ITIL REHITEICH FRFE

Absorbed overhead #J 4 [ii] 2 2% ]
Absorption costing W ATE, 584k
A

Acceptance K

Acceptance environment ¥R
Acceptancetest % il

Access control 15 [ £ 4l

Accounting &5

Accuracy 7

Action lists 173153

Activity Based Costing (ABC) 1EMV A
7 (ABC)

Adaptive maintenance i& i ' 4Ed
Additive maintenance #h 7 ¥:4Ed"
Adjustability =] {4

Agreed Service Time (AST) 415 R4
B

Alert 5%

Alert phase 74 Bt

Allocated cost 1] B #43 Bit B A
Application N, NHERZ
Application maintenance i 4k
Application management W &
Application sizing [ Hik %
Application software 3 ] #k44:
Apportioned cost 43 #E 4 S A
Architecture 424

Archive 7714

Asset %~

Asset management =8 H
Assurance {fiF

Attributes J& 1t

Audit # il

Auditability #] 5 i

Authentication ZiiF

Authenticity 2521

Authorisation 2

Automatic Call Distribution (ACD) H3z)
WEn ek (R48)  (ACD)

Availability w] JH

Availability management ] J {85
Availability Management Database
(AMDB) "] IS M BHRE (AMDB)
Backup &1

Balanced Scorecard (BSC) it
Baseline %t4;

Baseline security 243tk

Batch processing rate fttAbHH s i
Benchmark ¥x#T

Biometrics 44l sz 2%

BS7799 BS7799

Budgeting TR 4 il

Bug BUG (i r[JEZ M A S lt™

Build #4%

Building environment 4 & F14%
Business W55, FiMk

Business capacity management M\ %5 fig
SR

Business Continuity Management (BCM)
A5 FFEAEE HL (BCM)

Business function M 4-Ihfig, ML&-HRAE
#erl

Business Impact Analysis (BIA) Mr455%
W54 (BIA)

Business process M55 fs
Business recovery objective M55k &
Hx

Business recovery plan framework M.
SR RIHESE

Business recovery plans Mi45 % &2 %l
Business recovery team M4k & /NH
Business Relationship Management
(BRM) W& KR EH (BRM)
Business request /413K

Business Unit (BU) k45 %56 (BU)
Bypass il i

Call

Call center FERYHL

Capacity Database (CDB) fig )5
(CBD)

Capacity management fg /7% 21

Capacity plan fig 7%

Capacity planning fig 1 %!

Capital investment appraisal %A%

TEA

Capitalization %A1k

Category 257, 43

Central point of contact (&g .0

Certificate 15

Certification Authority (CA) TAUEALI
(CA)

Certify AiIE

Change A

Change Advisory Board (CAB) 7% & Jiji
2 5i2x (CAB)

Change Advisory Board /Emergency

Committee

(CAB/EC)

AR R 22 A 221N SR 2 (CAB/EC)
Change authority 78 #7241

Change builder 25 ¥ g%

Change control 4% 5454

Change document 25 57 S0 kY

Change history 2 5 Jj 2

Change log 4% H &

Change management 2% 5 & #f
Change manager 7% 5 227

Change model A5 T iz

Change processing A5 5 4b#
Change Record 75 g 5%

Change request 485 ik
Chargeable unit #3% 555

Charging %%

Cl level Mt & 1igl i)

Clarity S #fEi

Classification 433, 432k

Clean desk SLTHIVEFE, SLTHIHERE
Client &/

Cold stand-by %37k

Command, control and communications
A A

Communication facility 154, B
Wit

Compatibility et

Completeness 5E# 1%

Complexity & 7%

Component Failure Impact Analysis
(CFIA) ZHPF kM 73 A (CFIA)
Compromise i

Computer #H51HL

Computer Aided Systems Engineering
(CASE)

AR R S8 TR (CASED
Computer center &L
Computer operations -5LHLIEAE
Computer platform. 55
Computer system - HH RS
Computer Telephony Integration (CTI)
HEHLBIEER (RS (CTD
Confidentiality {42514

Confidentiality, Integrity and Availability
(CIA) fRE M. seRME R I (CIAD
Configuration B¢ &'

