure").

See Capital Expenditure.

Operational Expenditure (OPEX) HE S BT H (OPEX)
Synonym for Operational Cost. [ 45 B A Operational Cost] Hi[E 5 BT A EIE XA

ETB
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Operational Level Agreement (OLA)

(Service Design) (Continual Service
Improvement) An Agreement between
an IT Service Provider and another part
of the same Organisation. An OLA
supports the IT Service Provider's
delivery of IT Services to Customers. The
OLA defines the goods or Services to
be provided and the responsibilities of
both parties. For example there could
be an OLA

e between the IT Service Provider and
a procurement department to obtain
hardware in agreed times

e between the Service Desk and a
Support Group to provide Incident
Resolution in agreed times.

See Service Level Agreement.

B SR

(BRFFREET) (@R E) EHEEMAES
T, ITERFFRHE S —EERPIR—IER
#. BEERGEGE 1T BRFFR AL T AR
BRITEEF. SEFRREEDERTH
EmBRBNEANEE. SEFRGEE
BT

o ITERFFIRMME BRI, ERZME
EIERISHERS -

o IRFFIEIRE IR B, 7ERSRFRN
RITEHRRAR.

2% [ IRFEZE R 1%:E Service Level
Agreement |

KA (OLA)
(BRE®IH)  (BRSFREUE) 1T ARSSIRH
B 5 —HAgH) 5 — &R 8l AL BTN

OLA X # IT R iIZEEEE F1RE T AR
%. OLAMET BN S RERS, U
BEXAHERE. flan, THIERTUET
OLA

o T ARSIRIER S5 MWERIIEA T ELER
B B IR IS RE 1

o R AEXIFEZEAN T AL TR EE
R,

SRS RAIL

feprrs
pray=)

Operations Bridge HERINE BENEER

(Service Operation) A physical location  (RRFE#4HE) Eix B EIR IT ARFEAN T B (RFEBE) —MIBME, 7EULIEE TR
where IT Services and IT Infrastructure HHERAE. £301T EAZEH.

are monitored and managed.

Operations Control HEETH EEEH

Synonym for IT Operations Control. [IT #iE 424 IT Operations Control] BIRE T EEEHIAIE X7,

£

Operations Management HEEEIE EEEHE

Synonym for IT Operations [T #HE &I IT Operations IT ZEEEERE Y.

Management. Management | B[ .

Opportunity Cost HWE A MESEA

(Service Strategy) A Cost thatis used in  (BRFSERE) FBRESHEIBZMMA. & (BRE RS AT RAEHREERBFBA.

deciding between investment choices.
Opportunity Cost represents the
revenue that would have been
generated by using the Resources in a
different way. For example the
Opportunity Cost of purchasing a new

EHARTEBTRERERERTEER
BN, B, BBE—EHERIREE N

A, BEFEIT-IRRESEREREER
HE. BERASTHAE—ERERIZN
—#5, BREMMMBHRRETENEE

SHARKRUREB A EFH A ERA =%
E’J'JSZ)\ figan, TaXHRSEBRMM S EAT]
REEIEARHITERTERARS M EtER.
Aﬁiﬁﬁ’fﬁ%&)ﬂ?ﬁz)&;&ﬂ&ﬁ’]—“ﬂﬁ BR
TEAEARI I 55 R P ER A AE A SERR A AR 3 15

Server may include not carrying out a

Service Improvement activity that the

money could have been spent on.

Opportunity cost analysis is used as part

of a decision making processes, but is

not treated as an actual Cost in any

financial statement.

Optimise =®IEK ik

Review, Plan and request Changes, in %, FHELEFREE, LUERRE. @ HE, HHFIEKRTE, WENRRE. BE

order to obtain the maximum Efficiency
and Effectiveness from a Process,
Configuration Iltem, Application etc.

#EIRE. J?EFH#EEQ%HM%?*E’J&&K&&E&

i, R AERGHERAHEMEE
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Organisation

A company, legal entity or other
institution. Examples of Organisations
that are not companies include
International Standards Organisation or
itSMF. The term Organisation is
sometimes used to refer to any entity
which has People, Resources and
Budgets. For example a Project or
Business Unit.

A

AR GRASEHMEE. EARRENA
&, WEPFAZAEAR A itSMF. A&t AT
x—EESAE. BRMEEHZE, 5
. —(EEEREEEN.

A

RE FARESLEENE. TRT AR
BAGIFEIEEFRRELELRAD itSMF. 8
[-RANATHEREAR. HRMMEMN
fEfATSEIR. Glanm B ol 5607,

Outcome

The result of carrying out an Activity;
following a Process; delivering an IT

R

BAT—IRIEED. A2, SUEE IT BRFFEATE
SR, BERAUEARKTRAMR RS

#R

BUTIES, EFRE, BRI ITRSENSE
Ro FR—INA TS RIERII

Service etc. The term Outcome is used EEBIERBIRE. i:

to refer to intended results, as well as to o _

actual results. 2% [ B4 Objective S0 BR.

See Objective.

Outsourcing FIMEE e

(Service Strategy) Using an External (ARFSRES) RERAINMBRFSIREEREEIT (ARS&BE) FIRINEPAR SRR REIR IT
Service Provider to manage IT Services. BRF% . R%.

See Service Sourcing, Type lll Service
Provider.

2% [BR¥EKIR Service Sourcing] . [
ZHBRFEHEESRE Type Il Service
Provider ]

SRRERM, =ZLRMFRHBE.

Overhead &R EEER

Synonym for Indirect cost [#%& A Indirect cost| BYE . [B) 35 B 2K A [5) S 3]

Pain Value Analysis EEIRHS N EIREST

(Service Operation) A technique used (ARFEHHE) —FRERH, ALURBERIH— (REFEE) ATFHEIHE—I RS EE

to help identify the Business Impact of
one or more Problems. A formula is
used to calculate Pain Value based on
the number of Users affected, the
duration of the Downtime, the Impact
on each User, and the cost to the
Business (if known).

B % EREm S| hEEHE. AEEE
RENARESZHENEREAY. P
FERER. EREREZIMEEREE
EEMRHIEAE CHEH) .

Al EEME TR, FREXIRITTEEKE
EEEMHMARKE. PieE. 3840
F RIS IEFNL 547 H AR M (InREIED

Pareto Principle

(Service Operation) A technique used
to prioritise Activities. The Pareto
Principle says that 80% of the value of
any Activity is created with 20% of the
effort. Pareto Analysis is also used in
Problem Management to prioritise
possible Problem causes for
investigation.

TAEEFES£R] / 80/20 %A

(ARFEHHE)  FLHISEEMBRIEF Ry
#1.  AEEEREE—EEEALEHAE
B, H 80%RYEERH 20%H95 A ETEl
. MAELEABAERNREESE, H
FEBEMEMEEIEFURIEERS.

Pareto ;%M

(RFEE) ATFXASEFINMRERFNS
5. Pareto SEMBRZE: {E{5ESN 80% B9
{E2H 20% M HEIER. Pareto 5#7iE
BT EmEE, X4 RBaaEEEER
F, LUERR.

Partnership

A relationship between two
Organisations which involves working
closely together for common goals or
mutual benefit. The IT Service Provider
should have a Partnership with the
Business, and with Third Parties who are
critical to the delivery of IT Services.

See Value Network.

BEEIE

HFEMEAARMEEZ SHEBERENEE
FEMBVEIE. TRFREMERELER
R IT RSB RE = A EIBARE.

2% [{B{EMK Value Network |

AR FR

MANRRE D EFE BiRS EEE R EVIS1E
MRHEIXFR. ITRFSEHEEEZESLS,
UK Faxtfefit T RS A B X BIEAME=A
FREFEIEIREXER.

SRMEN.

Copyright © 2009 by itSMF Hong Kong Chapter

Page 51/85

Rev. ITILV3GCRG-P2 1.0 (200905)



ISMF

Hong Kong Chapter

Term and Definition

Passive Monitoring

(Service Operation) Monitoring of a
Configuration Item, an IT Service or a
Process that relies on an Alert or
notification to discover the current
status.

See Active Monitoring.

WENR Bz

(RRF4EE) BmMAERRIER. TR R
B, BRBERRBHLUSH B AIARE.

2% [ FEREHE Active Monitoring |

W
(REEE) BWMEER. IT RE[RIE
URESESEMAIEREIRT) .

SR EFEE.

Pattern of Business Activity (PBA)

(Service Strategy) A Workload profile of
one or more Business Activities. Patterns
of Business Activity are used to help the
IT Service Provider understand and plan
for different levels of Business Activity.

See User Profile.

HEETEENARE

(BRFERMG) — Bz & EAEFFM TIER%
1E. AEETEEMRRE T A E B IT BRAFIR M E
TRERETEIZHMEEEETEE.

2% [{EREHM User Profile ]

A EEER (PBA)

(BRSS AR — I Bl & hH TIE S
g, WEENOERRBTHE T RS
RAERE T BRI X R R R A S 7E .

SR PR,

Percentage utilisation

(Service Design) The amount of time
that a Component is busy over a given
period of time. For example, if a CPU is
busy for 1800 seconds in a one hour
period, its utilisation is 50%

fERESLL

(BRFsERD) — (AR TR E RSl = R P 3
fERRILLG]. fHlan: PREBI/E—NEN
WIEM 1800 #, HAEAE S LA 50%.

Rl Rl ES

(BRSZ&iT) A4 2R 18 M & A A At
&, fEn, R CPU FE— NI A & B
1800 #, EHIFIAEFZE 50%

Performance

A measure of what is achieved or
delivered by a System, person, team,
Process, or IT Service.

ot

EERASK. AE. BB RiE TR
TR THIFER

1ERE

4. A HBA. RES T RSESEIR
HEER.

Performance Anatomy

(Service Strategy) An approach to
Organisational Culture that integrates,
and actively manages, leadership and
strategy, people development,
technology enablement, performance
management and innovation.

BT 2 B

(BRFERm) —ERMRMAZTMAE, 7
UE S MBI E IR H BAAMRME . A D
HIRER. RHLHEE. ENEERUEAIN.

TERERIMR

(BRS5HH) BRI —FTE, BE3
EHEBMS NI, ARKR. BAH
FEUR MR ER G H.

Performance Management

(Continual Service Improvement) The
Process responsible for day-to-day
Capacity Management Activities.
These include Monitoring, Threshold
detection, Performance analysis and
Tuning, and implementing Changes
related to Performance and Capacity.

mER

FHERFYE) aHTREREEETHN
wmiE. HESRE. BRERD. BHSH
AR BENRAEHEFANEERR.

1EREETE

(FFERZUH) HHEAEREEEENN
iz, BB, EERD. ERES TN
B, URIHESHREMEZEGRHERE.

Pilot

(Service Transition) A limited
Deployment of an IT Service, a Release
or a Process to the Live Environment. A
Pilot is used to reduce Risk and to gain
User feedback and Acceptance.

See Test, Evaluation.

AMERE(E

(ARF5854%) REREIERAERLIRIE D, I
BRF%. %17, REMERBE. HKBEMER
PIREEE. BEEREEREERBES
B,

23 [HE Test] . [Ef4 Evaluation

HRIE

(BRS5%EHR) FERMIMREARAE 1T IR
£, AFYRE. KSBER TR,
#EZ A PR R IR

SRR, 1EMH.

Plan

A detailed proposal which describes
the Activities and Resources needed to
achieve an Objective. For example a
Plan to implement a new IT Service or
Process. ISO/IEC 20000 requires a Plan
for the management of each IT Service
Management Process.

FtE

EXBZMEEHREERNFEIER. 4
. FITH T BRIFSRIZMETE . ISO/IEC
20000 HEEUEEEE T RFIFEEER
iz

X1

FHEARENE, EPEATEZBRE
EWEMTEIR. GIANSSHER 1T RS HRE
B9itl. ISO/IEC 20000 ERK AEBEA IT
RS EIRRIBHIT IR
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Plan-Do-Check-Act

(Continual Service Improvement) A four
stage cycle for Process management,
attributed to Edward Deming. Plan-Do-
Check-Act s also called the Deming
Cycle.

PLAN: Design or revise Processes that
support the IT Services.

DO: Implement the Plan and manage
the Processes.

CHECK: Measure the Processes and IT
Services, compare with Objectives and
produce reports

ACT: Plan and implement Changes to
improve the Processes.

RE-BIT-RE-1TE

(BRI E) HEEERRAELERMAN
WEEENEEEAS. RE-IT-HRE-1T
Bt EARARA.

B WMETSISERIZLISE 1T AR,
BT BIEHEIREERE,

ME: E2RER TR, HEEEEZER
Bl MRS

iT81: REIREREEUNERE.

HXI-HIT-RE-1TE

(FERR S o) RIEE A ERIEIR,
HEEE - HAKMA. iTH-PIT-RE-1T
R A R AR ER

R 'ITEIEITTHEE 1T RERIRE
BUT: LRI fMEERIE.

WE: WEFRERM T RS, SERLE,
ERIRE
1780 IHRIFEEEE, KBRS,

Planned Downtime

(Service Design) Agreed time when an
IT Service will not be available. Planned
Downtime is often used for
maintenance, upgrades and testing.

See Change Window, Downtime.

SELTTT

(BRFFREET) W ARt 1T BRFFRYRSR . &t
BB B AN AEE. A BRI

fqﬂl‘éﬁE%Fﬁ Downtime |

T A AR e 1)

(BRS3IRIH) AEMRIRMEE T RS AIETE
THRI P e A ()8 5 A T 43P FHRFn
.

SREEEO, HHFE.

Planning 2 Al

An Activity responsible for creating one  —{BEEh & FiRA —K S EEE. Bl HHROUB-HSWITHHED. B, &
or more Plans. For example, Capacity REHRE. 2%,

Planning.

PMBOK EREWMHMER PMBOK

A Project management Standard MEREREESGEERBITNERE TEEEFSAHEPNTIEEEIRE.
maintained and published by the B, EREEMERANEES PMBOK X321 B EIZAIREAAR

Project Management Institute. PMBOK PMBOK .

stands for Project Management Body of
Knowledge.

See http://www.pmi.org/ for more
information.

See PRINCE2.

=% http://www.pmi.org/
2% [PRINCE2]

R http://www.pmi.org/ T @41

o W

I, PRINCE2,

Policy

Formally documented management
expectations and intentions. Policies

BUR
EXXHERNEEHEREE. BEEAHA
REIERK. BRRE. BE. AR, F

BR
EXEEMERRMHENEE. BEEAT
BSRK. MR—BUEM ML RAMEHER

are used to direct decisions, and to B, TEMEMZN—HME. BYBR. R 2. FOE. 8. I, T EREHZ,
ensure consistent and appropriate BB,

development and implementation of

Processes, Standards, Roles, Activities, IT

Infrastructure etc.

Portable Facility AIERERTE EERTE

(Service Design) A prefabricated
building, or a large vehicle, provided
by a Third Party and moved to a site
when needed by an IT Service
Continuity Plan.

See Recovery Option, Fixed Facility.

(BRFFEah) B =R MM TEERE. X
BEH. B ITRBEHEEA AT KE,
ﬂﬂ%éﬁﬁﬁ@iﬁ%i’m%ﬁ .

2% [ki§12IE Recovery Option] .
[Fixed Facility |

(BR%K&IT) HE=FRE, EFEMNFH
IT RS EEM TR BB IIAR T H REER
BNt
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Post Implementation Review (PIR)

A Review that takes place after a
Change or a Project has been
implemented. A PIR determines if the
Change or Project was successful, and
identifies opportunities for
improvement.

BRERE

CESERPITENEE. BREBEWR
EEENEREZENY, EHRBEMH
&

LiEFHIFEE (PR)
ELESMBCELREHITHIFEE. PIR
AUHBEEERRERETHY, FERHER
HEHE.

Practice

A way of working, or a way in which
work must be done. Practices can
include Activities, Processes, Functions,
Standards and Guidelines.

See Best Practice.

BT

TEm—TEAR, M TIERTLREERN
AR BERESEE. WIE. IhaE. 2.
Rig5l.

2% [H{EE 75 Best Practice |

SRk

—F e, HMBREMIEAE. =
AL EEIERD . AR TURE. #RAEANE
o

SRR,

il

Prerequisite for Success (PFS)

An Activity that needs to be
completed, or a condition that needs
to be met, to enable successful
implementation of a Plan or Process. A
PFS is often an output from one Process
that is a required input to another
Process.

FRIhSER IR

BEAITHEISURIZRERTI, BAETH
BRI AT SRR . BIISEIR ISR
FERENGY, BEREATERREZNVE
N

FRINBISERE M (PFS)

FETHMEY, AEFTEREHFE U
BREB MK RITRIE. PFS BERE—
MRIEREL, XES—MREFEMNE
Ao

Pricing

(Service Strategy) The Activity for
establishing how much Customers will
be Charged.

