SinoService®NE

BEITEREHREFGPR D

JofTE FITILHMEZEARZITIRSE HIK A

4R ITE A5 10 F
X4 H+



MG AH? - FERM

B F A T20044E, BERAL T E T

BIEHNITERE ¢

B %0 BB 7ok HPWC. IntelZ5 /28w, 90% L F EAfifi I

FUL B

B 5 H MN2001F TG BE N P EITSMATIE, 25 EITSMAT ML HE

NEL

HX

Our Vision:

\=4

517

69 175 3




?%Mﬁ 1 LR F A TTiE

\::r

—— P “ i
Commit to your IT Operation of
Excellence!

Business
Management

Service Management
Technical Management

DERAEMNTER | Gir o Servico®NE




%%EZ&?—u%&ﬁ%%¢m%%d;jf.

545 X

YOU

IT Operation Excellence!

SO

s DGRBS INGEEVICGone, QT IGIRGFE -



http://www.sinoserviceone.com/

for

YOU

4 N\
[ 20024F, FEfr=2ITSMERIA T+ B T3 KT

kD 20074, ITIL V3ELERMuE & CITILVIAEZH)

(1 20034, HEITSMTTZHHR .

[ 20044F, MR- #EF 0 BEETCIR" &1EIk 4R

RS II TSMIE F 32 22

(1 20044E, " EANITERWHEEE S IR .

[ 20054, 4¥KNo. 1%~ EH) FWHEARITH™
BETHIEIA .

(1 20064F, “ITia4E N m1feJ &N yPIEST .

[0 20064, “ITIL7EH FES 1245 4 i v HAF
[0 20064, “ITIL7EH B S N A IR A A 5

® | SinoService®NE



/D 20044, LI HASZERT AR ETITILH IT\

XRS5 RBEE
(1 20044, ®EH M EIEH OITIRS 6 5L fOr
[ 20054, ®REXITIZE S0 .

(1 20054F, J MNFEEBEFMITRS & &5 L.
[J 20064F, Lig3eEHRITITIRS 65155,
(1 20064F, IZARFEHAFIEE I TIE 45 BRSNS YO U
[0 20064, dbRIELERTE ™A ATz 4E B HME.

[0 20074, HIIEEEHERTITIRG EE V-5 5L,
[0 20074E, EIIFEAA1SO20000A IF 44 £ S

\_




e AT - 3 D

4 I
e R, NTT. CA. CSK....
D %E@E: —é‘ﬁl‘lﬁzﬁiﬁﬁﬁ\ :‘/ﬁﬂjhﬁffﬁ;\ El‘j@??\ EEIJ/%
ESR. E#AAT. JEESAT...

O BfE: B3, T RBEVFE. LRKIE...
YO U O BURF: BUHMESR. mMstiER. FEER. | ARk
R, MARMER. LREHE..
OO Sl: #NERS. HA. Reahl. LiRms. L
(EB. HIEAEL REHS. REAR..

. _ S
bl’.it‘bt]'k 1{t'¢gg.\“;




MEEAM? - iR ERTTE

/ N for

O FEE—RITSMEE (TRSEH.: @S, HES
STy FEEE,

[0 CA%B), IBM. HPEXZH, AR EHERK (FE
ITHRSSE IS - MarEZIAH H XITSMEF .

O FEEREMITSMITF My (SIMA) #HiIEH YO U
O ZEFRITEAR LI EE —MTSMEE,
O ITIL V35 AL Mk

O (T V3HA K1) o

® | SinoService®NE



SinoServiceds

2N THI H A2 -

Y ERAAFEHNITEEE R,




#Z— ITELETEIVRE hiL

ER | SinoService®NE



B ER T

IT2R17]

Demand

FYE: I THRESHT
g3l

ik SRETE
R G&TE s
CMMIE B FF &

JITiEE 8[1Su1~ 1u‘~n$i\‘li"



S A

A 4584 R AR

e -

= —

S ENKE R

\g

“TeAREIERIT




?lw ﬁi%ﬂ i%

RNE—:
ITAREEENE, BRFTARF, FAEHE,

NE—:
ITIR & e 2 RAARRE, LHFARIETFRK, 2 TFHRS.