Configuration baseline Bt % %:4;
Configuration control & #7l


javascript:;
javascript:;
javascript:;
javascript:;
javascript:;
javascript:;

Configuration documentation fit & A%
Configuration identification Pg & 4517
Configuration Item (CI) EZE IR (CD
Configuration management i & & B
Configuration Management Database
(CMDB)

e B4 B . (CMDB)
Configuration management plan fi¢ & &
il

Configuration manager it & £ 7
Configuration structure [t & 45 #)
Configure it &

Connectivity i

Contingency manager JW &£
Contingency plan ¥ &%)
Contingency planning ¥ &3]
Contingency planning and control /¥ &t
Rt K gz

Continuity $#4:1%

Continuity manager fpg:pE&
Continuous availability F4E7]
Continuous operation FF&za{F
Contract £ A

Control #3

Controllability AJ 5

Cookie Cookie (iR TG 1% 4 “THF,
PEED

Correctability 721 1F 1

Corrective controls 2! [F#:#4i
Corrective maintenance £ i 144"
Corrective measures 24 145 i

Cost JfiA, #HH

Cost effectiveness ARz

Cost management J§ A% #i

Cost unit A TG

Costing WA H

Countermeasure [ 45 ti

Cracker 3%

CRAMM CRAMM (3 [| rpr e o1 B4 5
15 JEAT RS 73 B F

Pk, PREED

Crisis f&#l

Crisis Management f& L& £
Cryptanalysis 2154 #r

Cryptography {5 A

Customer %

Customer liaison 2/ k4% b1 (RIFRAT ]38
WHTIR I & P A,

tEsp)

Customer Relationship Management
(CRM) & LREH (CRM)
Customer Satisfaction Survey (CSS) %
FUERERE (CSS)

Data #ff

Data center #fi .0

Data collection ¥#i4E

Data infrastructure 3Ll 444
Data mining &3

Data warehouse ¥ 6%

Database %)%

Decryption fif#

Definitive Hardware Store (DHS) %
@ fF% (DHS)

Definitive Software Library (DSL) %%
BATE (DSL)

Degradability 7] 1k & 1t

Degradation k&

Delta release kAl Bi& KAl
Demand management FHR&EH
Dependency &l

Depreciation 7IH

Detection controls 44z
Detection measures il 45 Jiti
Detection time il i (7]
Development environment & 1%
Differential charging %5 E

Digital signature ¥ %4

Direct cost Fif A

Disaster ¢k

Disaster recovery Kk

Disaster recovery management i1k
B

Disaster recovery plan K etk & 1%
Disaster recovery planning ¢ ek & ki
Kl

Discounted cash flow W5ELEL 437 &A%
# (DCF)

Discounting 1l

Distributed computing 4345 24155
Distributed system /3 4iizi &40
Documentation (A4

Domain 1

Downsizing A4, 1 T HLf
Downtime (DT) 5 #/LES A (DT)
EDP-audit EDP #i i}

Effectiveness %, &z

Efficiency #%

Elapsed time f7&20 1]

Elements of cost mA %2

Emergency release '% & & A5

Encipher 1N

Encryption 2K

End User & ] /-

End User Availability (EUA) £t ] f1 7]
FtE

End User Down Time (EUDT) £
AL (EUDT)

End User Processing Time (EUPT) £
i FH P Ab R )

Environment ¥

Equipment level P42 5|

Error £z

Error control 454575l

Escalation T4

Escalation threshold Tl 7 ()
Escrow 2 =7 &4

Evaluation $¥{fi, ¥

Event Hff

Exclusiveness i1t

EXIN EXIN (fif 2245 BARFAH W B 3%
HE)

Expert system L5 &5

Expert user &%/

Exploitation F &

External audit #h5 i1

External target M4 HFx

Facilities (environmental) (F5 7 T 1))
Bt

Facilities management )i !
Failure #ith, 3%

Fall back J5# /7%

Fault &b, Gk

Fault tolerance 744 (1)

Fault Tree Analysis (FTA) #kE} 447
2

Financial management for IT services IT
Ik 55 W 45 A B

Financial year I 44 /i

First Line Support JL.“—#k 37 %

First time fix rate k1B %

Fix &5

Fix notes 1&% 1]