ATE
(BRFFERME) AL B P U & 2 RIRYTEEN

Ef

(BRSZHHE) HAE B & P ULELS D AR RYE
.

PRINCE2

The standard UK government
methodology for Project management.

See http://www.ogc.gov.uk/ prince2/
for more information.

PRINCE2
REBFIEESREET AR

# http://www.ogc.gov.uk/ prince2/
2% [EREWMHAER PMBOK]

PRINCE2
KEBUTR TR EEMIRETT .

£ http://www.ogc.gov.uk/ prince2/
THEEHEER.
£l PMBOK.

See PMBOK.
Priority BIEIERF MER
(Service Transition) (Service Operation)  (BRFS#5#%) (ARFFAEIE) ARERIEH. (BREHR (RFIZE) ATHELE.

A Category used to identify the relative
importance of an Incident, Problem or
Change. Priority is based on Impact
and Urgency, and is used to identify
required times for actions to be taken.
For example the SLA may state that
Priority2 Incidents must be resolved
within 12 hours.

R, EEAEEEMMNER. BEIEFEK
BEMMEHRRESBEEMNRAE, AREE
BUTITENFR R M. fBlan: BRFFZERIGER
REFCEUBIEIERF 2 BRULZATE 12 /\EFNAR
Ro

o] B sk 25 B R AT B E MR . SRR A
KIEREMEMZEE, AERBERRT
HETERIRTE . 540 SLA ATUURE: HER
2 BOEIBE WA 12 BT RRR .

Proactive Monitoring

(Service Operation) Monitoring that
looks for patterns of Events to predict
possible future Failures.

See Reactive Monitoring.

FHEIE

(RFFHEE) EENBHRFHURN, LUTERIARR
AIRERM R BIZIT R

2% [#ENX BiZ Reactive Monitoring |

EFEN

(BRSIEE) FHREBHLENAR, LN
R SR BE HH B BB B HE AL
2 L i = 454 -
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Proactive Problem Management

(Service Operation) Part of the Problem
Management Process. The Objective of
Proactive Problem Management is to
identify Problems that might otherwise
be missed. Proactive Problem
Management analyses Incident
Records, and uses data collected by
other IT Service Management Processes
to identify trends or significant
Problems.

FHAHMEER

(BRFHEE) HEEEERREN /M. £
BN B REE IR A B AR AR Rl FT sE A IR A
. THMHEEES RS REM T
RFRZAWEZER, HREEHNEER

.

EHR MBI

(BR&KEE) BRERREN—MMS. 3
R EREE IR AT B AR E A sE IR IR AT )
. EHNEOBEEEIAHENICR, FIA
HE TRSEERZRENBIEREEEH
EXRHEIRE.

Problem

(Service Operation) A cause of one or
more Incidents. The cause is not usually
known at the time a Problem Record is
created, and the Problem
Management Process is responsible for
further investigation.

L]

(BRBHEE) —HSEFHHNBERE. &
EEBSRMBLHEN, HARSHEENEE
FE, FitEEERREaEEE—SNHA
&=,

i) 3%

(BBEE) — IS HERRE. 7
BEREICRA, BERMERE, REME
EREGRE-SHMR.

Problem Management

(Service Operation) The Process
responsible for managing the Lifecycle
of all Problems. The primary Objectives
of Problem Management are to
prevent Incidents from happening, and
to minimise the Impact of Incidents that
cannot be prevented.

A

(BRF4#E) a EEERMEE GBAMRE.
MREEENTE R ENRE, 18
TRl e R TR R ML .

i) B IR

(BREFIEE) AREEFRA EIRAE & EH

Bz, FREEEMEIZERMNERERER
&, EIRTREIE D ITHE S BBBET KA
ma .

Problem Record

(Service Operation) A Record
containing the details of a Problem.
Each Problem Record documents the
Lifecycle of a single Problem.

eI RE 4T 8%
(RF#HE) MELHE S —ERENFAN
7. BEARMELHKALRE—RENEGE

ERRIT R

(BRFEE) SLnMmEEiER. 81009
BHERIEH T — M ERRME R

Procedure

A Document containing steps that
specify how to achieve an Activity.
Procedures are defined as part of
Processes.

See Work Instruction.

BrF

RRECHIEZENFENFTETHRHMG. BFE
ERESTIEMN—ERS .
2% [ T{E$5EE Work Instruction |

2rF

—Ats, ERESHPRIREA T TR
EEH. BFHEXARBEH—ES.

SRITIEES.

Process

A structured set of Activities designed
to accomplish a specific Objective. A
Process takes one or more defined
inputs and turns them into defined
outputs. A Process may include any of
the Roles, responsibilities, tools and
management Controls required to
reliably deliver the outputs. A Process
may define Policies, Standards,
Guidelines, Activities, and Work
Instructions if they are needed.

iz

—HREEIBILREE, BRI REMER
B, RESERSANEEZNERGL. RE
ARESENFTEARIMHEMAE. B
. TREEEEE. RIEFERMEMIEK
. AREE. 4551, EEN. RI(EEEE.

itk

AFRI= B — R GHARE.
RERES IS IEXMN, RAREE
MEREXHIML . RI2A U EEET R

&, . TEWRRENHATHER
=l RIBFLIENEER. frfE. f5f. T
MM ITIERS (MRFR) .

Process Control

The Activity of planning and regulating
a Process, with the Objective of
performing the Process in an Effective,
Efficient, and consistent manner.

FRA=H

FHERSBIRENED, EERRUAN
. FRER-BEAXBITRE.

R4

MPIFFRTENFS, BNRUEH. &
HI—BH A RITRIE.
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Process Manager

A Role responsible for Operational
management of a Process. The Process
Manager's responsibilities include
Planning and co-ordination of all
Activities required to carry out, monitor
and report on the Process. There may
be several Process Managers for one
Process, for example regional Change
Managers or IT Service Continuity
Managers for each data centre. The
Process Manager Role is often assigned
to the person who carries out the
Process Owner Role, but the two Roles
may be separate in larger
Organisations.

ik e

aE—EREHEEEN—(ERE. REL
BB ECSSE. B ARITHIEE.
mERERRERSE. —ERENEHER
R, il SERPOARESMES
BIBR T RAFESE. RIESENARE
ERRERAEAGIEME, EERAEMA
BN, mERHBTHRAEARE.

HEREEITEENAR. REZKEMNSRMT
BIERKFHIENT. MERERIERE
MFTEED . —MRETUEZIREE

2, fiin, SMEPOCTUERETES
e T RSZIEEMERZIE., RIELEMNAR
SERETHEAEGTEMEARCGHAR,
BEZAREALS, BNABAUS T

Process Owner

A Role responsible for ensuring that a
Process is Fit for Purpose. The Process
Owner’s responsibilities include
sponsorship, Design, Change
Management and continual
improvement of the Process and its
Metrics. This Role is often assigned to
the same person who carries out the
Process Manager Role, but the two
Roles may be separate in larger
Organisations.

miEHEEE

—fEfata, & EREREEATSMRE.
REHEENRESS N, RF ¥EE
B, URHREREERNEHELE. R
EREEMACBEREEIRESEAGHA
BE, BEBRKEMMESN, MERBTHE
HARRAEE.

mEFFEA
ARBMRREZIEMNNAR. REMAE
MR EREEE. Rit. EEEMERMAET
HEREREER. BTABREEHRIEESRE
EREEEEABMARMAR, EBERKH
AR, BIAERLUST,

Production Environment

Synonym for Live Environment.

SERE

[ 42 L3815 Live Environment] BIREIE
F,

H IR
ERTEREE Y] 3R

Profit Centre

(Service Strategy) A Business Unit which
charges for Services provided. A Profit
Centre can be created with the
objective of making a profit, recovering
Costs, or running at a loss. An IT Service
Provider can be run as a Cost Centre or
a Profit Centre.

FEAHD

(RRF5SRE) 2B BB AR E. I
EdL e BARRT LR RIERE. A
AR BEARIEIT. ERBHIRME AT
AL ERE L ELE.

FlEAD

(BRS5HCE) A FTR (AR 55 4 2R Ay ll 5540
7. EILFE AR B 8RR BER)E
R A TAET. T RSFIRHERE AT LUE
AR LS FE P LIET.

Pro-forma

A template, or example Document
containing example data that will be
replaced with the real values when
these are available.

At ER

B SR EHIERMRARTE, ATHIEA
HEHIE.

=St

—MEMRSIRGIHE, EhasRGIEE,
{5 IR AT A KRR E B iR

Programme

A number of Projects and Activities that
are planned and managed together to
achieve an overall set of related
Objectives and other Outcomes.

oy

RENFAERMBEREMER, PG
REBH— AT BRLTEE.

mBAEE

WE It ERRm B E, ESR
Wk ERXH—RTBRMEESER.
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Project

A temporary Organisation, with people
and other Assets required to achieve
an Objective or other Outcome. Each
Project has a Lifecycle that typically
includes initiation, Planning, execution,
Closure etc. Projects are usually
managed using a formal methodology
such as PRINCE2.

LES

EXEERENAE, HBEEEMAERE
EELLUZRIFEBZEREMAER. EXH
HMAEGIERA: FE. REL. BT X

FELURAERAERREEEER, §
fH: PRINCE2,

=

IGRTAILELR, MEZMBIRRNECERME
MARMMETEES. S/MNNEHEEGE
H, BEaEEs. M. RIT. XA
BEEREMAE (Fla PRINCE2) &
BINE.

Projected Service Outage (PSO)

(Service Transition) A Document that
identifies the effect of planned
Changes, maintenance Activities and
Test Plans on agreed Service Levels.

HLEIRRTS TR

(RESH9IR) FE— AR S B
AU, HEEED). REERBZRNHR
5l

FritE9ARSS BT (PSO)

(BRS#ER) ATFHRFTITRIREE. 4P
RN 5 329 7 BY AR 55 4% 5 S 89 3T
(=R

PRojects IN Controlled Environments
(PRINCE2)

See PRINCE2

BHBREREE
2% [PRINCE2)

FIIMEPHMITIE (PRINCE2)
£ PRINCE2

Qualification

(Service Transition) An Activity that
ensures that IT Infrastructure is
appropriate, and correctly configured,
to support an Application or IT Service.

&g

RRF5E51%) RI5—BEE, FAZRHEE IT &
EHEIREE. REEEUEEARERS
IT BR#% -

(HE%’;#&) —MiEsN, BHIEMR T EAl
EHMEBIEYFERMES, WEXFNA
B IT BR%S .

2% [#:R Validation % JLIEHIE .
See Validation.
Quality wE B2
The ability of a product, Service, or Efm. BRFS. SURIRAEENIRMATERIEMEMNEE R RESURRBIEETBRMENEN. Fi
Process to provide the intended value.  Jj, fjlan. —{EFEBE4EM, EXEEERITE wm, FEAGNRE AR ERFIRMAE

For example, a hardware Component
can be considered to be of high
Quality if it performs as expected and
delivers the required Reliability. Process
Quality also requires an ability to
monitor Effectiveness and Efficiency,
and to improve them if necessary.

See Quality Management System.

8, jtf—ré‘ﬁﬁﬁ E?—Iif; , AIERAS R
B, RiEmENERIEE NS ELE
71, I?’im%ﬂ’]ﬂé’rﬂiﬂﬂ KM E

2% [ REEE A Quality
Management System |

BTSN, HALUAARERE. REERE
BRIt E RS, FiEiTe
BRI,

SNREEERE.

Quality Assurance (QA) mERE REMRIE (QA)

(Service Transition) The Process (PRT58ER) HWRIEEEREESR. R, (BRE#H) ARMBRTR. RESURED
responsible for ensuring that the Quality 2 aSE 2 I FALEME. FREBREMS N Em TR

of a product, Service or Process will

provide its intended Value.

Quality Management System (QMS) BEERG FREEEEFR (QMS)

(Continual Service Improvement) The FFERTFNE) FRE—RYIMRE &8 (FEmEHH) —ERiE, QR ﬁm%zﬁ,,\
set of Processes responsible for ensuring  RETEARBHITRIRTE TIEERER BZRE, PITHETA TESAF SEMRE, REBW
that all work carried out by an i GERR AT & 2% B A RIS SR 2 % BFRSAR SR
Organisation is of a suitable Quality to

reliably meet Business Objectives or £% [10O 9000 £ 1SO 9000.

Service Levels.

See SO 9000.

Quick Win TRIEBS R

(Continual Service Improvement) An
improvement Activity which is
expected to provide a Return on
Investment in a short period of time with
relatively small Cost and effort.

See Pareto Principle.

(FERPNE) FE—ENEL A2
REFEIERERIN, REEMMARIESR, 2
G AR .

&% [PAELLH Pareto Principle |

(PSS ut) —MhegstiEsh, MizUE
XD B P A TAE7EAE A 18] A A SRR B2 )
R

I Pareto ;%M.
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RACI

(Service Design) (Continual Service
Improvement) A Model used to help

ABEREEER

(BRFSERET) (EERIENE) FiE—@ &
B, iERMAEHSEE. RACIRESE

RACI

(BRFiRIT) CHERSHGE) —MER,
m$ﬁﬁﬂmx%@$u 5. RACIXE “f

define Roles and Responsibilities. RACI (Responsible) . &£ & (Accountable) . iU, B e .
Consulted and informed. 0 i (Consuted), ERnformec B gy .

see Stakeholder. 2% [#EHEA Stakeholder ]

Reactive Monitoring ENEESHE 7 =X B 4R

(Service Operation) Monitoring that (RRFSHEIE) RIE—RREIE, EEHRLEE (BRFIEE) AR BHMEBRITR S

takes action in response to an Event. FHREREIEITED. flan: AIHORIEZETHRE . HIanETEY e TR AR HEE1Edl,
For example submitting a batch job FTRETHUREE, SEHERBLEEITH IEELLEERCRERE.

when the previous job completes, or BEH. N

logging an Incident when an Error . S0 E

occurs. 2% [ £EN%EHE Proactive Monitoring ]

See Proactive Monitoring.

Reciprocal Arrangement BEERH EEMN

(Service Design) A Recovery Option. An  (BR#Fszat) BRRIE. mEASREER (BRE&ID —#ﬁh RE L. BANLELR 8L
agreement between two Organisations  ZUARTHZEIR. flin. BREE=ER M, EERBERTEZER. fiam, 0
to share resources in an emergency. jqﬁllggj%ﬂ’]ﬁﬁﬁ = @—ﬂ@fﬁj@wm

For example, Computer Room space or

use of a mainframe.

Record 4o Ek B3R

A Document containing the results or
other output from a Process or Activity.
Records are evidence of the fact that

BIE— X, RERRESURERERRE
fhEit . AHRRIFHHERHA, EATUR
MAHEFHE. flan: BEREE. SHL

BERESENMERIE TR A,
IEREEINREMELIENE, TURKRN
RFHENX. fl, HiEkE, WEIERSS

an Activity took place and may be %, HEHLHE. WEESR.

paper or electronic. For example, an

Audit report, an Incident Record, or the

minutes of a meeting.

Recovery 'R e

(Service Design) (Service Operation) (ARF%aeat) (BRFZ4EE) AGAARRIEESITAR  (BRFZ®ID (RFEE) BEEDE TR
Returning a Configuration ltem oran IT  FFEEEIATTIERR. TREMNERBEEE SHEITERS. TREMKEETEE

Service to a working state. Recovery of
an IT Service often includes recovering
data to a known consistent state. After
Recovery, further steps may be needed
before the IT Service can be made
available to the Users (Restoration).

SEREHBIC M —BAR. BRE, &
ERERELAER ITRISZA, AHEEEE
— 45 #9452 (E% Restoration) .

ﬁaﬂﬁﬁ'ﬁiuaﬁﬂﬁ’]ﬁ/&&.w wER, 7]
REREA— SRR REI R PRI 1T BRSS
(B -

Recovery Option

(Service Design) A Strategy for
responding to an interruption to
Service. Commonly used Strategies are
Do Nothing, Manual Workaround,
Reciprocal Arrangement, Gradual
Recovery, Intermediate Recovery, Fast
Recovery, Imnmediate Recovery.
Recovery Options may make use of
dedicated facilities, or Third Party
facilities shared by multiple Businesses.

BREIR

(HE%%Z{“H HE%%EF%E’J“‘WE%W%O BR%
% BERH.