NE=
%ﬁmﬁﬁ%bﬁm,?ﬁ%ééﬁ BPANEEPHBE

RNE .
IT & %edk 2 KK,

IEA:

ITEELAR T %%g%%ﬁ,%
&ﬁ%ﬁﬁ% N, THERFER
4&7 ﬁk?fb 'f&i




B A R I E =)

o JEFHROK, FHAFBAZMEIEIR, FA IR TAEE
o ZEmIE, (ES5EF

.%%ﬁ%%%%ﬁ,ﬁXﬂ%%%aﬁﬁﬁiﬁﬁ

ANENY

o FARE|LEIITHIATAE E, FLAT = R B

1 ™ II-.\ ey "t-:___‘-._‘KE:_
e LI Rl W L L N L



ITA N BT ) b 53R 1T 89" L R 7

o /‘j\ uialﬁbn, Z:“Jé‘(\‘ 'n
o AARALGIITETRE G, EAITHIIERE
é(J 1

o TEERFITHIIIANE, LRBZRE A T544F
e B RIINARGKETRETY, AAETRERZRE
JRI==N ”
D)
o XTITSRITEG P MRS TS
o ITSRITALT 1004738 R~ 1, T 142 F0/F4R

NE
(B X

o AAITIHIVRT RS 4R, FERMTITE



o AP AR G RFITIE 4 T ALK

o |TiEYedh ) EHEF k03T

o REAAZEA FIAFFE, TFHHELEIF R

IEBEDY &3 EX S O E

Frolb B30 11 BEATA 2 L6 i) i



ITERMNITZT (B8F) FFEE!

WA S TITIE S B

SR SR ITE RIS WL, 2004 heEmEdaTER | G O - @NE
‘ WINOJETVICCS LN I



RNV R FH T

€@ s @) EiviE T
D—"S@ Process A C: ; ,\-_-’ > -P ssssss D
LB QE : T
[?%gai]nmb ¥chﬁﬁﬁ ssssss

23
S e 22+ 4%

\
© Wi &Q® @) [TSMEILZ AT R ey R

)}9’ 000> t%




I TILFEAR A

B

I) k& HGITIR S EFITILEYITIRS
%— A B AAE | AEAE90%, #4F50%, A | AR AH90%, 2k 4 80%, A
A ETY # ARV SPPeM/ITIL. 1SO20000
AR/E R AR EARALEEH ITSM/ITIL. 1SO20000
JR == 0= 6 7~ EA LR e b= TSMATIL. 1S@20000

=3
=4=4




ITIR S5 2R

BS 15000/ISO20000

th:3
v S ANMTSMIFTALE
ITIL = i
IBM ITPM pﬁﬁ% " v okl BT
MS MOF VHPES (tsMP), | % 3L
HP ITSM TR R B
ITIL 2% hr VoA Y BRRRAE, G
R e VR iR EREAIEL
DT R O o SR A
v TR Y AN TITILIOAZE - i s
RHHE OOl TITHRE AT SR s e
R 1) — T dE v TRk |5z 3
v AR b7 953 Vo AR
v ERGR i E v hk
ﬂﬁ v BRZ A HATHE
v AT v S AR K A IR X

v BATLUR R
v MR Z
Zhk

Pre-1990 1990+ 1995+ 2000+ 2004+

ey s | SinoService®@NE



FITRESEE “RELE” AHFAHHEIA “ 5

%”

c;,"m'@ Sarbanes-Oxley

nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn

@8Six j 2C0 COBI_T %

LI5D itsSMF

— Member —
e [ e N[ on [ me [ e ]

D @ « fei WA Sva

mplementatlo,,

e, BRIANITEE AREBZITIRSG, AdLimkifh

Int
O
Sta

................................

J‘W



15&-]"\ i-\_'L't'E?:\l >



= 18 64 AR

o« RS HWEEF X
— AT A FetE R Z 8] T A ——3F AL
— XTI, Tit=E, XAEFIHT=E
— T3 KAL)

ITAZF @ 89 F 22 A X,
— LR AR ERYRIUT AN E L2 E
— NERHAITEZBHERS, AR TEN
— 2R B 2, B PAWE
— JEZ N G



Bé%éﬁ%é‘ .