Flexibility R 3G

Forward Schedule of Changes (FSC)
AR I (FSC)

Full cost S84 RA

Full release %44k fi


javascript:;
javascript:;

Functional escalation e T2
Functional maintenance IhAgM:4Ed"
Functional management I % #
Gradual recovery Z1kE

Hacker 2%

Hard charging Sz 2% H

Hardware fififf:

Helpdesk #Bh&

Helpfulness #5 Bk

Hierarchical escalation 5171 2%
Hoax & il i {4

Hot stand-by #7#F

ICT {5 EAEIREAR (ICT
Immediate recovery Kk E
Impact S0, S

Impact analysis 3143 7

Impact code 5% FEARES

Impact scenario 5% i1 1%

Incident 2

Incident call Z#ieny

Incident control Z#k {7

Incident life cycle A i 4 1Y)
Incident management ZEHE
Incident processing i ALHE
Incident Report (IR) i+ (IR)
Indirect cost [f#% kA

Information 13 &

Information & Communication
Technology

(Icm)

R REEERA ACT

Information function 17 8
Information security plan 1% & 24141
Information security policy {58 24 %
'S

Information system {558 R4
Information technology (IT) 15 B AUT)
Information Technology Infrastructure
Library

(ITIL)

fr RBORFERE AR A ATILD

Informed customer %z fRiEA
Infrastructure FEREAEA, FEREBEE
Initiator &2 A

Install Z3%

Installability 7] 2z

Integrated life-cycle management (ILM)
SR LA L (ILMD

Integration 4% (¥£)

Integrity 5g% Pk

Intelligent customer WL 35 4 UE N
Interactive processing rate A2 A AbHE
L

Interconnectivity H I

Interface %

Interfaceability H.i%

Intermediate recovery 14k 5E
International Organisation for
Standardization

(1SO)

[ v dlZl (1SO)

Interoperability T, M
Inventory management {75t & 2!
Invocation (of business recovery plans)
g Ol E D

Invocation (of stand by arrangements)
IEEINGESVIE D)

Invocation and recovery phase Ji 3l
WL B

ISO quality standards ISO Jii & Fr#E
1ISO9001 I1SO 9001

IT 5 28R (T

IT audit IT ¥ i

IT Availability Metrics Model (ITAMM) IT
AHIPER R ATAMM)

IT directorate IT 2 fi1 4>

IT infrastructure 1T JEAli4H)

IT Infrastructure Library (ITIL) IT F:fili%2
HIZE(ITIL)

IT manager IT &2, IT 14

IT service IT k%%

IT Service Continuity Management
(ITSCM) IT IR&-Fes 8 (ITSCMD
IT service continuity manager IT k%%
[o i

IT service continuity plan IT JIk 25 e 41k
i)

IT service continuity planning IT £
X

IT Service Management (ITSM) IT %%
B

IT service provider IT AR 454211

ITIL IT Fefili 44

Key %4

Key Performance Indicator (KPI) ¢4
SR GhTT, PERED $RHR

Key Success Factor (KSF) J&HE R ) A

=

Knowledge engineering %1 TF2
Knowledge-based system 4R &4
Known Error (KE) C4n44i% (KED
Known error database 414 i 5 2
Known Error Record (KER) %44 i=i0
& (KER)

Learnability wJ 23] ¥

Legacy system %P R4¢

Life-cycle i J& 1

Life-cycle management “f i J& 101 & 7
Live environment {37355

Load jn#k (#)

Logging %%

Logical control ##H47]

Logical measure %45 1Tl
Maintainability w] 43/

Maintenance 44"

Maintenance window 43 1113
Major Incident Management (MIM) K
FfE A

Manageability #J & # 4:

Management &

Management information & ¥i{5 &
Marginal Cost 215 A<

Matching UGfic

Maturity level s

Mean Time Between Failures (MTBF)
SEEIIC RN ] (MTBF)

Mean Time Between System Incidents
(MTBSI)

BRG] B IR ] (MTBSD
Mean Time To Repair (MTTR) “F#1EH
) (MTTR)

Metric F&#x

Mission statement {T-45UiHH (1)
Modeling #543

Modification i, V%

Monitoring 545

Network 4%

Network Administrator [%%% % B 5
Network Manager 4% 2: B
Nonrepudiation A {5\
Observation point 7 &