JZJAEF?' EPE%TEJ? RETEIR. AR

F. EREEFEATARE. SEEH=Z

Hl],rk_ﬁulﬁ'ﬁ’_,

e 1T

(BRS&IH) MRS TR SR . &AM
MR RME, FoIMEEE BER
H, BSHRE, PRKE, REWE, LA
WE. REIETIALF AEBRE SE
FHEHEE=FRIE.
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Recovery Point Objective (RPO)

(Service Operation) The maximum
amount of data that may be lost when
Service is Restored after an interruption.
Recovery Point Objective is expressed
as a length of time before the Failure.
For example a Recovery Point
Objective of one day may be
supported by daily Backups, and up to
24 hours of data may be lost. Recovery
Point Objectives for each IT Service
should be negotiated, agreed and
documented, and used as
Requirements for Service Design and IT
Service Continuity Plans.

BREBE

(BRFFAEE) 2R PERRIEIR, AT
REAMBRAENE. BERMERNRES
AREZTERMANEFFHIREIRE. f
. BERMBES—AKN, SEEEHE
B34E, RIRRFEGEAREREREE 24
. BB T ERFFMIERE BT ERE.
=, AR, EAERMRIRER TR
RFHETEEMER.,

wE =B8R (RPO)

(RBEE) PHERERSHATEERN
REEE. RE = B ASEET AR B4
R fla, —RuRE = BIRALUSEIS
HE&MBISE, BEILFREAERS 24 A
IR . FOZASI T RSWHE. &g
FMERBIR, FEARS T ITRSE
SR EK.

Recovery Time Objective (RTO)

(Service Operation) The maximum time
allowed for recovery of an IT Service
following an interruption. The Service
Level to be provided may be less than
normal Service Level Targets. Recovery
Time Objectives for each IT Service
should be negotiated, agreed and
documented.

See Business Impact Analysis.

BREEE R

(ARFZ4HE) 21T RIS Z 2 TEERIE
B, AR ERERR. FLENRS
LM RN EERFZREE. S8 TR
BHERREBEEFERE. FE. RBEX
THE-

&% [ZERFB S Business Impact
Analysis |

wEREBHr (RTO)
(RFIZBE) FEEAME ITRENEBHR
KETE) . $REAYAR S A A] LUK T IE % AR
ZRHN Bt NMIZABTITRESHE. XK
FE Rk E Rt iE B FF.

SR SIS

Redundancy
Synonym for Fault Tolerance.

The term Redundant also has a generic
meaning of obsolete, or no longer
needed.

£
$ERAZE Fault Tolerance | BIREIE

B

TH—REELEEN. ITBFE.

TR
AIEHIRE XA,
NE—REAEIHNHFBFENER.

Relationship

A connection or interaction between
two people or things. In Business
Relationship Management it is the
interaction between the IT Service
Provider and the Business. In
Configuration Management it is a link
between two Configuration Items that
identifies a dependency or connection
between them. For example
Applications may be linked to the
Servers they run on, IT Services have
many links to all the Cls that contribute
to them.

MEASEEZRMEANES. AES
ERRER, K% ITIRFREEREEZM
HEE . BEMARER, SRMELRER
Z Mk FSEEE. fln. EAEXMET
EEAMERERAIES. ITIRBMEAER 2
MERIEEES EEE.

ES

RN ASEYE KRB EER. I SE
REEER, =2 ITRFEHE SIS EAE
EEA. aEREERED, EERIMERETHE
BIBRR, MET EMNZBMKBSEE. 5
W, MAREEZEENETRIRS S, 1T
MRS SETA M ST B BENEE T S K

.

Relationship Processes

The ISO/IEC 20000 Process group that
includes Business Relationship
Management and Supplier
Management.

BRIRTE

BE2ERFEREREEREEN ISO/IEC
20000 jfEf24H.

KENRE

ISO/IEC 20000 i7#24H, Bl ESXHRER
FENEEE.
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Release

(Service Transition) A collection of
hardware, software, documentation,
Processes or other Components
required to implement one or more
approved Changes to IT Services. The
contents of each Release are
managed, Tested, and Deployed as a
single entity.

BT

(ARF5E8#) BHEtZE 1T RS E B R ER
REERE. KE. X RE. SEmA
. BITHNEHERAE —HRRETE
|, AR, REE.

Zin

(BRSBEEHR) KiE—ME S M HEER IT AR
SHTERFH—ERRES. 8. RiEm
HedH. SIMRAHARIEA—EME
RHEITER. MiRFEME.

Release and Deployment Management

(Service Transition) The Process
responsible for both Release
Management and Deployment.

BITHNEER
(RFE%) A ERITEBEREEMRE.

RHMEBEERE
(BRSEH ARAHERMMENRE.

Release Identification

(Service Transition) A naming
convention used to uniquely identify a
Release. The Release |dentification
typically includes a reference to the
Configuration Item and a version
number. For example Microsoft Office
2003 SR2.

ZATRAA
(RRF5EsHE) B ITRT A NG 2180, &

THRBEE IR R AARRIE B BT ASERS.
. Microsoft Office 2003 SR2.

RAHRIR

(BRFHH ATFHE—IRRERHHEEN
N, ZFmEFQEE S1ES| Ak EBANARA
2. flan Microsoft Office 2003 SR2.

Release Management

(Service Transition) The Process
responsible for Planning, scheduling
and controlling the movement of
Releases to Test and Live Environments.
The primary Objective of Release
Management is to ensure that the
integrity of the Live Environment is
protected and that the correct
Components are released. Release
Management is part of the Release
and Deployment Management
Process.

BITEE

(RRF5EEm) IRI2 & RS HRERIEESR
ITENRR BAR IR H)IBAE. BITEEME
EEERRER I RIERHTEREUARS
ITIEREAY. BITEEERITRNEEER
2R —ED .

RHER
(BRBFER) ARAK . RHMEHRHH
FMIRFE FIMERIRIE. RHEENEE
Bir =l REFIMNER TREFERP, F
RHERMAL. ZHEERRGMNEE
HRIZR—ARSY .

Release Process

The name used by ISO/IEC 20000 for the
Process group that includes Release
Management. This group does not
include any other Processes.

Release Process is also used as a
synonym for Release Management
Process.

BT

I ZFEAH 1ISO/IEC 20000 5fg4E, Hha
ERITEE. WETESHMBRRE. BT
TRERWERAS [RITEERIE Release
Management Process] HJREI£z.

£
ISO/IEC 20000 # 813E4 i BEIB AT AT
FRRM. ZAFEFEAEERE.

RHEREBERELHERREZME A,

Release Record

(Service Transition) A Record in the
CMDB that defines the content of a
Release. A Release Record has
Relationships with all Configuration
Items that are affected by the Release.

BRITHLSR

(BRF58545) AR E R AR EP RERET
NEMLCH. BITRSKAEAARIER R
BEZIBITHE,

RBILR

(R&4%%) £ CMDB FEXEHAAH
ER. EHIEREZEHEMAMEEER
HAEXE.

Copyright © 2009 by itSMF Hong Kong Chapter

Page 60/ 85

Rev. ITILV3GCRG-P2 1.0 (200905)



ISMF

Hong Kong Chapter

Term and Definition

Release Unit

(Service Transition) Components of an IT
Service that are normally Released
together. A Release Unit typically
includes sufficient Components to
perform a useful Function. For example

BITERT

(BRFSEEHR) IT RFERVARE, BEE—5B%
7. BTETARITERNMG, TEER
RARME. BN —(ERITEMTURE LR
Eis, HOS@EE, KiE. FaE. XU
. FTRAMBTENTRESBHEERRR

BB

(BRS¥HR) BE XM ITRSAS,
RTETBREEENTAAMRNERA
. i, —NEFETAURARN, &

BRREG. TR, X%, FRMAFET
AURTEMIENR, @?ﬁ TIZERF

one_ReIea_se Unit could be a Desktop %, BAS THEREREHEZ%. FOF A

PC, including Hardware, Software,

Licenses, Documentation etc. A

different Release Unit may be the

complete Payroll Application, including

IT Operations Procedures and User

training.

Release Window BITRFER E/mEO

Synonym for Change Window. [ EFEE Change Window] #I[E# TEEOE XA
EE

Reliability CIEES EIEES

(Service Design) (Continual Service
Improvement) A measure of how long
a Configuration Item or IT Service can
perform its agreed Function without
interruption. Usually measured as MTBF
or MTBSI. The term Reliability can also
be used to state how likely it is that a
Process, Function etc. will deliver its
required outputs.

See Availability.

(BRFSsRst) (HERFSHE) —E4ARIER
S 1T BRFSAE£E P U 1B R T sE S0 B 1T H Bk 36
IREIRFRIREZ 2. BE L MTBF =
MTBSI Ri&TE. AIEE—EIRaE R LRAETR
2. MEEE, SMESHEKRES.

&% [A A Availability |

(BRI GEFERSME AUEENR
BINE T RS AT AR BB ITHAETh4ERY
BB E AYEHR. IBEIR MTBF s MTBSI i#
TNE. TEE—IAETRAFIRRRE.
EESREHAEmEATEE.

SRATA%.

Remediation

(Service Transition) Recovery to a
known state after a failed Change or
Release.

FEIE

(RRF5EEm) B2 BHRITRNE, EEE—
BB &R & E R -

M

(RS TEHLHEME. REEC
FHHPIRTS -

Repair

(Service Operation) The replacement
or correction of a failed Configuration
Item.

(BRFHEE) H—ECSRYMARIEREIT
BHRIEIE.

HiE

(BREEE)

Bis Y ER MR EE L.

Request for Change (RFC)

(Service Transition) A formal proposal
for a Change to be made. An RFC
includes details of the proposed
Change, and may be recorded on
paper or electronically. The term RFC is
often misused to mean a Change
Record, or the Change itself.

HEHK

(ARFEES5) —ﬂﬁl#}lﬁﬁﬁﬂ"llﬁﬁ%ﬂa%o —
1Bl RFC B &S BiR:E, ATLIRMA
HEFILLH. RFC — iﬁmﬁiuxmz% (&

ChangeJ

TEIFK (RFC)

(AR5 STHEHITTEMIERIRIL.
RFC ELIERINT BRI, ATLUEASK B
BEXHF. RFC —RZLERIRAREZRET
FIERTELS.

Request Fulfilment BKRER / FKET EKRELT

(Service Operation) The Process (RRFFHEIE) BEEEMERBEREME (RFEE) HREERMARSERNES
responsible for managing the Lifecycle BBy, 3Rk o

of all Service Requests.

Requirement &k BK

(Service Design) A formal statement of (ARFSERET) HRETEKREYIENEMR. (BR%&T) FTEMFAMERIEA. FlanbR
whatis needed. For example a Service 0. ITREZFHRER. BEFR. HHE  SEIEKR, WEERIURIEMFRZ
Level Requirement, a Project FREER{IER. .

Requirement or the required . .

Deliverables for a Process. 2% [FKMA statement of SRFBARILA.

See Statement of Requirements.

Requirements |
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Resilience

(Service Design) The ability of a
Configuration Item or IT Service to resist
Failure or to Recover quickly following a
Failure. For example, an armoured

18 5

(BRF5axat) AEREIA B B IT ARFSRESOHUIE R AL
BIBES], BURMRREIRBIEIRAIBES . B4
Kif, AEBEVHENSGREETIRERR
S

wE N

(BRF®IT) BB T RS BPESTE
BIEEREREMEEST . G, ERBHE
FIE A T AT LIRS .

cable will resist failure when put under SNEE.
stress. 2% LA R Fault Tolerance |

See Fault Tolerance.

Resolution fRR fRR

(Service Operation) Action taken to
repair the Root Cause of an Incident or
Problem, or to implement a
Workaround.

In ISO/IEC 20000, Resolution Processes is
the Process group that includes
Incident and Problem Management.

(BRFFHEE) 1218 B R MR AR B T
RENROITED, EBITERIERIRA RMT
&, ¥ I1SO/IEC 20000, fRRRIEEEE
LR B IR R RAR R A .

(BRFEE) YIEHRESEMARARR,
B ST ML B T R RN T BN
7£ ISO/IEC 20000 #, fRRIRIE R EIEHFE
o) A E R ARIEE.

Resolution Processes

The ISO/IEC 20000 Process group that
includes Incident Management and
Problem Management.

fRIRITAE
B2 HHETE B EEA 1SO/IEC 20000
FAERFAE

R IE
BIRHFEE TR M EHEAY 1SO/IEC 20000

ik s

Resource

(Service Strategy) A generic term that
includes IT Infrastructure, people,
money or anything else that might help
to deliver an IT Service. Resources are
considered to be Assets of an
Organisation.

See Capability, Service Asset.

(BRFERm) —EaS TEMEE. A8,
e, SUTARERBIZ T IT BRI B A%
. ERERAEENEE.

2% [§£H Capability] .
Service Asset |

[RRF5&EE

(BRS3EHE) —FPmAR, €35 IT EARhZ5EH4.
AR BHEHETHITRME ITREHE
. FRBOAMERALRMNTE.

BREEN, REE".

Response Time

A measure of the time taken to
complete an Operation or Transaction.
Used in Capacity Management as a
measure of IT Infrastructure
Performance, and in Incident
Management as a measure of the time
taken to answer the phone, or to start
Diagnosis.

[E] & s

ER—E#ERRZ ZAFMRE. AEEE
EEE, 2 ITERRBERMESR; RES
WMEIRR, OB EASFMAZERRENE

Ho

Nl 7 Bt )

—MEERRIZENXZ S ATER EAIER.
ERETEFRATNE T EMZEHaMN
Bt, AMEEETATNEEREIEHITFG
TR AT E) .

Responsiveness

A measurement of the time taken to
respond to something. This could be
Response Time of a Transaction, or the
speed with which an IT Service Provider
responds to an Incident or Request for
Change etc.

[E] fE L

EEEEA SRR . EAURSE
POERRSR, SR 1T BRI B R A
PEBROLEE.

M) iz 338

— & BN EERERIAT B AYIEFR. XTT
VIR SN AT E, &R ITRESEES
MR M T I R AR .

Restoration of Service RRFSIR R RERIRE
See Restore. 2% [i&J% Restore | SNER.
Restore BIR IR

(Service Operation) Taking action to
return an IT Service to the Users after
Repair and Recovery from an Incident.
This is the primary Objective of Incident
Management.

(RRFSHEE) EEMEEMERE, 4517 IRTS
ERXAERENTE. KAEYEENEE
Big.

(BRFEE) REUTEHELEFINKERE
B, ARPRZTEREN TRS. X2
FREERMEEBR.

Copyright © 2009 by itSMF Hong Kong Chapter

Page 62 /85

Rev. ITILV3GCRG-P2 1.0 (200905)



ISMF

Hong Kong Chapter

Term and Definition

Retire

(Service Transition) Permanent removal
of an IT Service, or other Configuration
Item, from the Live Environment. Retired
is a stage in the Lifecycle of many
Configuration Items.

BRI
(RRF5E54%) 81T RIS H M ARIE R TR

ERIBkAMBR. RERFSEREEE
B A Ry — RS ER

=/

(BRSBEEHR) MEFIMERRAER IT RS
FHEREN. FRARTSREREESE
ARy — N B

Return on Investment (ROI)

(Service Strategy) (Continual Service
Improvement) A measurement of the
expected benefit of an investment. In
the simplest sense it is the net profit of
an investment divided by the net worth
of the assets invested.

See Net Present Value, Value on
Investment.

B EREN=E

(BRFERRG) (FFERFNE) HiEMHER
Wz EE. Bz, RHEEREFER
E IR EEH .

£% [;%IR1E Net Present Value] . [#%
Z{&{& Value on Investment )

HEER (RO

(BREFEREE)  (FREBRSF ) MR FETH
RS . BRI, MERFNSERE
BREUR N B3 =B {E .

SREIME, RENE.

Return to Normal

(Service Design) The phase of an IT
Service Continuity Plan during which full
normal operations are resumed. For
example, if an alternate data centre

BIEIES

(BRFFEET) 1738 T RESFHEGAEPZ—
PR, RTRBREZERHE. 260k
#, BEERAREENTSC, BEEFZRR
RETEENPOEREESHE, EfEITHR

WEER

(BRS3&IT) IT RS ESEIT IR B, 7
LR B R B IE FRIIEIT. Bl WREFAE
T’AHOBEERM, Tt MBS E 8ROk
SiEE, FREFBRBAITRSESE TR

has been in use, then this phase wiill BEEE EEESN. B8E S
bring the primary data centre back into o

operation, and restore the ability to

invoke IT Service Continuity Plans again.

Review BE =15

An evaluation of a Change, Problem,
Process, Project etc. Reviews are
typically carried out at predefined
points in the Lifecycle, and especially
after Closure. The purpose of a Review

RIEHEE. HE. R, EREMFTMGE.
BEHEENEGBEADRRRERE, 55
RUREZE. BEEZBANERBRAAR
BB, URERMENHE.