4 ZIR5?

— HRE P ERONE

IR %64 Z LT X,

— #X. Deliverables(X A+4%)
- 2 —RA Mk

JR - 049 4% &

- AW BR

— R EA M

- BPREM

SR IR G-k SR AR

— A AR AR e RAR
— FidARE LR



o RS F Al AR T S — AR IR 5

o FRA T AL BFARAIH . T E LT AT X
AR S



F=9 ITILABNMTRTHA?

Sil:'.'HSk']"\i;_'L'tE?:\;li';



AR

(Process)

| T1L

DEXALMOTER | GiroServico®NE




. AN AFEFHE K

1) g
A i3
i&‘ 7

o ITILIRAET —AITERIMER AR AIEE, FHA
(H e feZin s @ ) AR AE4L

o ITILAFIRLET —B T4 H B L RAL, Z AR
EZMRE T B A EFRITIRS S ARG “RAE LR

o ITILRUXE—EP@EGIAL, EARSHTRE
7’;5}” N H—,}E/Ilbﬂ;io



ITIL®RZ H A7

ITIL®E ITIL®RZ:
— |T Infrastructure Library#% f& #; — B F
— EZEBH 55T I20H2280F K — R H
YT R ) — 2T E T ik, — AT AR
— CRAFE LOTLITE, ALk AT
Hb S TR T R Ak ~ & F2005412
. ) 15 H #ISO#E % A
— AT AT AN AR K, T AL 69 AR —
FHAER"; 1ISO20000

— ERER—A I HAITIE R AEZK”
( Best Practice ) # 9B .




ITIL2. 0AEZE

ITAR S5 & B R ] 5 SE e

V)& 4=
AR 55 SCFF

O WS

ARyl 1z Sinu ervice@N L



e e

(_H/ (User) [%&F (Customer))
T CRM
v mﬁﬁ%ﬁ v
S " mss F 55 0 2
M —
O MEEE ) B
e <_$ | I
AEEE ' | J e
R AT WREEE
FR 2% ¢ = i e
TEEMH




%76 TIL &) 3 35

» IDC 2003<F89A 50451
— R 55- ZAF AL 18] F&1K79%;
— R IAA5 B 64 B 1A) [51%49%;
— |Ti& 4 30 %47 5 26%:;
— ITA %32 554%;
— A PAEFEERZ3IL% (HITEEA XY ) ;
o I PR L
— REAFT Y THICEA;
— Barclay’s Bank: 4&#UETH] '41%40%, 2000.%IT i T4
7= 1 3 5%;



FwHr ITILEF B &M A IAR?

ER | SinoService®NE



@*@@&ﬁ

BANK OF CHINA '@ j:{:‘ "'.‘F; 1|:T ‘i'r:'l: F:II_._?- '_{fl L}] h
w: bEBhiEE ‘.- ..A--—'rl‘-'—“way
Gy weswms XD oakvons -
- Bmo# A ®