Open Systems Interconnection (OSI) JT
ARG HEE (OSD

Operability 7] #1EM:

Operational izfE%%

Operational Costs &7 J§A
Operational Level Agreement (OLA) iz


javascript:;
javascript:;
javascript:;

RGP (OLA)

Operational process Z{FiifE
Operational reliability iz {F 7] F
Operations &1F, &%

Operations department 327 #17]
Opportunity Cost (or true cost) HL2 ik
A (FLSEAD

Organisational control Z1ZR ¥
Organisational measures #4124
Outsourcing A,

Overheads [F#:%%

Owner fii#, oA

Package release kA, L& KA
Password 14, #145

Patch (#]) *MT

Penalty clause 4t §74%i#k

Percentage Utilization #J %
Performance S, )i, VhRE, &t
Performance indicator (Pl) %i%% (i,
PERE) $RbR (PD

Performance management 4% (5,
Pfe) A

Personal Computer (PC) /™ A HiJlxi
Physical control 471 ¥: 4l

Physical measures 4 jifi
Portability AJ#% i1

Post Implementation Review (PIR) 5Zjifi
JA VP (PIR)

Preventive controls iy #4451
Preventive maintenance i 4k3"
Preventive measures T jiti
Pricing &

Prime Cost FE A

PRINCE2 PRINCE2

Priority 564k

Private key #.4H

Proactive problem management Fzj4:
I R B

Problem ) i

Problem analysis |1 43 7

Problem control jii] 47 i

Problem diagnosis |1 12 i

Problem management [ 4 P
Problem manager i) fZ:

Problem processing [7] i 4b B
Problem Record [ i3 5%

Procedure 27, 7%

Process Jife

Process control sl

Process improvement plan i ek i+

84

Process manager &

Process owner JfifI#, WAL HITA
Processing rate Ab3 i i

Product 7=

Production 4™

Production environment 4= 3555
Production plan 477 1%

Program J5 &

Projected Service Availability (PSA) it

Rk P AITE (PSAD

Public key %1

Public Key Infrastructure (PKI) ZA%73t

i Bt

Quality Jiif:

Quiality assurance (QA) & #IE(QA)

Quality control JFii{5

Quality level Jii 4% 5

Quality management JFi&#&

Quiality plan Jii 1%l

Quality policy i E5

Quality surveillance Jit & I

Quality system Jiift & 4;

Quality system review Jii i R4 1T

Query 7 ify

Reaction time 5 W i [f]
Recoverability #J 1%k 1

Recovery P&

Recovery time & It} d]

Reference Data £% %k}

Registration v, id3x, Fid
Registration Authority (RA) i/t &5 #tHl
|

Relationships <%

Release * fii

Release management & A7 & B
Release notes &Afi i #H

Release policy & i 5

Release unit & i 5.0

Reliability 7 ¢

Repair time &% it /i)

Repairability 7155 ¥

Replaceability ] %4 t:

Report 15

Repressive controls i1 5
Repressive measures i 11 i
Request for Change (RfC) 4Z 5 i3k
(RFC)

Resilience it

Resolution fi# ¥ 5 %

Resolution time  (Fif) A vk A
Resource capacity management ¥ JifE
JiE R

Resource cost %Y jliA

Resource management % J§%E H#
Resource requirements % J§i 753k
Resource unit costs % Y HLA7 BAS
Resources %

Response rate M 3 &

Response time 1 W i i)

Restoration (of service) (Hk45) &
I

Return On Capital Employment (ROCE)
PR A (ROCED

Return On Investment (ROI) # % [A]4R
# (ROD

Return to normal phase & IF % i Bt
Reusability 7] 5 1%

Review T

Revision H#

Risk X[

Risk analysis M 23t

Risk management R4 51

Risk reduction measure U A it
Robustness it

Role ffia

Rollout %k

Root Cause R

Safety Z&

Scalability 7 {4

Scope JuH

Second line support —£&37KF
Secondment f&i

Secret key 4]

Securability zz4:1%

Security %4x, A

Security awareness ‘%4 1}
Security incident 7242

Security level 22445

Security management ZZ4=8
Security manager 4B

Security plan 224 i-%)