TMEE. @, RE. W%, WE—M®
EERERNTERRIT, FFHRXAR.
HEMNBMRRREERBTHANZM

., FNHBELHMNS.

is to ensure that all Deliverables have 2% [B{EEF & Post Implementation £ LS HE R B
been provided, and to identify Review |

opportunities for improvement.

See Post Implementation Review.

Rights HEF R

(Service Operation) Entitlements, or
permissions, granted to a User or Role.
For example the Right to modify
particular data, or to authorize a
Change.

(RRFSHIE) B P ERES A BRSNS
FPR. BAMIRER, EXUSEEARIAIER, =
IR BRI

(RFEE) &TFRAPSABHNFIEIT
Ao BlanE s E SR SR E BRIIF .

Risk

A possible Event that could cause harm
or loss, or affect the ability to achieve
Objectives. A Risk is measured by the
probability of a Threat, the Vulnerability
of the Asset to that Threat, and the
Impact it would have if it occurred.

0

WHREHGE. BASIFEERBENSE
. BIERUBBREMMTREE. EEHIL
BZREER. URBERFESNEERY

==Y

R

ARESBUSESIRE. LI B iRk
BIRH. KEEE AR AT RENE . FPE
Itk BB B B S5 LA R 30 SRR S P Y 220
EREE.

Risk Assessment

The initial steps of Risk Management.
Analysing the value of Assets to the
business, identifying Threats to those
Assets, and evaluating how Vulnerable
each Asset is to those Threats. Risk
Assessment can be quantitative (based
on numerical data) or qualitative.

[ TSR

REERMEREER. TEESTEERS
EREE. BRHEEMEE. URMMEE
EEEHELHBRHE. BETHEITUE
EEN ERYEER) HEMN.

R G

REBEENENTER. SEFLSHN
B, BRI EEFEMER, T
EXE RIS ERE . KERITM-ATLE
EE (BETFHIE , HAUREMS.
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Risk Management

The Process responsible for identifying,
assessing and controlling Risks.

See Risk Assessment.

EEEE
BETEE. B RS EMEMTRE.
2% [EBET Risk Assessment |

R &R
FRiRA) GRS B AR

SRR .

Role

A set of responsibilities, Activities and
authorities granted to a person or
team. A Role is defined in a Process.
One person or team may have multiple
Roles, for example the Roles of
Configuration Manager and Change
Manager may be carried out by a
single person.

P

B AL BB — R B BB SEENSUE
. BEERERERS. BAEE L
BMTHSAE, BOKR ARCERYE
@A R — AfHE.

P!

BFAASHERI—EIR T FEHFUA
ABERETEN. — M MARERTUES
e, flMEKEZBNTESEMAER
BIER— AT,

Rollout

(Service Transition) Synonym for
Deployment. Most often used to refer
to complex or phased Deployments or
Deployments to multiple locations.

nE

(ARF5#54%) [#3E Deployment] AIEE
. BEEANEENS EEMBENS it
EHEE.

s Al nt 54
(BRBFR) MEMEINIR. REATEE
RSN ERMBERS M SRIEE

Root Cause

(Service Operation) The underlying or
original cause of an Incident or
Problem.

RARE
(ARF4EE) S BN E RS RIARE .

RARE

(BRFIEE) HFEsE AR A&V
.

Root Cause Analysis (RCA)

(Service Operation) An Activity that
identifies the Root Cause of an Incident
or Problem. RCA typically
concentrates on IT Infrastructure
failures.

See Service Failure Analysis.

RARE 547

(ARFFAEIE) 55 FHE R AR E B E
B). RCA —RREHEHY IT EEZRIBHI KL

2% [BRIEEM S Service Failure
Analysis |

RARESH (RCA)

(BRFIEE) #HEMFESEIMRA R EAE
. RCABEXRE IT BALZRIGHIHE .

S IR SRS T

Running Costs AT 3172 A (Running Cost)
Synonym for Operational Costs [ #:Z i A& Operational Costs| BIEI# EERARIE XA

.
Scalability AMEFE EING:E

The ability of an IT Service, Process,
Configuration Item etc. to perform its
agreed Function when the Workload or
Scope changes.

REIR B E RSB T ARGR TN RERTRE

THEGHSCEE T, ITRS. Wi, B
BWMENTEAENREAEE

Scope

The boundary, or extent, to which a
Process, Procedure, Certification,
Contract etc. applies. For example the
Scope of Change Management may
include all Live IT Services and related
Configuration Iltems, the Scope of an
ISO/IEC 20000 Certificate may include
all IT Services delivered out of a named
data centre.

il

A2, BF. RBEE. AOSEMITHEESE
E. B4Rk, CEEENEBTRESEH
B4 LT IRFFELIEBIAAREIEE ; ™ ISO/IEC
20000 BFEMEE A SHE—ERH 0
FRZATRIFTE IT BRFS .

A2, BF. AL, ARZEERAAGRBIE
E. fflin, TEEBEAMSEERTLIEEREN
SR IT RS FNFE X RYECE LR, 1SO/IEC
20000 TAMERISE Bl ] LA g iR E AR LR
HHETE T RS .

Second-line Support

(Service Operation) The second level in
a hierarchy of Support Groups involved
in the resolution of Incidents and
investigation of Problems. Each level
contains more specialist skills, or has
more time or other Resources.

TR

(RF#E) ZEHEE_KRE, Hgy
AERBYHRERE. SEREEIES
BRAKRE, IFEEESHEHEMEIR.

ke 5%
(BR$KIZE) S SHENMRFBB D
BISAFEPE R, SREAESHEL
e, EBESHMIEARETEER.
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Security S S

See Information Security Management 2% [&MRELEE Information Secuiity ZREEREER
Management ]

Security Management REEE REEE

Synonym for Information Security [ &R £ Information Security FEERETENRE N

Management Management | B[z .

Security Policy REBR REREE

Synonym for Information Security Policy [ E &L £ HK Information Security EEREBENE XA

Policy | W%z,

Separation of Concerns (SoC)

(Service Strategy) An approach to
Designing a solution or IT Service that
divides the problem into pieces that
can be solved independently. This
approach separates "what" is to be
done from "how" it is to be done.

EEEIES]

(BRFERME) (RIE—TERFT R R 1T iR
BHFE, BRICHBENIMFESEHS, %
ERRMR. EEAEEIE [FEHTHN
& What] 8 [#f#1T How] SBAZT#.

KiERSDE (SoC)

(BRSZHHE) —FRITARR A RS T RS
B %, BIRBMIER G EIRE S BORT LA ST
MORME T ERS . XM ERTEM 1t
A7 CBART TR,

Server {RIARZS AR 5588

(Service Operation) A computer thatis  (BRFS#IE) RIEEKBERAHMBIER (REIEE) —MBEMAITEN, ATLURME
connected to a network and provides 3 B4 E IS AT ER. MU EEA R T EALER.

software Functions that are used by

other computers.

Service AR 75 [i&:3

A means of delivering value to
Customers by facilitating Outcomes
Customers want to achieve without the
ownership of specific Costs and Risks.

EMEPRENGER TEAEFHEAHRAN
RIERME, MZHEEAEFHAE .

ARPRENMEN—MFE, EEPTAK
B ERM AT A A ERSFENE
R

Service Acceptance Criteria (SAC)

(Service Transition) A set of criteria used
to ensure that an IT Service meets its
functionality and Quality Requirements
and that the IT Service Provider is ready
to Operate the new IT Service when it
has been Deployed.

See Acceptance.

R F5ER s 2 Al

(BRF5E54%) (RIE—RFIER|, AT AR
TERFBFFSEIREMRE TR R, LR IT IR
RE R BMELEENR TR,

2% [B&l Acceptance ]

RS IUWHRAE (SAC)

(BR&E#) —FE BTHR TRS
WETNREMREBER, FAILHRSAE U
B, ITRSERABRIFEETES.
SR .

Service Analytics

(Service Strategy) A technique used in
the Assessment of the Business Impact
of Incidents. Service Analytics Models
the dependencies between
Configuration Items, and the
dependencies of IT Services on
Configuration Items.

BRFE 54

(ARFFRRR) FAMEHMEETHE ZFHER
#7. BR¥ES A EEE B RETE B Z FIRYHR K
1%, RIT RS ARERAAKLE.

BRSs R

(BRSS M) —F A FIT s xddll 55 2200
A% RESITFREBELNREET 28
RERFR, UK ITRSMEETRY KX

Service Asset

Any Capability or Resource of a Service
Provider.

See Asset.

RAZEE
BRFSIR M E MEMEE N E IR
2% [EE Asset]

R S5 %=
AR SS IR R A RE DI .
SRE.

Service Asset and Configuration
Management (SACM)

(Service Transition) The Process
responsible for both Configuration
Management and Asset Management.

BR¥5 4 E AR R e
(RF5Ei%) AEHEREEEEEEENR

=.

REEFHREEIE (SACM)
(REHH HEREEEMESSENR

=.
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Service Capacity Management (SCM)

(Service Design) (Continual Service
Improvement) The Activity responsible
for understanding the Performance
and Capacity of IT Services. The
Resources used by each IT Service and
the pattern of usage over time are
collected, recorded, and analysed for
use in the Capacity Plan.

See Business Capacity Management,
Component Capacity Management.

RBAEER

(BRFFEah) GFERIFNE) EEEhe &R
T BRFRENERAE. T TRBHER
MARREAREERCE. T URS
i, UHBEHEER.

=N

£% [ZEAREEE Business Capacity
Management| . [HHHEAEEE
Component Capacity Management ]

REAEEE (SCM)
(BRE®IT) GHERFEBH) ARTHIT

RER RIS EMES. K. iERF S
T IT RS (E AR IR —ER BT TE A
MEAAR, UERTAREITL.

SRIEEEEE, HEENERE.

Service Catalogue

(Service Design) A database or
structured Document with information
about all Live IT Services, including
those available for Deployment. The
Service Catalogue is the only part of
the Service Portfolio published to
Customers, and is used to support the
sale and delivery of IT Services. The
Service Catalogue includes information
about deliverables, prices, contact
points, ordering and request Processes.

See Contract Portfolio.

B B 8%

(BRFFaat)  FIEE—(EERESEEIL
#, EREMAEN LA TRFBHER, &
SMLENSARBHIBRTE . IRFS B SHREMFBE
AHRH—EMY, ME—ARREFMENE
B, RRIE ITHRBNHERZMIER. R
BESKESWERANRTIAR. EE. &
MR ATERURFKIRE.

2% [&#I4 & Contract Portfolio |

A=k

(BRSZIT) — MRS HRRIH,
BEXTHAXN ITREMER, SFEH®E
AEEMRS. BSEREMSESTHE—
EEFEFBRIES, BT TRSHHE
EMRZMT. MEBREFEXRFTIMAY. 0
. BEA. THIMRIETEERER.

SRERHEE.

Service Continuity Management

Synonym for IT Service Continuity
Management.

PRFSFHEEE

[T BRFEH54EETE IT Service Continuity
Management | B9[E#E.

BRS5ELIEE IR
IT BRSSESEE R AR XA,

Service Contract

(Service Strategy) A Contract to deliver
one or more IT Services. The term
Service Contract is also used to mean
any Agreement to deliver IT Services,
whether this is a legal Contract or an

RIS &H

(RRF5SRE) MERZ—SZ 1 1T BRFFMEL.
BBFSHHEERER ITREFMEAERE
RS A—EERE LS HSRFFERT
D

RS &

(BRSERR) RE—TIHEM TRENS
Bl. lREER—AERATRTRE T RS
A, Tk REEE RIS RS R
W

I

SLA. 2% A4 Contract Portfolio | SNERES.
See Contract Portfolio.
Service Culture RRFESCiL AR 3Cit

A Customer oriented Culture. The major
Objectives of a Service Culture are
Customer satisfaction and helping the
Customer to achieve their Business
Objectives.

EREmMM. RBXAHEERRR
FRELAENEFEIHLEERR.

HEEFHXK. REXLHNETERRREE
PEEEMBHE AR MR 5 BiR.

Service Design

(Service Design) A stage in the
Lifecycle of an IT Service. Service
Design includes a number of Processes
and Functions and is the title of one of

RRF%s% 5T

(BRFSERET) IT BRFE 2 4 A iB H oh A — B F
. RIS E 8 —EHENRZHEINGE.
EHEZO ITL EERH—EZE.

BR&%it

(BRI 1T BRESE AP H—I M
. REZITEFE—LRIZFINGE, 2%0
ITIL HAE¥Z —RY B FR.

the Core ITIL publications. 2% [ Design) SRt
See Design.
Service Design Package RRF%:R 5T E R%i%it e

(Service Design) Document(s) defining
all aspects of an IT Service and its
Requirements through each stage of its
Lifecycle. A Service Design Package is
produced for each new [T Service,
major Change, or IT Service Retirement.

(BRF5RED) RE—MSZ O, ERIT
BR #5849 B A T [ B EL A A B v S EPE E Y
FRK. MG ERRESEH TR, £2
E. ST RBRERES.

(BRSBiit) —&RIIZHE, EREXT ITHR
SHAEAAUREEGRAHEIMNERNE
Ko M FEBIMIEITRS . EXTESRIT
RS 1EREEE MRS RITE.
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Service Desk

(Service Operation) The Single Point of
Contact between the Service Provider
and the Users. A typical Service Desk
manages Incidents and Service
Requests, and also handles
communication with the Users.

BT &

(BRFFAEE) HRFRMEEREREZEH
BE—ErE0, RFEEERQMEREE
X, HEEREEE.

RS &

(RBEE) RSREFSAF A
Fm. BENRS G S ERK RS IE
K, EHRSRAFHAR.

Service Failure Analysis (SFA)

(Service Design) An Activity that
identifies underlying causes of one or
more IT Service interruptions. SFA
identifies opportunities to improve the IT
Service Provider's Processes and tools,
and not just the IT Infrastructure. SFA is a

BRFE RIS 4

(BRF5RET) —EEE, EMA—sEEIT
BRF5FERRARAIRE, BRIFRI SR T
AR EERELATAMNERE, MAT
PRAR T EFRZRABGEE . IRIFAM T R—E
BRREIRE], B RMEE, MIERHEE
TS AR .

BRSSHEFE 4T (SFA)

(BRI R5—RKE R IT BRE R
HIIRARJR A RES . SFA IRBIBH IT BRER
HEMRENIREMIS, TR T EME
¥, SFA REETEIRE]. EUFTEAIE
B, MARHAEHTHOFIE.

time constrained, project-like activity, SIRAKIEE .

rather than an ongoing process of 2% [IRAJRE 247 Root Cause

analysis. Analysis |

See Root Cause Analysis.

Service Hours BR 5B R BR &5 Rt i)

(Service Design) (Continual Service (BRFSEREET) GFHERIENE) WMEn—EiF (BREEIT) FERREBUHE) HERIMIZ

Improvement) An agreed time period
when a particular IT Service should be
Available. For example, "Monday-
Friday 08:00 to 17:00 except public
holidays". Service Hours should be
defined in a Service Level Agreement.

R, R T RISETRERE AT B —R
mefEl. IR, [E—iEA 08:00 2
17:00 B BERSMN - BRFEREEERZERR
B E AR R

RUHFE T RS E. Flm, “B—21R
F#Y 08:00 F) 17:00 (ARSI 7 .
BB 55 B 8 Rz 1% 72 AR 55 2Rl 198 R 2 S

Service Improvement Plan (SIP)

(Continual Service Improvement) A
formal Plan to implement
improvements to a Process or IT Service.

BRFSERT &

(FRERTSLE) BUMERZS T BRFFH
EXFE.

BR S5 et itxl (SIP)

(PR S ut) MRRs T AR S e g it
BIER X

Service Knowledge Management
System (SKMS)

(Service Transition) A set of tools and
databases that are used to manage
knowledge and information. The SKMS
includes the Configuration
Management System, as well as other
tools and databases. The SKMS stores,
manages, updates, and presents all
information that an IT Service Provider
needs to manage the full Lifecycle of IT
Services.

BR TS RN IR A i

(RRF58E#R) — 4 THEERE, AREEM
HEEA. RIENAEERAAOSARER
Rk, URHEMTHEEERE. RIFMHE
MRGEEE. BB, B3, UREER TR
FIRE BT EEEAEE T RFSESIBRM
FIEE.

RS EINEIR RS (SKMS)

(BR&H##) —ERTEEMIAMEEMNT
EM#IEE. SKMS AR EER AR, iF
AHEIEMBIEE. SKMS 72fig. &8,
BHEE TRSERSEENFREE
B, UEM1EE IT RENENMESE.

Service Level

Measured and reported achievement
against one or more Service Level
Targets. The term Service Level is
sometimes used informally to mean
Service Level Target.