D X W Sk AT : Uf.ffamﬂﬂii
TR goooss bluex  ur s

CHINA UNICOM

Cisco SYSTEMS %\\W’%

Huawei Technoloaies
mmmiaee KW z

1. C&SEH v RIPRE S TILAEAS (5 £]70.8% .
2. KB ENTILINH @A, 80%LL 4200442 J5 (BLFE20044F)
JHBH), 20064 )3 311 i 31134.3%

Aok A4 A 2006 2 H Rl BAE . BIESEAT AR A A R

SinoServicc®NE


http://www.amway.com/en/default.aspx

BB LA MaBFHLEFIBARTERG

- EZEh LHFEXBFTOHEFERIHKE
R B LAk RBEATEATITRS S

- IR FREFHEFEAIHK
RE LA KRPERECEANETRIZRAEZRS

- EZEHH ATITILHENRELERZAGREE D
RE LA PEERBITNEGEEZRZANE S

- RO ATITILFAYREAEEQGRGE AR
RE LA LBHBHARELFCABREERA

- E2IM: HHREEPSHBEFELIHE
R A LA FEERBATHIL T CESTERL

- 29tk HARETSCHEFTELIHK
RB LA ARAERERFAREE AL

- 2RO ARARAFHEFITEL IR IHEE
RE LA RELTERN ZLRITAREEAL

- 22Ok AZAARBHTBHBRRIBTOIEETE
RE LR BEAFLTREEGARETERSA

- IR BRAARELTHEFITER R FIHETE
RB LA FRA/TEOFSITRFARETELA

- R TAETSHAFITEL AR IHER
RE LA LBEFRARRBTIRSFAREEASL

- RO HABATEATELSTHEFITELIFT

HEE

RE LA PEBERLITRSFAREERAL

> FH b2k, Pimi—E 2 O ASTTY= 20 + L - 45 m

nl" 2 -:‘\‘\“h
EA%O%M%%C@JS E ,unl"

UAES
BEEAERTFRAMRLT
@ ¥ (&) 44 £5
BANK OF CHINA
TOSHIBA
' hEIBIRERTT bE#RE
China Consiruction Bank CHINA MOBILE

B oo @i & ¥ K

w ;E;Iﬁlﬁilﬁ I“El..!lﬁf;{ *ﬂﬁ_‘%
CTITC
ID e = & il X UTSFEFEME
UT RiE R



ITSMAR T

— B ®: BMC, CA, HP, IBM, FrontRage%
— AEJE: LM, JNME, ANEES
o HFREA AR AL

- Wth, Ridy

— EIRMLAR KD

e AP
- RPERTAESL, FLERREE. SRF
— ARSI K T B

o  BUFRBATILZH LR

— itISMF¥ B o9& EEF T

— [Z8 LI EARE DL AT 44 AL ITSMATA
o HALBARE H RRAUH

— TR

— TETFIA P RE

— BRp RS

— ZAEAITSME B & AL



%ZQITIL ITAZ P é’nﬁl:

L HITIL = L3R ITILAAZ

“PEAAREI AT RN IEIR (B30 ) "5 YRS E
IR (F i) "R 8-

LR —/TERITAZRERE, R REH NG Ed
bk SRARE A, REEFIRE| G EARN T I

Bog A6 7, AR BT A BMLIRAZ A A 7 2R
AT A7, T I AAB1E“Result = Quality x
Acceptance”

HE o, P EETE



#F AP ITILIAGEARAANZB

Sil:'.'HSk']"\i;_'L'tE?:\;li';



Exam Institutes — Manage Definition

And execution of Certification Exams.
Accredit Course Providers




"ITIL diamond” strategy

Management
Skills

Planning Manager =  Red/ Yelloy

to

implement Practitioner = Blue
SLM Service //Understanding Foundation = Green

Financial \, Management

" Business
perspective .

Avallibility Change ¥ Basic N
Capacity W% Configuratior Process
_ Continuity Release '

Incident
Service Desk
Problem

General \ /
ITSM

Support .






 Foundation  Advanced  Expert (Service

— Awareness, basic (Practitioner) Manager)
concepts, — Application of — Skills to manage
relationships knowledge & complex situations
— ‘Can talk about’ understanding and changes
— ‘Can do’ — ‘Can lead the way’
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Clustered ITIL Practit

oner Certifi

- Planning availability - Availability Management
- Planning capacity - Capacity Management

- IT Service Continuity Management

- Planning IT Service continuity

- Managing (IT) changes

- Creating Service Level
and releases

Agreements with customers - Providing configuration

- Managing contracts and SLAs information

- Planning and managing cost and
revenues

- Configuration control
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&
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- Service Level Management
- Financial Management for

- Change Management
- Release Management

IT Services - Configuration Management

- Service Desk - Primary customer liaison
- Incident Management - Incident resolution

- Problem Management - Problem solutions ‘e
arvies@@NH



ITIL and standards

ISO (Q4/2005?)

Formal audited

BS 15000 accreditation to achieve

British Standards institution (BSi)

Managers introduction

BIP 0005 h
& overview

British Standard institute (BSi)

Practitioners detailed

ffice of Government Commerce guidance

" Service Management Forum

Internal Processes
and Procedures
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