Security policy 7245

Security Section ZZ4x[X (E#43)
Self-insurance [ &A% K

Serial number 5%

Service 45


javascript:;

Service achievement 454

Service capacity management JIk45fE

JIE A

Service catalog 45 H %

Service contract Ak 454 A

Service delivery R%%$24it

Service desk k%4

Service Improvement Program (SIP) /I

St % (SIP)

Service level 4525

Service Level Agreement (SLA) #%%

N

Service level management JIR25 4% ))&

Bl

Service level manager #4254 5

Service level report IR55 2% 55

Service Level Requirements (SLR) /I

& Fii kK (SLR)

Service maintenance objectives IR 5% 4

¥ H AR

Service management 45 51

Service opening hours i 4% I 5} 7]

Service point JIk45 4k

Service portfolio JIRZ54H 4

Service profit chain A} 4%F)3E %

Service provider R&-HRALR

Service provision JZ45 Mt

Service Quality Plan (SQP) AR4%JFiitit

% (SQP)

Service request k%% K

Service support 453 #E

Service window 45 i B;

Serviceability 7] JIk 251

Severity code &AL

Signature %4

Single Point Of Contact (SPOC) %Ik

YN

Single Point Of Failure (SPOF) 1 55k

e

SLA Monitoring (SLAM) SLA Hi#s
(SLAM)

Smart disc

Software #ff

Software control and distribution #&f4:44

W55k

Software environment {5

Software item # A

Spamming SLEHRA (RIS SRR, e

bEep)

Specsheet {7

Spoofing kI

Standard FrifE

Standard cost ARk liA

Standard costing Ayt p A%
Standardisation #r#fEfk

Stand-by arrangements # 7 &
State IRZ&

Steadiness fasE Mt

Storage occupancy f7fifi i H %
Strategic k%2

Super user L S

Support 37 £F

Support center 4L

Support desk A

Surcharging Fffin#%

Surveyability R~

System #4;

System opening hours 4t FF TR Bt
Systems Outage Analysis (SOA) R4t
HBE A>T (20

System software R G4

Tactical fiFARZ

Technical management A& H
Technical Observation Post (TOP) #iA
iRl

Telematics (5 BALBLH AR

Test environment ¥R

Test, testing izt

Testability &) Il

Third line support =2k 7§
Third-party supplier 45 = J7 {it W i
Threat &
Tier one support —Z 374

Tier three support =237

Tier two support — 2 ¥
Timeliness A4

Tool T.H

Total Cost Of Ownership (TCO) & 444
A (TCOD

Total Quality Management (TQM) 4T
Ju i

Traceability nJiE#i1E

Transaction rate 2 ik i
Transferability 7 ## 7k
Transparency i% B
Transportability 7 1

Tree Structures 454

Trigger filt & 2%

Trojan horse &AL

Trusted Third Party (TTP) {54 =77
(TTP)

Tuning ifk, 3

Underpinning contract (UC) 3Z#:4& 1A
uc)

Understandability #] B fig
Uninterruptible Power Supply (UPS) A~
] BT Y (UPS)

Unit cost HL47 A

Upgrade 7%

Upgrade notes 72 i 1]

Uptime 1E#IZATINE], 7T [H]
Urgency X&)%

Urgent change %S48 T

User i/

User acceptance fH /7 i\T] ¥

User support i f S #F
User-friendliness JH /7 Al

Utility Cost Center (UCC) %4 s 0y
(ucoe)

Validity 2t

Variance analysis 7543 #7

Verifiability w5 iF P

Verification #% 5k

Version fA

Version control Jiz 44

Version identifier A FriRF

Version number fRAS

Virtual service desk FEiUIRS &

Virus Ji#

Vital Business Function (VBF) Sl %%
ifie (VBF)

Vulnerability I3

Warm stand-by 137+

Waterline ik

Work In Progress (WIP) R& L4455, K
56 LAT4

Work instruction TAEUH ()
Work-around % & i

Workflow Diagram (WFD) T{Eif2El
(WFD)

Workflow position T ERUIRA
Workload TfE&E, 1%k

Workload management TAE&E&H, 7
B

Workplace TAF¥Ht

Worm “If 41"