BRF5EAR

B — & ERFFER BRI MRS HEN
BIARSL . BRFFEF R —AERHRIEER A
RETRFZRBE.

L

Xt —TA sk & T AR 55 4R Al B AR 2 Fn ik & 89k
R, HEERIFS, RBZHRH—REH
RAFRTRERH B
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Service Level Agreement (SLA)

(Service Design) (Continual Service
Improvement) An Agreement between
an IT Service Provider and a Customer.
The SLA describes the IT Service,
documents Service Level Targets, and
specifies the responsibilities of the IT
Service Provider and the Customer. A
single SLA may cover multiple IT
Services or multiple Customers.

See Operational Level Agreement.

IRF5 SR

(BRFFaat) GFERIESE) — AN TR
FiRMERER ZEHE. RFEREE
IR 1T BRES, MRBERBE L, B
MR ITIRFFRMEREFHEE. —ERH
ERHEAELE ITRFASEEF.

&% [H#IEZ 7% Operational Level
Agreement |

BREZ KA (SLA)

(BREIZIT) GRS T RERM
BEZPE L. SLA AT ITBRE. i
FTRERANBFFHEMITAT ITRFIRM
BMEFERE. —# SLAATUEFESIIT
REXKSIEA.

SRIEERAL

Service Level Management (SLM)

(Service Design) (Continual Service
Improvement) The Process responsible
for negotiating Service Level
Agreements, and ensuring that these
are met. SLM is responsible for ensuring
that all IT Service Management
Processes, Operational Level
Agreements, and Underpinning
Contracts, are appropriate for the
agreed Service Level Targets. SLM
monitors and reports on Service Levels,
and holds regular Customer reviews.

RABERERE

(BRFFEah) GFERBNE) & HBHBRE
LRmEaRIE, URERELHEEE
. BRFFRER G EWARME T RFERE
. BEEMREURIMNIMEEEELEE
HEREERBEREE. REFRERE
BHMERBERELR, EERRITEFE
&=,

RERANEIE (SLM)

(BRE®IH) GHRERSEBGE) HsthEk
SRR LI R E T X LY YRR .
SLM SIS HRFTE 1T BRSEEIRIE. BE
KA FESRBESYIEMRS R E
FR. SLM MEFIREMS R, FHEHFEH
B P E

Service Level Package (SLP)

(Service Strategy) A defined level of
Utility and Warranty for a particular
Service Package. Each SLP is designed
to meet the needs of a particular
Pattern of Business Activity.

See Line of Service.

RBERESE

(BRFEHRM) M ERBERER LA AIRE
Z . SERBERERRRREINE
HESETIERNER.

2% [ &%|BR¥% Line of Service ]

BRSSHRAE (SLP)

(BRSS M) AFFEMRS 8 XHERD
Bkal. T SLP AT LLH R4 E N 55 IEHNE
AMFE.

SRREL%.

Service Level Requirement (SLR)

(Service Design) (Continual Service
Improvement) A Customer
Requirement for an aspect of an IT
Service. SLRs are based on Business
Objectives and are used to negotiate
agreed Service Level Targets.

BRFSF AR T K

(BRF5RET) (PHERRFSE) M ITRBE
Brmr BEEK, BREFEHTZTREER
EiE BRI A AR BRI LLER SR E A
BRFERBE.

BR R 355K (SLR)

(BRFi&IT) CFEmFSHE) TP TR
SR —FEBIFK. SIR £EFUZHir, B
FHELYEMRSZ R BR-

Service Level Target

(Service Design) (Continual Service
Improvement) A commitment that is
documented in a Service Level
Agreement. Service Level Targets are
based on Service Level Requirements,
and are needed to ensure that the IT
Service design is Fit for Purpose. Service
Level Targets should be SMART, and are
usually based on KPlIs.

BRFEZERER

(BRFEERah) GFERBNE) BRFBRE #®
EHNRBERGET. REEREERE
RIRFFEMFE R, WARFERD T RFFHRA A
LI BER. MBERBE EBHE SMART
RRI, BEEIARMBIEEIEER Bl
E.

BRS5 R 5 B iR

(BREIZIT) GFERSHMED) BREEI
WHIERARIE. RERSEFRETRSE
FEXR, BHRHBIFEITRSHRITHS

By, BREZRF BFREIIZE SMART, BEE
F KPI.

Service Maintenance Objective

(Service Operation) The expected time
that a Configuration Item will be
unavailable due to planned
maintenance Activity.

BRF54ERE B AR

(BRFFAEE) FEEIR—ERRSRE, FAMMRRIR
B 5 814 p AR TR BT AR A R R .

BB S5 4EdR B R

(RFIEE) BTt AL EEREE
IA AT A B Fit e i)
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Service Management RIFERE REEE

Service Management is a set of RIFEE B—HAZEMNAMES, TR REEEE—ETIIMEREN, LIRS
specialized organizational capabilities HHE X RIBEEEEER. ERXAZPRENE.

for providing value to customers in the

form of services.

Service Management Lifecycle BRFSE R4 B HA PR B4 i EHA

An approach to IT Service RIE—RE ITIRFEENFZ, BRBANE —MITRSEENHE RIAEE TRS

Management that emphasizes the
importance of coordination and
Control across the various Functions,
Processes, and Systems necessary to
manage the full Lifecycle of IT Services.
The Service Management Lifecycle
approach considers the Strategy,
Design, Transition, Operation and
Continuous Improvement of IT Services.

i, TEBEEEE. RIEURRGKRIE
FIREIREEE IT IRFFEIRE wiBH. RIFE
BEWEAEE S 1T RFERISRER. 25T
B, EERFERE

BN wEAMENSMINGE. REMAS
Z BT M EE Y. REEREGE
BARTTEETE 1T RS AVAERR . Rt B
EE Rt

Service Manager

A manager who is responsible for
managing the end-to-end Lifecycle of
one or more T Services. The term
Service Manager is also used to mean
any manager within the IT Service
Provider. Most commonly used to refer
to a Business Relationship Manager, a
Process Manager, an Account
Manager or a senior manager with
responsibility for IT Services overall.

BR A4S

—(4%1E, BETE—ENSE IT RIS
EimdEaviEE]. HE%*WEE’JUIEI%E?M&%
RRTTRIFIREENTMELIE. BERE
HRER TRFEELENEERGREE.
TR, B KIEERKE.

IR ZE

HEREE—IFS I T RSB EA
S HRARNEESE. REEE—RALATER
i~ IT RS ﬁl’*]iBE'JEﬁIééEEc =ERT
BRUEZEXARZIE, RIELE,. TPEHEN
HERBKITRENSRE

Service Operation

(Service Operation) A stage in the
Lifecycle of an IT Service. Service
Operation includes a number of
Processes and Functions and is the title

BRF4RIE

(ARFSHEE) 1T IRFS94E B HARY —EIRE FL
RFSHIEEIETF S RIZEIRE, MAR—XK
ITIL #%:0 AR R AERE

REITZE

(BREKEE) IT Hﬁﬂinpﬂﬁﬂqﬂaﬁ—’*ﬂf
EX HE%L*@?E_ﬁtEqmﬁifuIﬁFll:y
(O ITIL AR Z — B B FR o

of one of the Core ITIL publications. 2% [##& Operation)| SHIEE.

See Operation.

Service Owner EE-R=PN REFRBEHE

(Continual Service Improvement) A HFERFHEE) —Efiat, HREFET GFERRE ) RERREEFE ITRE™M
Role which is accountable for the Risass. fatE,

delivery of a specific IT Service.

Service Package RFFEH REa

(Service Strategy) A detailed

(RFFRRE) —F& IT ARFSENF IR, AR

(BRSBEH) MARMBAT PR ITREH

description of an IT Service that is THaErP. —ERFELEEERBEE "‘&ﬁ’“‘* iR, REEEERSENE. R
available to be delivered to Customers.  fn—f&s{ F & #% 0 BR IS0 SIBARTS EQUTAN TR IEECT TR

A Service Package includes a Service

Level Package and one or more Core

Services and Supporting Services.

Service Pipeline RIFERIFE AR &% i@iE

(Service Strategy) A database or
structured Document listing all IT
Services that are under consideration or
Development, but are not yet available
to Customers. The Service Pipeline
provides a Business view of possible
future IT Services and is part of the
Service Portfolio which is not normally
published to Customers.

(BRFERME) —(EE B ES AR, €
FIHETAZ B ESET, BETERES
EFHITRRTS. ERFFERBBRRMEARET
B EERE, RRBESTEETER
4% P RARER S .

(RE &) BURESSHMLTETIHIEL
EERF AT ITRS, BEEFPERGEER
XL T BRSS. BREIBIEIRMEARKATAE IT AR
ZHEWE, BTRFESH—EHS GB
EXAMERLNR) .
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Service Portfolio

(Service Strategy) The complete set of
Services that are managed by a
Service Provider. The Service Portfolio is
used to manage the entire Lifecycle of
all Services, and includes three
Categories: Service Pipeline (proposed
or in Development); Service Catalogue
(Live or available for Deployment); and

BRFFEE

(BRFFHRME) MRIFRMEMEERFRITE
HE. WRBESAREERERBNES
B, IEE3ERE: RERRBFEGR
REFEFEMED); MBS EEER
HATERE R ; RPRIZAYARTS.

2% [BR¥S4AEEIE Service Portfolio
Management] . [&#J4& Contract

R&EHEE

(BRSZHEM) MRSIREBAEREMRS S

. REESHTEEMBREMENE®
B, SF=AEN: RIBE RILSFHF
%) s REBF ERHATLIAREND ;

URERERS

SHRBESER, ARHES.

Retired Services. Portfolio |

See Service Portfolio Management,

Contract Portfolio.

Service Portfolio Management (SPM) RIS A ETE RFLEEEIE (SPM)

(Service Strategy) The Process
responsible for managing the Service
Portfolio. Service Portfolio Management
considers Services in terms of the
Business value that they provide.

(RF5kRE) —ERE, &EEEREGAE
. BBASEEEEMBEENRIFATE
RIEHSERE.

(REE&M) RREERRSFESHRE. ]
FHAERRFR R SMEEEEER
7S

FT o

Service Potential

(Service Strategy) The total possible
value of the overall Capabilities and
Resources of the IT Service Provider.

BRF5ERE

(BRFEHRME) T BRFFIR M BRI AN
BRMAEBEEE.

B35 7 gE
(BRSZHCHE) 1T ARSS IR PRI £ ARRE H AR
REBHRA R EMNE.

Service Provider

(Service Strategy) An Organisation
supplying Services to one or more
Internal Customers or External
Customers. Service Provider is often
used as an abbreviation for IT Service
Provider.

See Type | Service Provider, Type I
Service Provider, Type lll Service
Provider.

BRFs iR

(ARF5oRms) —{EARAIBRRFFIR AR —IEE
BENHAPREIINES, RIFREGEEL
EHEE T RFREENGES.

2% [F—HRERFHFIRMEE Type | Service
Provider] . [ZEZ#ERIBRFFIRMEE Type ll
Service Provider] . [$Z=3RIBRFFIRME
# Type lll Service Provider |

BR S5 1R

(BRSB I m—HE NAERE PN
EPRBRSALR. REREHEERME
T IRSBIRMAHNES.

SN —HRSRED, ZLKRSREH, =
LRSIRHAE.

Service Provider Interface (SPI)

(Service Strategy) An interface
between the IT Service Provider and a
User, Customer, Business Process, or a
Supplier. Analysis of Service Provider
Interfaces helps to coordinate end-to-
end management of IT Services.

BRFREENE

(BRFFRME) 72 T RIFRMENERE. &
F. 2ERESHEHZMONE. RFRE
HENE S BIHERERE 1T BRFF R im ZE iR AY

$:0

BRSSRMEREIEN (SPD)

(BRBHEE) ITRSREBSAFL. B,
W RS R AED. SRS RM
BIEOATHE 1T RS #iR2inERE.

Service Provisioning Optimization (SPO)

(Service Strategy) Analysing the
finances and constraints of an IT Service
to decide if alternative approaches to
Service delivery might reduce Costs or
improve Quality.

B a el

(BRFFERME) 4 1T AR A R F5 0 BR A ek 4
FAERBEENBERTERE A FEAA
IEEmE.

BRSS R {1k (SPO)

(BREEREE) 47 1T BRSS B MF 55 FOBR &I LR
ERBUTRMREHTAE, LUERIEMRA

BRESRE.

Service Reporting

(Continual Service Improvement) The
Process responsible for producing and
delivering reports of achievement and
trends against Service Levels. Service
Reporting should agree the format,
content and frequency of reports with
Customers.

BRF5R &

FERBYE) —ERE aELEME
EEHRFERARMBEORE. RFR
HHAER . NRMEXAREZRLEFHE
E AR ERR A .

BS54k &

(FFEBRSE) S iRIEAR S5 R A0 4 AL FD

RFARERIESREHRE. RERE
RiZ5 & PRIRERBR. AEFRTME
B —H.
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Service Request

(Service Operation) A request from a
User for information, or advice, or for a
Standard Change or for Access to an IT
Service. For example to reset a
password, or to provide standard IT

BRFFEE R

(BRFFHEE) —ERK, EREHKAE.
BHAHE, SEHEKET—E REEER
EA—ME 1T BRF. BIMERTE, SURMIE
EITRBAR—HERE. RIEHKEEH
RFEERE, EFRFERX—EZEFK.

AR5 iEK

(RBEE) APMER. B REEE
ST RS IFEIEER. FIMEEZR. A
A PRERER ITRS. REERBER
BRssEaE, FEERK RFC.

Services for a new User. Service R o ] SIIEKRIET.
Requests are usually handled by a 2% [EKEIT Request Fulfiment ]

Service Desk, and do not require an

RFC to be submitted.

See Request Fulfiment.

Service Sourcing BRA% 5Kz BR %5 3%

(Service Strategy) The Strategy and
approach for deciding whether to
provide a Service internally or to
Outsource it to an External Service
Provider. Service Sourcing also means
the execution of this Strategy.

Service Sourcing includes:

e Internal Sourcing - Internal or Shared
Services using Type | or Type Il Service
Providers.

e Traditional Sourcing - Full Service
Outsourcing using a Type lll Service
Provider.

e Multivendor Sourcing - Prime,
Consortium or Selective Outsourcing
using Type lll Service Providers.

(REEE) REWASE, FLAEE

PERRHERTS, IE R ELASIRTSIRM

#. BHRECRTEEERGET.

PR TR 4 :

o PUEBACIR - PUESLS ZEA0IRT(EFI S —
SRS R R R

o (EAR- BELMMOHE= BN
iRt

o SEEKE - TEM. BAMNERE
RO SME S B S IR BR .

(BRSZ M) REREHMNABIRMMS S
HINELRINERRR S IR (R RO AL RR N T 0
AR5 RMIEFR TR IT. RERME
1&:

o MERRM — ERA—LH - XKMSIRME
BIAERS L Z AR

o fRERM — ERAZXMSREBEE
BRESME

o ZERM — FERAZXMSREBME
2. KAZSUERIeE.

Service Strategy

(Service Strategy) The title of one of the
Core ITIL publications. Service Strategy
establishes an overall Strategy for IT
Services and for IT Service
Management.

BRF5 5 e

(ARFFRRR) =izl ML HARY Y —EE
#, PRFSIRRE A T BRFSHN T RIS EIRE LB
BRRYSERE .

BB 55 A B

(RS HER) %00 ITIL AR Z —BY B FR.
BRESEREE A T IRSHN 1T RBZEEMET S
ZN: A

Service Transition

(Service Transition) A stage in the
Lifecycle of an IT Service. Service
Transition includes a number of
Processes and Functions and is the title

BRF5e %

(ARFFEEI%) IT BRFF RO fviB B By — EIPE ER
PR ESR GRS REINEE, EHRZK D
L AR —EE S .

B 5554

(BR&EE1R) 1T REE GBI EI—DH
B. MEEREFBEAEMRENINGE, FE
=G ITIL HEEY Tz — 8RR,

of one of the Core ITIL publications. £% [#8#% Transition | SRR,
See Transition.
Service Utility AR 535 F R I

(Service Strategy) The Functionality of
an IT Service from the Customer's
perspective. The Business value of an IT
Service is created by the combination
of Service Utility (what the Service does)
and Service Warranty (how well it does
it).

See Utility.

(BRFEIRME) |TERFFRITHRETE, (BB FEEN
RER. ITRBHZEEERBBERBER
AR RIS RERAES L.

£% [EJT Utility ]

(RS NERHAES ITRSHIL
BE. TIREMUIESNERHREZTA RS
it 24> SRS (M) HEE)

3

SR

\

N4
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Service Validation and Testing

Service Transition) The Process
responsible for Validation and Testing of
a new or Changed IT Service. Service
Validation and Testing ensures that the
IT Service matches its Design
Specification and will meet the needs
of the Business.

BRF5HERR RO

(ARF58H%) —ERTRE, & EREERAR

AFER T RIS S ERERATSRAE, EAAR

AEEMEE.

BR S5 A8 36 A0

(BR&FER) ARABFINIRTRIREE T
REHIRIE. IRSEIFANNXHR T RS FF
SHRITIE, FHERLSHTEE.

Service Valuation

(Service Strategy) A measurement of
the total Cost of delivering an IT
Service, and the total value to the
Business of that IT Service. Service
Valuation is used to help the Business
and the IT Service Provider agree on
the value of the IT Service.

BRF5 &

(BRFERm) —ERE, EESEE—EITR
FERVAERLAR, LARABE IT BRASE S B RAR(E
. BRBEERAREMEER ITRBFRHEE
FBE ITBRFFRIEE.

BR T4

(ARSS R ) MR 1T AR SS A9 B R A A R 1%
ITRSB/IEHROSMENNE. RSIT
NATFEENLEF T RSB 1T RS
BN EIER—H -

Service Warranty

(Service Strategy) Assurance that an IT
Service will meet agreed Requirements.
This may be a formal Agreement such
as a Service Level Agreement or
Contract, or may be a marketing
message or brand image. The Business

BRFSRAE

(BRFERME) REE T RFSHHEFK. BR
URERKHE, W BFEERFERES
2, ERITHASHBERR. ITRBFHE
EEEREBRFRUD B ERTE
RERFRE RIFEEME 7)) BAESHTIE

BB S5 Th3

(BRSZECHE) 3 1T BRSS <if B L9 E TR AR
. XATEGRIER AN (FIAR SR
WEERD , WAL EHE RS MmER
%o ITREWIFSNERHRSIA RS
B> SRS (BFmE) HEE)

Mo Ho
value of an IT Service is created by the ; =
combination of Service Utility (what the 2% [{&#% Warranty | S NI
Service does) and Service Warranty
(how well it does it).
See Warranty.
Serviceability BRF5 &8 ATAR S 1

(Service Design) (Continual Service
Improvement) The ability of a Third
Party Supplier to meet the terms of their
Contract. This Contract will include
agreed levels of Reliability,
Maintainability or Availability for a
Configuration Iltem.

(BRFsEah) GFERBNE) E=AHER
RITEHNGRMES, ENEHNKEIETE
HIRRE. AR ESERIERMTT A,

(BRE®IT) (SRS B F=FHE
BRESRERIEN. ZERIEEFEAL
BEMAENA RS, A4 AR

[=]

Al

Shift

(Service Operation) A group or team of
people who carry out a specific Role
for a fixed period of time. For example
there could be four shifts of IT
Operations Control personnel to
support an IT Service that is used 24
hours a day.

SWE

(RRFS4EIE) —{EBFARSE R, hPIERE
BTSRRI AR, flw. ITHEEREA
Bk 4 BELASTIE 7x24 /) NEFHO— I8 IT BRFS .

R

(BR%IEE) —H—PAEREER BHITH
ERBHAR. flm, ATEHEEX 24 /)
EHEARY ITBRSS, ATLUS ITEEEHIAR
AR
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Simulation modelling

(Service Design) (Continual Service
Improvement) A technique that
creates a detailed Model to predict the
behaviour of a Configuration Item or IT
Service. Simulation Models can be very
accurate but are expensive and time
consuming to create. A Simulation
Model is often created by using the
actual Configuration Items that are
being modelled, with artificial
Workloads or Transactions. They are
used in Capacity Management when
accurate results are important. A
simulation model is sometimes called a
Performance Benchmark.

R

(BRFFaat) (@RI E) FiE—ER
1, EEI—EFAER L FRRERIEE S
ITERFZENIT A . RRHREBAE AT LLRAEEHERE,
EBEREHEIRER. REERMNEIEE
ERRERMARIER, #BAENTERS
X 5. ERANAEEEHIFTELER
HEERMEE. BRRXERELSENE

HEEE

(BRF®IT) (HRERSEBUH) —FhEILE
AR M B E IS 1T ARSS BT 0
Ak, MEERALUEEEER, BRIk
teR B sfnFEn. (TEEMBEEMAEAR
B (BAATERBSERS) MEREER
B, SHEBHERREER, ENATE
EEE. TEREFRRAMERERT.

Single Point of Contact

(Service Operation) Providing a single
consistent way to communicate with
an Organisation or Business Unit. For
example, a Single Point of Contact for
an IT Service Provider is usually called a
Service Desk.

E—HiRE 0

(RFHE) REE—H—HrAREAE
BE B, flm, —{ETRIERM
EME—RBFEORERBARGES

B—BKARR

(BRFEE) REHSARS S IREN
F—AHR. G, 5I7TRSREHE—K
RRBERARSAE.

Single Point of Failure (SPOF)

(Service Design) Any Configuration Item
that can cause an Incident when it
fails, and for which a Countermeasure
has not been implemented. A SPOF
may be a person, or a step in a Process

LRSS

(BRFERsD) RE—EERIER, BEXY
‘i*ﬁﬁ‘ﬁﬁ}f’zﬁcﬁﬁﬂ%ﬁéi$ﬁﬁl BRI
ArER—EA, SURESUEHTH—ES

Al gE=—

%%, o T EREEN—EAY.

BEME (SPOF)

(BR%i&T) FEMPERTATRESEME, F A
L}xﬁjhltt+ﬁm‘ﬁa’1&1‘maﬁlﬁc SPOF
AUEZRESFEANPHIA. $B, HEZ
IT ERZe Ay LA

or Activity, as well as a Component of 2% [XR3¥ Failure] SIHE.
the IT Infrastructure.

See Failure.

SLAM Chart RIS SRR R AT B SLAM

(Continual Service Improvement) A
Service Level Agreement Monitoring
Chart is used to help monitor and
report achievements against Service
Level Targets. A SLAM Chart is typically
colour coded to show whether each
agreed Service Level Target has been
met, missed, or nearly missed during
each of the previous 12 months.

(HERBNE) —ERBSRFERR
B, AUEMEREREREEEREZIER
HAE. —1E SLAM #st Bl & LR RIS R
FIRAESLR 12 BA S, SEMEER TE’JHE
BFEMEEESTCER. EMBLIE

o

(BEREHE) —MARS R s Ei

&, FAFHEIREBRSES BirEmfiksE
M é. SLAM B E A RR7ELAETRY
12 MAARBIZHSILFREXREENY
ERIBRZ KA BiR.

SMART

(Service Design) (Continual Service
Improvement) An acronym for helping

SMART

(BRF5RET) (FHEMRBNE) —EHEs. ¥
IR ERBERBENE R E N BEREZ

SMART

(RFIZID) GFEREWH) BIMES
i, BHMTFiCERESR mllfulﬁﬁlﬂzﬂﬂ’]

to remember that targets ip Service 2 E§# (Specific), AJHIE BHrRiz “Bik, ", w47, fEXEFE
Level Agreemep_ts and Project Plans (Measurable), A[i£Z|(Achievable), Bt .

should be Specific, Measurable, BE K (Relevant) FEEFA (Timely) .

Achievable, Relevant and Timely.

Snapshot RER RER

(Service Transition) The current state of
a Configuration as captured by a
discovery tool.

Also used as a synonym for Benchmark.

See Baseline.

(FRF5854%) HMRRIEMESCAEER
ARRE. HAEBRFR—ERREER.

£3% [H# Baseline |

(BRS5%HR) R I T EMAE B R = ATIK

eio

1 FRERRAT B SR
SNEE.
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Source RiR B
See Service Sourcing. 2% [BRFERIR Service Sourcing | SRR KM .
Specification HgE #3e

A formal definition of Requirements. A
Specification may be used to define
technical or Operational Requirements,
and may be internal or external. Many
public Standards consist of a Code of
Practice and a Specification. The
Specification defines the Standard
against which an Organisation can be
Audited.

—EFKHERER. REEFTHARERRK
wriEs B R K, It AT RERNERSIMR
8. R ARRERREEREN[RER
B BIREERAHHEBRRE,

FRMEREX . FEAATEXHASE
TRK, ATLLZRMERSSMREY . 175 A HEAR
AERAT NI FNHTEE R . MTEARYE AT L
AL E AR

Stakeholder

All people who have an interest in an
Organisation, Project, IT Service etc.
Stakeholders may be interested in the
Activities, targets, Resources, or
Deliverables. Stakeholders may include
Customers, Partners, employees,
shareholders, owners, etc.

See RACI.

FIEREA

S —EAL. 8. ITIRFEFFERF
HETBA. MERBEARTREES B1F &
RSER IR REE. HEBEREARTRE
BEP. A1 BE. BE. HEA

3

Fo
2% [HERETEN RACI

FETHREA

S5AR. WA, TREFEFEEMNENFEA
B MIETRARREMNES. Bir, FRH
TR, AEFRATUEERER.
AR BR. FRE. TAEE.

%1 RACI.

Standard

A mandatory Requirement. Examples
include ISO/IEC 20000 (an international
Standard), an internal security Standard
for Unix configuration, or a government
Standard for how financial Records
should be maintained. The term

&
R

SEBSFRIEK. fHlan: 1SO/IEC

20000 (—{EEEPFAZEE) , ¥FH Unix 4ARERIN
IR EATAE, o B TS 40 SR AT A B BT
12, IZEEERFDERIEEASD
ISO 2t # BSI, Fi&kmyEEREBIIRIE.

FrofE

—MeaFlegEKX . BIFEFE 1SO/IEC 20000
(EPFRFRAE) , Unix BB B R ER% SR
RAZ A4 10 R BUTFRE.  FRofE
—iAiE B FEtREEL (f5lan 1SO 8% BSD
EARITAENSHTE.

Standard is also used to refer to a Code 2% [#53] Guideline ] SIiEmE.
of Practice or Specification published

by a Standards Organisation such as

ISO or BSI.

See Guideline.

Standard Change EERE HETE

(Service Transition) A pre-approved
Change that is low Risk, relatively
common and follows a Procedure or
Work Instruction. For example password
reset or provision of standard
equipment to a new employee. RFCs
are not required to implement a
Standard Change, and they are
logged and tracked using a different
mechanism, such as a Service Request.

See Change Model.

(ARF5E5%) —ERARENERE, ERR
mBE, HEE—RRE FTRURE—ERFST
fEIEEE. fl, ZHERSEHREEER
RteHEs. BREEBFIFFTEEESR
K, BEMES —EHGIFTCHRENR, m
BRFFEE K -

(BR&EHIR) MAMENTE, EMRE
K. A ERFIFEFRFHIIEES. 5
W, FREERAHERBIRERE.
RFC FREMIETEFRER, EIMER
TEBHLEIATICRANIRER, BlanARs51E

SREEEER.

Standard Operating Procedures (SOP)

(Service Operation) Procedures used
by IT Operations Management.

SEEXREF
(BRFFHEE) T HEERERMER.

IRAERRIERZF (SOP)
(BBEE) ITEEERXAMERF.
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Standby

(Service Design) Used to refer to
Resources that are not required to
deliver the Live IT Services, but are
available to support IT Service
Continuity Plans. For example a
Standby data centre may be
maintained to support Hot Standby,
Warm Standby or Cold Standby
arrangements.

&z

(BRFEsh) BERER, EFAFTERAXR
IEEIER LARAY ITBRFS, BRATAMRIEIT
IRFSFHETE. . —EEAmERHO
WAL SENEE . BHEESECHEN
ZHE

&M

(BRSiit) ATiERIRAER ITREF
BE, BUATIFIT RS EEMETHIR
R flan, AR EREEESD,
K HEHRER. BERASUSERMEYE.

Statement of requirements (SOR)

(Service Design) A Document
containing all Requirements for a
product purchase, or a new or
changed IT Service.

See Terms of Reference.

TR

(BRFSERET) seHEREE.
IT ARFF T K B934 -

2% [ BRF5EIS R A 15Kk Terms of
Reference |

g E

FKEH (SOR)

(BRS5gIH) —fxesl, P aaxmmx
M. TR ITRSHEAEE K,

SNEEEN.

Status

The name of a required field in many
types of Record. It shows the current

ARRE
ERFLHRESD, —BLERMCRETE.

ERTEFEARIES. . MENEHE

W

WEEBMIERPHEFTRMER. ERBT
THXEED. &, AEFEEGRHAT

stage in the Lifecycle of the associated — Hipy2EiTpEES . B L BTRES .

Configuration Item, Incident, Problem

&

Status Accounting HKRE R K&

(Service Transition) The Activity (758 & Bl BRESEMARE (BR&F#R) ARICRFRESIEETRR

responsible for recording and reporting
the Lifecycle of each Configuration
Iltem.

Byt HHHE’J 1EEEN.

& A BIEARIE

Storage Management

(Service Operation) The Process
responsible for managing the storage
and maintenance of data throughout
its Lifecycle.

REERE

(RFBHE) EERE & BEERHEFRE, U
g B g REEREWER.

FiEEE

(BHEE) AREBEMEEENEGEAY
BIFFREFNLE I BIRAR .

Strategic

(Service Strategy) The highest of three
levels of Planning and delivery

SRmETE
(BRFERME) RBIFNERE CRREME. BTIE.
HEMN WZEFRESER. KRIETE

Rt

(BREEEE) MUNFIZMF=ZRD R,
A, BT RERL. RREEHNE

(Strategic, Tactical, Operational). BEFEREMREMRBRELUER RN  FERLEMKENY, USHAGHES
Strategic Activities include Objective = B,

setting and long term Planning to

achieve the overall Vision.

Strategy AR R

(Service Strategy) A Strategic Plan (Hﬁ?}%aﬁmﬁ) —{EkRg st E SEIZEIEL (BRE RS FAFRUHE Birraa st
designed to achieve defined HEHBE. %,

Objectives.

Super User BRERE BERAR

(Service Operation) A User who helps
other Users, and assists in
communication with the Service Desk
or other parts of the IT Service Provider.

Super Users typically provide support for

minor Incidents and training.

(BRF#E) —EfEREREEMER
&, WBNERARFS AUEM TR MEE
B, BAREREERE SRR/ DB

(BRBEE) BMEMARSREEE TR
SREFMNECHIIRENAR. BEAR
— MR AIEERBPEFNF IR IS
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Supplier

(Service Strategy) (Service Design) A
Third Party responsible for supplying
goods or Services that are required to
deliver IT services. Examples of suppliers
include commodity hardware and
software vendors, network and

35

(BRFEHRME) (RFSEH) BERMUEME
MRERFLUER |TIRFHE=F. HEER
B FEEERIEE RS ERE . A
BiEMHEE. URSBIMELMESE.

2% [JMRERER A4 Underpinning

R
(BRSHEm)  (BRSIH) AFRRHRRMA T

RSAENERSRSHE=T . HER
BlFEEmRARELGT B, REMBEHRE
[CEib/N 25 b2

SRZERR, .

telecom providers, and Outsourcing Contract] . [fFE%E Supply Chain]

Organisations.

See Underpinning Contract, Supply

Chain.

Supplier and Contract Database (SCD) HEFREHNERE HEE5EREIEE (SCD)

(Service Design) A database or
structured Document used to manage
Supplier Contracts throughout their
Lifecycle. The SCD contains key

Attributes of all Contracts with Suppliers,

and should be part of the Service
Knowledge Management System.

(BRFEat) —EERESEEEXE. B
REBBEFSHEFEMREEEFEHR.
HEMREHNENE QRMEREES
HMMBERENE, TEZERBMHEERS

HI—E&RS

(BR&E®iH) RTFERENEEREN MW
BRI BRI . SCD B85
HEBEITHRAERMXERY, HiZE
FREMAEBRREN—ES .

Supplier Management

(Service Design) The Process
responsible for ensuring that all
Contracts with Suppliers support the
needs of the Business, and that all
Suppliers meet their contractual
commitments.

AR &R

(BRF5RED) —(EiRTE, & EMRAEMER
FAMMBASHRERENTE, MARR
BRI ER I EERRIT P S AORTREE .

R IR

(BRE®RID ARBREBEEEITHARE
AR FNSHEE, FAMAHEEIAET
AREIRERIRIE.

Supply Chain

(Service Strategy) The Activities in a
Value Chain carried out by Suppliers. A
Supply Chain typically involves multiple
Suppliers, each adding value to the

HAESE

(RRF5SRME) MtERAEEEDHITH—L&
EE, —EfEREEESSERES, B
Bt e & g hn & M RS R B

{5 R 4

(BRS5HCHE) HER RHITRIMERE T AYE
. HEBEERFRESMEIEE, 8
ArFEmB R SIS E.

product or Service. 2% [{EELEK Value Network ] SLMER .
See Value Network.
Support Group XiB/NH X HH

(Service Operation) A group of people
with technical skills. Support Groups
provide the Technical Support needed
by all of the IT Service Management

(BRFHEE) —BARRTRBERA, XN
MHRMETA IT IR E IR RIRAT X
#.

(BBEE) —HAETWRKEMAR. XIFF
HAFRA TRSEEREREFTENRAXZ
¥

Processes. %% (*i'fﬁ'%fi Technical %m?ﬁ*%iﬂo
; Management |

See Technical Management.

Support Hours X IEHFRE SZHERT i)

(Service Design) (Service Operation)
The times or hours when support is
available to the Users. Typically this is
the hours when the Service Desk is
available. Support Hours should be
defined in a Service Level Agreement,
and may be different from Service
Hours. For example, Service Hours may
be 24 hours a day, but the Support
Hours may be 07:00 to 19:00.

(ARFFRRah) (RASHE) SRS, ==
ZEFR A AE R . BERMER
BRI, SIEREERERTE
BRF5 MR, AT AEE AR TSRS A R
MARRE. Fln: RBFETEREX 24
/e, B8R SCIERFERT 482 07:00 2
19:00,

(BR&FRit) (RFEE) ATARPEMS
PR RS . BEXERS G TR
8], STHERT B Z A AR S5 R A WL T RE S
AIRESREMEARE. flan, RBRFZE R UL
=EX 24 /B, B3FREATEER 07:00
# 19:00.
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Supporting Service

(Service Strategy) A Service that
enables or enhances a Core Service.
For example a Directory Service or a

SR RRTS

(BRFEHRME) —TERTE, REmtAsFRAK
(DBRFS. fBian B $kARFS S E B 14 ARES

SFEERRSS

(BRSZHHE) HERNEIE B LIRSS BIBRSS .
Bl B RARSHHRS -

Backup Service. 2% [PRIFEH Service Package BRmREE.
See Service Package.
SWOT Analysis SWOT & SWOT 2 #7

(Continual Service Improvement) A
technique that reviews and analyses
the internal strengths and weaknesses
of an Organisation and the external
opportunities and threats which it faces
SWOT stands for Strengths, Weaknesses,
Opportunities and Threats.

(BERIENE) — AR R RS AES:
NEBRYIEE: (Strength) EL55E, (Weak) F04h
K= (Opportunity) BLEZ (Threats) .

(FFERR S st) —MEEMS ALK

BB MEE, UREAEIEHIMNBISFIE
7k, SWOT REFMBE, 8, M
BB

System

A number of related things that work
together to achieve an overall
Objective. For example:

e A computer System including
hardware, software and
Applications.

e A management System, including
multiple Processes that are planned
and managed together. For
example a Quality Management
System.

e A Database Management System or
Operating System that includes many
software modules that are designed
to perform a set of related Functions.

E¥

—LEFARAMEY, HRIELUZEEREZ,

f5uan

o —EEMAKCIEERE. MEMERRE
=x.

o —EEEARML, BIEH—BRERSEN
ZEGE. MREEERSR.

o —EERETEAGIEEERS, 8
HRANBIT—EGHNIEEAR S e
4.

R4

WEHEXNEY, BNERZHE
FRo f5l40:

o HEHN RGEIFEREHIELARZRF-

o ERAGZETEE N —EITXIFIERHR
. flREERAS.

o HIREERAFIRERFEFBITSRMY
Bk, e BT —RIIREXIIRE.

N:RS

System Management

The part of IT Service Management that
focuses on the management of IT
Infrastructure rather than Process.

RigEm

ITARFFEIRRI—ERD, BIER 1T BMRAEE
BHRIREEHE.

RGEI
IT RS EIBHY—ARSY, KT IT BRI

FRITIEMNEE.

Tactical

The middle of three levels of Planning
and delivery (Strategic, Tactical,
Operational). Tactical Activities include
the medium term Plans required to
achieve specific Objectives, typically
over a period of weeks to months.

BT
REIFOLEX CRREIE. BATIE. #E 1) =8
ZMPPEER. BEHESEEED

BEBEFEMNHHE, BEFEEER
BERHAZIHA.

AR

MERZAH =R P (BRERME, AR, 2
17) PERA. HAENEEZIEE R
PRI, —RREEAZHA.

Tag

(Service Strategy) A short code used to
identify a Category. For example tags
EC1, EC2, EC3 etc. might be used to
identify different Customer outcomes
when analysing and comparing
Strategies. The term Tag is also used to
refer to the Activity of assigning Tags to
things.

ZH

(ARFSHREE) —EEE RS, #WARERE
Al flan: #Z% EC1. EC2. EC3, E#&%H
B LR BERE, AR TARNEFE
. ZEHEEFEBATIEHEMERESHN—
1EEEN.

FRiIR

(BRE B FATFIRAIZEA BB R, fl
W, ESILEERERT, ATLLARRIR
EC1. EC2. EC3 ZirARRIMERLER.
FRIR—IAE A TS AR ERESN .
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Technical Management

(Service Operation) The Function
responsible for providing technical skills
in support of IT Services and
management of the IT Infrastructure.
Technical Management defines the
Roles of Support Groups, as well as the
tools, Processes and Procedures
required.

e

(BRFSIEE) IS BT s R AT M3 B LA 1B
ITARFSFA IT B R REETE. SN EEERY
BHANAEURAENIE. #RiEMmE
F-

BAEE

(BRBEE) ARRHEIREE, USFE T
BRS5F0 T ERZAMEIRHITNRE. RAERE
EXTXHEHANAS, UKMENIR. &
BRERF.

Technical Observation (TO)

(Continual Service Improvement) A
technique used in Service
Improvement, Problem investigation
and Availability Management.
Technical support staff meet to monitor
the behaviour and Performance of an
IT Service and make recommendations
for improvement.

BB A

FHERBUE) —BRW, WAERFR
E. FRERTHAAMEENEN. KX
BABEE ITIRBHITAEEN, HRHK
EEE.

HARYE (TO)

(FEmEsuu) BTRSME. BEHR
AR EENSE. RAZFARLR K
WIT RS HITATOMERE, ARRHSHME
o

Technical Service

Synonym for Infrastructure Service.

BT RRTS

[ B 22 BRF% Infrastructure Service |
IGESCR

RS
E b BR 55 B 8] i .

Technical Support KW iE BAZH

Synonym for Technical Management. [ #7E I Technical Management] B  #HAREIRHIE .
BEEC

Tension Metrics RNIRE TR

(Continual Service Improvement) A set
of related Metrics, in which
improvements to one Metric have a
negative effect on another. Tension
Metrics are designed to ensure that an
appropriate balance is achieved.

(FREMRTS L E) —EMRRMIER, BHER
P—EEFEFHECERFAESE. K
HIEIRH AR AT R FERAEIE A IE 2 Y191

(FEmESBuH) —EMXBER, dEp
—BUEHRR M S — N B AR EEmE. F
R AR AT U RIA RS S 1 T 1.

Terms of Reference (TOR)

(Service Design) A Document
specifying the Requirements, Scope,
Deliverables, Resources and schedule
for a Project or Activity.

BR 5 EERE AR AR iR K

(BRF5Ea) BIE— X, ERBERIE
BzFHK. €£E. RTIRE. FiREFTE
%,

SE &% (TOR)

(BREIZIT) —Mscty, EPiERigHTS
k. SEEL. XY, FIREFI B SGE SR ET
N

Test

(Service Transition) An Activity that
verifies that a Configuration Item, IT
Service, Process, etc. meets its
Specification or agreed Requirements.

See Service Validation and Testing,
Acceptance.

B

(RTF5EER) FIe—T8RE), TWHAZAERIE
B. ITHR#. RESHTSHSIIHENSE
2% [ BRFSHERE & Al Service Validation
and Testing] . [B§4 Acceptance |

izt

(BRBER) MBEEW. ITRSE. REE
ERIRB TR A EEKATES.

SRS FMIK, Bk,

Test Environment

(Service Transition) A controlled
Environment used to Test Configuration
Items, Builds, IT Services, Processes etc.

RS

(BRF5854%) (R —EZITHIRE, AR
AMAERRIER. BE. TRBERE.

MR R

(BREHFIL —PRATFMNREER. WiE.
IT RS . RIZHEWATIRINE.
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Third Party

A person, group, or Business who is not
part of the Service Level Agreement for
an IT Service, but is required to ensure
successful delivery of that IT Service. For
example a software Supplier, a
hardware maintenance company, or a
facilities department. Requirements for
Third Parties are typically specified in
Underpinning Contracts or Operational
Level Agreements.

®=H

A, B, T2 TREZREER
EEPRE—T, ERENZM ITREH
E89. flan. BERMER. BREELR.

WEEET. BE=ZFRIFER, BETH
TESMNEMEFE R & A AE F AR TR D

E=h

FREFEXT ITBRSSHIBRS KA E —
7, EXERHBRENZNZ TRSFALHE
I A BURSELE, Gl AR . &
YR N R BORTERR T, ME=ZFRIER—
BREESRISEER B FRE-

Third-line Support

(Service Operation) The third level in a
hierarchy of Support Groups involved in

=RXE

(BRFFIEAE) B AR R B E 2 SR RHE
RETHE=EE. S-EEaETENR

=X

(BBBEE) £S5 5HEMFRRTEETR
BIXIFHERPME=R. BRETESH

the resolution of Incidents and B, EEESZRREIHBEIR. BlFEE, HEHEZHREHEEER.
investigation of Problems. Each level

contains more specialist skills, or has

more time or other Resources.

Threat BE B

Anything that might exploit a
Vulnerability. Any potential cause of an
Incident can be considered to be a
Threat. For example a fire is a Threat
that could exploit the Vulnerability of
flammable floor coverings. This term is
commonly used in Information Security
Management and IT Service Continuity
Management, but also applies to other
areas such as Problem and Availability
Management.

HTREIRE SRR MERE . FHMEME
EREHAHELEE. flm, XEBE,
RS TREBE S MHIRIEENSEE. ERH
BEREEMRSEEN T RBFFESE,
R E AR MEEN T A SRS
EEb

R AT REFI AR AR S5 1 RO 4 . BBRRY(EMTE
HERERLUAL 2B B, KRZEFLL
T S AR BRI IR BB . ZARIEE
AT EERLEEM TRSESEEE,
EEAFEEE, FlmEEneRLeE
I,

Threshold

The value of a Metric which should
cause an Alert to be generated, or
management action to be taken. For
example "Priorityl Incident not solved
within 4 hours", "more than 5 soft disk
errors in an hour", or "'more than 10
failed changes in a month".

EaSHE

—(EERMEE, EERMBENESE,
EEBITEROBIT. Bl [BREZFR1IH
EHURATEMNRNBRRR] o (1B
NERLE 5 R EREER] . [—EAN
iR 10 REMMERE] .

H{E

ATLLS| R S E SR ERITRRIEARE. 5]
W “4 BT RRBEREIAERA 1 B

BE” . “1/NETAHEIL 5 RMEER &
“—AA MBI 10 RERBHITE" .

Throughput

(Service Design) A measure of the
number of Transactions, or other
Operations, performed in a fixed time.
For example 5000 emails sent per hour,
or 200 disk I/Os per second.

RIEgEE

(BRFSRET) Bie—TEEH, BEEEMN,
T HBEHMIRENEE. HlW, S/BE%
5000 EFEH, SEH 200 ERLFREN /5
H.

EHE

(BREI&IT) XHEREER B RHRITRIZ S8k
HEEEHEMMNE. Fim, S/ Kk
5000 #E-FERE, SEEH 200 RHE 2N
N R,

Total Cost of Ownership (TCO)

(Service Strategy) A methodology used
to help make investment decisions.
TCO assesses the full Lifecycle Cost of
owning a Configuration Item, not just
the initial Cost or purchase price.

See Total Cost of Utilization.

BB
(BRFFREG) (RIE—TE A, FLAEBNH
ATIREIREK . PEEMERNARTEEA — AR
BEEWBEAMEA. MAERAMAS
REBIELE.

2% [{EF4#EM A Total Cost of
Utilization |

BIEBERA (TCO)

(BRS5 M) —F AT # BN E R FIRE
Fiik. TCO HEiABERENMEMEME
AR, TNERHIMASCR NS,

SRS IER A
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Total Cost of Utilization (TCU)

(Service Strategy) A methodology used
to help make investment and Service

EzEh PN

(BRFFHRME) (BIE—TEA A, FLIEENE
AT E R RIRAIRSE . (E AR ANRTER

BIKERBA (TCU)

(BRS5HME) —F AT BIHIE R EFRS
RMPRKH T % . TCUIREEFER ITAR

Sourcing decisions. TCU assesses the full  gEZ{ER IT IRFS4E 4B IR BAS LR EERE SRR .
Lifecycle Cost to the Customer of using N ) )
an IT Service. %% (#ﬁﬁ.@%ﬁkzk Total Cost of %*F‘L.Es%ﬁﬁﬁkzko
_ Ownership |
See Total Cost of Ownership.
Total Quality Management (TQM) *EHREEE LEHREEE TQM)

(Continual Service Improvement) A
methodology for managing continual
Improvement by using a Quality
Management System. TQM establishes
a Culture involving all people in the
Organisation in a Process of continual
monitoring and improvement.

(FFEMRIFNE) FRiE—EA %W, FAm
BEBRAGREEFHELE. TQM B —
Bk, FEEASTEASREERE
B ERIRED,

(FEmESHE) —MIARETERE,
BIRESBIHR A E. TQM B 7T —#3
., MEAAAMFEARBSSESEE
EU $id: b

Transaction

A discrete Function performed by an IT
Service. For example transferring
money from one bank account to
another. A single Transaction may
involve numerous additions, deletions
and modifications of data. Either all of
these complete successfully or none of
them is carried out.

x5

BT BRISBITEERITIRE . 0. R—IER
ITIRFHERS —ERF . BEXSHFEE
AL HEmEm. MERFES, EMERE
FTEHITHII, ARLWHNIT.

x5

IT RS BUTHITRIELTINGE. BIaNIGsRMIRIT
H— PP EE S —WA. —EX 5L
BEMBIRTSIEMINIE . FFEXLR
EREMINTER, HEEBFAIT.

Transition

(Service Transition) A change in state,
corresponding to a movement of an IT
Service or other Configuration Item
from one Lifecycle status to the next.

it

(RRF5E8%) RE—E T RFAREENE
B, SRHMAREEH—EEGEKE
BT — Bk

®E
(BREEER) KEMME, BT ITRS

FHEEEBIMA— M E G ERAREEE 5 —

Transition Planning and Support

(Service Transition) The Process
responsible for Planning all Service
Transition Processes and co-ordinating
the resources that they require. These
Service Transition Processes are
Change Management, Service Asset
and Configuration Management,
Release and Deployment
Management, Service Validation and
Testing, Evaluation, and Knowledge
Management.

LLEcTSE IR 7

(BRF58854%) EERRE & ERAMAREE
]iRE, RIBHELREMENER. EL
RFFERRiEERENEE. MFEENAR
B, BITHHBBSEIE. RFHEDEBR.
APE AT

HRAX 5309

(BRS3¥EHR) fASTMXIFA IR &S ARz An
MEAENRRZRIRE. XLRSEHRR
BERLTEEE. REEFMREEE. X%
EMEBETR. RSEILFAK . FNFEDR

$:0

Trend Analysis

(Continual Service Improvement)
Analysis of data to identify time related
patterns. Trend Analysis is used in
Problem Management to identify
common Failures or fragile
Configuration Iltems, and in Capacity
Management as a Modelling tool to
predict future behaviour. It is also used
as a management tool for identifying
deficiencies in IT Service Management
Processes.

BB SN

(FFAERTSILE) TSR LR R B4R
BARIERRE . B2 2T AR EEEEEA—
RMREMIESRSERAERIEE, RESEEE
ERTRRARRITAMER TR, EHENH
AT R EEIRIERANERETLR,

BB SN

FERSHH) SHMEUABESHEAE

KA. EESMTATFEMERE, UHE
ERMEESRBNEED, EFEEREYD
RIEER T AERMMARIITH. EERE
EWTRME IT IR S5 EMRIRIZ PRI

Copyright © 2009 by itSMF Hong Kong Chapter

Page 80/85

Rev. ITILV3GCRG-P2 1.0 (200905)



ISMF

Hong Kong Chapter

Term and Definition

Tuning

The Activity responsible for Planning
Changes to make the most efficient
use of Resources. Tuning is part of
Performance Management, which also
includes Performance Monitoring and
implementation of the required
Changes.

A

AR, BHRENEIR—5.
ME AR 2 E R R b

B EEE

W
SEMEE, UET R M B AR
. BERIEERN IS, TOEH
B E RN LTSI

Type | Service Provider

(Service Strategy) An Internal Service
Provider that is embedded within a
Business Unit. There may be several
Type | Service Providers within an
Organisation.

E—HERBRME

(BRFERME) WARERFFIEME, WMEELE
BRizN, E—HEANTTAEIFREE R
BRIRME.

—ERES R

(BRSSEEE) Nl 558017 B PO BRAR 55 it A
. —MAARTFES M —ERS RS
.

Type |l Service Provider

(Service Strategy) An Internal Service
Provider that provides shared IT Services
to more than one Business Unit.

E_HBRBRME

(ARFSHRES) NEIRFFEME, BESER
IT BRFS A6 — B _ERYZIE B AL,

THRSIRME

(BRI AU SHITREHEZ 1T
R S5 B R BRAR S5 IR 17 -

Type lll Service Provider

(Service Strategy) A Service Provider
that provides IT Services to External
Customers.

HRBRARMEE

(BRFEERME) 1245 T IRFFARSMERE P O ARTS
RIfE,

ZHRSIRME

(BRS5HEE) A oNERE PR IT BRSS RIBR S5
R

Underpinning Contract (UC)

(Service Design) A Contract between
an IT Service Provider and a Third Party.
The Third Party provides goods or
Services that support delivery of an IT
Service to a Customer. The
Underpinning Contract defines targets
and responsibilities that are required to
meet agreed Service Level Targets in
an SLA.

SMERIEIER &40

(BRFFEah) 1T BRIFIRMEME = ERE
HEH. EZHERIRHEYSRIEUIE
RIFHBEFEITRTE. IMBREFENER
EZEERBEEREEACENBRRE
£.

¥#EER (UC)

(BRSBID) IT RSRUEESE=AZER
AR, EZAREFPRBIREITRSIMH
BmIRS. XESFREXTIEE SLA #H
LIEMBRS R BT E N BRI {E.

Unit Cost

(Service Strategy) The Cost to the IT
Service Provider of providing a single
Component of an IT Service. For
example the Cost of a single desktop
PC, or of a single Transaction.

BT A
(ARFERME) 1T BRFFIR B TRtz B — 1T

BRASAR R A . flan: —ERR LB PCHY
B, HREEZTHHHA.

B

(BRSSELER) 1T IRSFIZEBRME— NS R
IT RSATHBIEAE. flan—FEEXNH—E
R B,

Urgency

(Service Transition) (Service Design) A
measure of how long it will be until an
Incident, Problem or Change has a
significant Impact on the Business. For
example a high Impact Incident may
have low Urgency, if the Impact will not
affect the Business until the end of the
financial year. Impact and Urgency are
used to assign Priority.

(ARF5E8H%) (RFSEGEH —ERREERME
B, SR, BEIEEREE, HIZE
TEAFHEMBEER. flm, —ESEE
MEY, NMREEEIEHEEFERTETE
FEZE, BETILUARMEIRE. &
BNESBEERARAEREIERF.

R2E

(BRB#ER)  (BRSF&H) MEBHME. B8
FEEZ AW ZE=EERMHME. 5
W, MRHEIMERFSEMmEAS, W
MKBEFE AT BE R R IRE IR, IBEMRER
MEXEIZMENZSE.

Usability

(Service Design) The ease with which
an Application, product, or IT Service
can be used. Usability Requirements

are often included in a Statement of
Requirements.

Z R

(BRFgaxst) R, EMADIT RIS
WESERAWEE. TANEKEEHES
EFKRAD.

Z R

(BR&EIRIH) HA. 3T RSELRE
WMER. ZRAMEREEESEFTKILH
H.
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Use Case

(Service Design) A technique used to
define required functionality and
Objectives, and to Design Tests. Use
Cases define realistic scenarios that
describe interactions between Users
and an IT Service or other System.

See Change Case.

EdEESL

(BRFFERD) (RIE—TERWT, WMARERMR
FUREFBE, URERHAR. EREME
HHEEMIER, LUERERE T RFHE
fth R B EIER .

f& LA

(BRIt —MATEXRFEINEEME
iR, RIRHIIREI 3% . ERAEBEXT
XMESR, WATHARS TREIEE
R EMEEER.

SREEZRG.

User

A person who uses the IT Service on a
day-to-day basis. Users are distinct from
Customers, as some Customers do not
use the IT Service directly.

fEmE

HEER TRBHA. FRAEFREFZHER
ERERRLEEFIEREEER ITRH.

AR

BEER TRSHA. ARSEREFRA
B, EhRLR A REEER ITRS.

User Profile (UP)

(Service Strategy) A pattern of User
demand for IT Services. Each User

fEAERE

(RRF5SRME) —TERRAE, RTERFHEN TR
BERKHEE. SEEREHFEEE IS

ARZER (UP)

(BREHBE AP ITRSH—MEKRS
X FMTHAPEREE- IS MUEED)

Profile includes one or more Patterns of  {B&IBEENIEEE. E .
Business Activity.
Utility ¥A F

(Service Strategy) Functionality offered

(ARFEIRMG) —LeThgets, MERSUMAAIR

(REHE) ~RIMSABEHERE

by a Product or Service to meet a HEURRHHFE. YREEEMES [T RENDIRE. TRELEHEEN Mt
particular need. Utility is often BeM it EE] . 27
summarised as "what it does". R .
2% [BRF%A Service Utility ) SRS
See Service Utility.
Validation e I

(Service Transition) An Activity that
ensures a new or changed IT Service,
Process, Plan, or other Deliverable
meets the needs of the Business.
Validation ensures that Business
Requirements are met even though
these may have changed since the
original Design.

See Verification, Acceptance,
Qualification, Service Validation and
Testing.

(RS FE—ETE, RRFOSE
B0 T HRFF. A7, SHEISCHARZAARH
SEERE. HRTRRLEERERE,

£ R [Eg#¥ Verification] .
Acceptance| . [&#
Qualification] . [BRFFHERR B
Service Validation and Testing ]

[ BRUk

(BRSBEEHR) MRETRISIRERY IT RS
iz HHEERTHERLSFEMNE
. BRI UBREMEL S F KBRS
RiITEFRECENTHEEHR.
SOIIE, Wi, FREE, REWIEFD
.

Value Chain

(Service Strategy) A sequence of
Processes that creates a product or
Service that is of value to a Customer.
Each step of the sequence builds on
the previous steps and contributes to

fE{EE

(BRFERME) —FIIMRE, BAEHER
FEENERSRSE. FITHESHET
TR BRERLE, BTHBEERIRS
B &R

MEHE

(REH&E) BEBEIENERPENENTR
RFH—RIIRE. RINBNITREK
BRI SR, AR RERS MR

g

the overall product or Service. 2% [{BEM% Value Network ] SILMNER.

See Value Network.

Value for Money REEE YEFE

An informal measure of Cost —RBEEXMBANENER. REBEE MEAYENFERNESZ. YERELE
Effectiveness. Value for Money is often ERERNEEMIRIEAS R LR, FESWEARRIMALLE

based on a comparison with the Cost
of alternatives.

See Cost Benefit Analysis.

&% [ RAMEE S Cost Benefit
Analysis |

S AR ST
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Value Network

(Service Strategy) A complex set of
Relationships between two or more
groups or organisations. Value is
generated through exchange of
knowledge, information, goods or
Services.

See Value Chain, Partnership.

fEER

(AR TSR BE) Wﬂﬂ_ﬁ.gﬂﬂgﬁﬁ_ﬁ*ﬂ%ﬁﬁﬁﬁ
HEHEAS. BESEBMFE. 0. YR
SARFFRI IR EE

&% [{&{@%E Value Chain] .
Partnership J

[ B 1EF

NER

(AR ER) A% MHIPASER 8 & 2
H—RIIXFR. MERBIRHBAR. &
2. BmBREmAEER.

SRIMERE SEREXER.

Value on Investment (VOI)

(Continual Service Improvement) A
measurement of the expected benefit

REEE

(FFEMRISE) —TER%E, AEEHREN
B . REBEARNEEMFHEER

R ZEME (VO

(GREERRSE o) 3 R FRHA R E .
VOI ZEMEMERMKLE. SRR ERR

of an investment. VOI considers both B NTEF . %=,
financial and intangible benefits. N
2% [ EHMME Return on
See Return on Investment. Investment |
VariableCost & EEIRA A R AR

(Service Strategy) A Cost that depends
on how much the IT Service is used,
how many products are produced, the
number and type of Users, or something
else that cannot be fixed in advance.

See Variable Cost Dynamics.

(ARF5RME) —FERAR, BUREE DHEMN
TRFHER. ZVEMRBEL, EREY
BHMER, EHMTREELKEEHM

.

Dynamlch

(BRSHRE) —FBAR, ERE ITRSH
ERE, FRNEE. BPBESMART
RETEMABENEE.

S0 AT R ARIFS

Variable Cost Dynamics

(Service Strategy) A technique used to
understand how overall Costs are
impacted by the many complex
variable elements that contribute to
the provision of IT Services.

------- LI AR

(BRFFHRME) —TERM, FARTHRITRFE
ERRE RS SN ERER AN E.

A AR BB S 4 4

(BRSBHEME) —M7%, AT TRITSER
BAEEZ GREIT RS M
B,

Variance

The difference between a planned
value and the actual measured value.
Commonly used in Financial
Management, Capacity Management
and Service Level Management, but
could apply in any area where Plans
are in place.

FEERERAEEZENARE. BERAE
MHEE. AEEEMRGERER, BE
ERAREREMER.

=R

HRMESZNNERMNES
EIE., REEEMRESLINETE, B
BT AR e E M.

. BRATMS
5 Rz

Verification

(Service Transition) An Activity that
ensures a new or changed IT Service,
Process, Plan, or other Deliverable is
complete, accurate, Reliable and
matches its Design Specification.

See Validation, Acceptance, Service
Validation and Testing.

EasE
(ARF5E84%) —EEE, MARMMEEN

ITARFE. iE. FTEEHMZFIEERR
B, ERE. o%, LEFEREHRE.

2% [Eg#% Validation| . [Eglg
Acceptance] . [RRFEHEZELRIE
Service Validation and Testing ]

Cirah
(BRSBEEHR) MRETRISIRERY IT RS

iR HHHEERTYTEE. EH. TE
MHFERITHTEMER . SRAH, 1YL,

BRSAEIEFOMI o
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Verification and Audit

(Service Transition) The Activities
responsible for ensuring that information
in the CMDB is accurate and that all
Configuration Items have been
identified and recorded in the CMDB.
Verification includes routine checks
that are part of other Processes. For
example, verifying the serial number of
a desktop PC when a User logs an
Incident. Audit is a periodic, formal
check.

EnE g%

(BRF5884%) —L&RE), GERFRAEERER
EhERERYE, BMBERERHEH
MRS ERE. REEIFITE
®BE, BFEEMREN—EG. flm: B
ERERC— AR AR R LRI
Fref. Bz —EBEtAEXRE.

IS IEFIE 4%

(BREER) fiZfifk CMDB HEIEEHE
W, FACEWMETABERETIHEA
CMDB #iE#). BIEEERETHEEREN
BlITHRE. flm, HAFRBICHEREES
RXNNHFFIS. FEEEHHERRE.

Version

(Service Transition) A Version is used to
identify a specific Baseline of a
Configuration Item. Versions typically
use a naming convention that enables
the sequence or date of each Baseline
to be identified. For example Payroll
Application Version 3 contains updated
functionality from Version 2.

RR 7

(BRF58#5) —(ERRA, FZRMRIAERIERM
FEEE. EAERAGRHRRUEIRF TS
SEEEMN BB UHHER. G, TEE
RAMA 3 H—EEETHRA 2 Z1h#EE
HE

R

(REHH RARTHERETRFEE
. ARBEFERANGZRGIERBERRT
BENEENXFSRBEE. fl, TENA
Version 3 €14/ Version 2 EEAITIAE.

Vision

A description of what the Organisation
intends to become in the future. A
Vision is created by senior
management and is used to help
influence Culture and Strategic
Planning.

=

—fEf#R, HRESTERRAERMNF
FEREHSRERERERAE, ERUGR
BB AR IR A,

=8
IR

MBARFFH L. EREASRER
EEER), BT HEE N TN mEEx .

Vital Business Function (VBF)

(Service Design) A Function of a
Business Process which is critical to the
success of the Business. Vital Business
Functions are an important
consideration of Business Continuity
Management, IT Service Continuity
Management and Availability
Management.

SEZIERE

(BRFSERET) —EZIEFRIZAITHAE, HMNZIE
RINERASEME. EEREVAEREERES
I, T RFSHES RN A A EENEEE
EFEE,

Xl F£ThEE (VBF)

(BRSSRIT) Xl 55 A ThAE % KSRk 553
BoiRe. KBS TR FEEITER,
IT RS EE M EEMATAMERENEEELE

Vulnerability 5584 BEss 1%
A weakness that could be exploited by  —{EFJREM B IBFERIS5RE. Fln: FMEY  FIEESRBUMFRFI RIS <. B, $TFRIR
aThreat. For example an open firewall  ByAGEiE. HAEEMEE. REZ MM RO, AFEXEEES S RAHRE.
port, a password that is never B, BRARERREREHER A5, KEEFIBBEMAE =
changed, or a flammable carpet. A
missing Control is also considered to be
a Vulnerability.
Warm Standby REfEIE EEH
Synonym for Intermediate Recovery. [ R E1E R Intermediate Recovery | Hj R R E HIRE Al
EESP
Warranty 1Re% Ih3

(Service Strategy) A promise or
guarantee that a product or Service will
meet its agreed Requirements.

See Service Validation and Testing,
Service Warranty.

(ARF5oRAE) —fERESIRE, AUERRE
M RIS ERREFSREZFT K.

2% [ BRFSHERE LA Service Validation
and Testing| . [BR¥%{R3%E Service
Warranty |

(BREHH) HrmRBRSSHRAEEK
BIARESRIE. SRS, RS
3.
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Work in Progress (WIP)

A Status that means Activities have
started but are not yet complete. Itis
commonly used as a Status for
Incidents, Problems, Changes etc.

TEESTH
—TEikRE, REENERMIAE R AR TR AR

. TEHRERANSEH. BE.

ae
Ko

2B LR

#ATH (WIP)

—MiRT, REEHNSETFE, BEKRET
. BRMEMEE. B, TEFRKS.

Work Instruction

A Document containing detailed
instructions that specify exactly what
steps to follow to carry out an Activity.
A Work Instruction contains much more
detail than a Procedure and is only
created if very detailed instructions are
needed.

TRiEEE

—XHESFHMAET, ELETERESR
PUTEENFR R B SEE. TIFESEE
FERFHE, BRAEFERFMAETRES
EWETL.

TEiES

—A 3, B EEEsESRESRNE
Wi, TIERSELLEFEMEN, 2
FEESFAMESHATEIE.

Workaround

(Service Operation) Reducing or
eliminating the Impact of an Incident or
Problem for which a full Resolution is not
yet available. For example by restarting
a failed Configuration Item.
Workarounds for Problems are
documented in Known Error Records.
Workarounds for Incidents that do not
have associated Problem Records are
documented in the Incident Record.

BEFMERRAS R

(BRFFHEE) BEKABRTER, AL
IRSUHMR BRI REEEN A E. fla: B
MREN—ERMAREIAR . FEAERER
R RACIRTEC HERRACERN . HREHH
ErrtR AR, TIRAMHENEREL
8%, RlEEREECSERERLED.

HLEHE

(BRBEE) EERBTEMBRTEN,
WO BGERES BRI, GINEHR
HMAREWIEMEED. BREAHEHEIEICR
ECHHRIERTD. RAEXEMICRAN
PERLEE TR RAEMIFICR D

Workload

The Resources required to deliver an
identifiable part of an IT Service.
Workloads may be Categorised by
Users, groups of Users, or Functions
within the IT Service. This is used to assist
in analysing and managing the
Capacity, Performance and Utilisation
of Configuration Items and IT Services.
The term Workload is sometimes used
as a synonym for Throughput.

T8

BRATITRBAFHER. TESTLURE
TERFFMERE . ERAEHE. TRERS
. ERRBUMOTRERARIARE TR
BHAREBEY. VARE. SEEFARE
W PRI AE 2 B[R A .

TEGE

REFHIA T REZAFHEERE. TIEHREK
ALRAR. ARES IT REABTHEES
¥k, ERATHMSHMEBESTM IT AR
SWMBE. HENER. TERFE—RAER
REEHERE XA,
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