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—. AR ITIL?

ITIL—IT Infrastructure Library )9 SC4A 5, A SCRHBE LRI ITIEREZE ZE, J2IT
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FEIT AR S5 ACAT I FR 2 & ik S5 P Ad o ITILAE BRI B 1 B R pkesh, Hod— AN s s 5
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S R ORI R S5 (R0
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e ITILV1——1986~1999 Hue[H [EEKiFHEAMHEE R (CCTA) LRI R, AILEH
402G KT, HRIG RT3 T KM A AT

o ITILV2—E[H 45 (OGC) 61999 44 K1), 152 T tHF k], OGC #t
BREAL10 AE T EREARRD, 22001 4, #EEG0 R 5 E E KR
BS15000; 2005 4, #fe4hk H prtriEISO20000, I HE, EHNOLH AT 10
F ANV T IXANNIE. A 20w A6 H T L X AN AIE.

e ITILV3——3] 2007 45 H30 HMiffi 1'3.0 fuAs, FEFHRssAam HIHHEA Tvl
Fiv2 ks, SRMEBER BN TIT ARS8 B Y B I e fE SE . ITILVE KA A
FEITIL SRR, M8 IR TG

MITILE LR 40ARFENTIL VIIHSAT, NEE BE, ITILEEL ¢ Ak
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2. ITIL V3 4

ITIL3.0 o] AERE MITIL2.0 4k AR B, FinlErE2a ARz M o TATIC T BLA
AN A AR

s MRS R e 35 o BATTRT LUR HEAN R 55 Y2 X FE LSBT B G R
S5 s, B ARSI H bR, SRR R SS evt, B, @ E IR LA B R IRSS
Mg IS N 2, R AR A R S R 55 A PR SRS

B, BT EE S OTENEES . EITIL V3 FE N TR AT 6 3 S it
TTE, WXL i wt s, F P A AR T e A b S T e 55 B ITIL V3
FEHIHME S TR Z B 2SS (Bl H AR, e, SEEE. CMI %5 , |
XA SEIR Z ANV ITIL V3 IARKITHE . 255 4ESR 0 S5 J5 K BT e o o FRIJT GRS
HATIT WRELPAR UL, S8 e M.

5=, FEITIL V3 BLEmhn A 7 ANk S AR AE 8 . A IF R FsHECMMILL. H
AR BT THRICOBIT (T yAHEEHIHELL) FPMP I H A& B 5144 . HITIL X SEks
HEZ P RESAFAE S, AR SR ST H 1 g BAA A X, BT LAAE St (14 3k 2
o, AP ELE R SRR UE I R A LA, b e 4 H T R, TR R DU, DL
X % B A4S

3. ITIL V3 §iiZ.OTF4)

ITILEH] & FHHMSO (Her Majesty’s Stationery Office) {{3¢ 3% [ BUM it 5201 5
H115 JR CCTALE19894F #|19954F 2 [A] /i, JECCTAXIAIFAN 1 4 [H 1 55#0GC. ITIL
WA B [ 58T VG == TR AR A RS R 1o e A5 AN BRASAE 20004 32004 4E 2 [AME 24

BAIRA NTILE H3LAAR S AR AL R, W ARBTG5 i . fele, X
IR PAE S, SLA PO 7 A T S e R DU S AL TR (g BT AR, 3%
fETERC TITIL V2, ITIL V2 #0658 32 B8z A0, IAEAE BB AT 5 v 4 28
Wi, et A A 3R T IR 45 B 30 7 v

£E20074F,  Dsm AU S ATILEE = MR TITIL V2, JFIER AT, B35
ARG PERAL, Wi TITIRS IS Ay . AEV3 REfT, BARBIHE, M
111 HE 8 A1 2 SR e KW it o

IXSANZ O AE RS . RS BEth s ISR . S5 E . RSt dl e, W
Figure 0, BL.& TITHRS B FIHI HANEY B, W(Figure 1)o MBI 5E SCRIA3 ATV 55
RIS B ms R 25 e vt WIS RS R e 2 ) — AN A 5, BIIRSS 125 e st
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IXSAAS R VRN A AL RS 2. B TIXSAAILUSE, BT RAG T 50N
AL, AL RIXSAAT UL THR 555 BLE 1A zau&m‘*

ﬁﬂﬁﬁﬁﬁ?ﬁ* (RESEit) (ES%®) (BBSEE) (ESuik)

Figure0 ITILV35&H
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Improvement

1 3

Service
Transition

e Caontinual

== Service

= Improvement

'
A
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Figure 1: The service lifecycle Service

Improvement
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Knowled Governance
& okills x methods

Speciaity |7 A : g Standards
top;}cﬁ ; alignment

Case
Studies

2 e Senvice 3
introduction B, L Trarsition

Study
Ak

Qualifications \

Figure 2: Complementary publications
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FITA IR S ek 5 102 IO 45 T B 5 TR SR RSN IR o EIX TS R, AT Tk 020 Je
I 58 e R S I e 45 B IR 2 21, I Figure 37

Requirements The Business / Customers
' Service
.| Strategy

sy T 5LPs from
Resounce Requirement
Palicies ard cors raints

"7 Strategies
N

" Standands oA

Service
Transition

| o e e ——
L = " Tested solutions gl
Tramsition Plans

.| Service

Operation ] Operatiora services

** | Operational ars

-

Service Knowledge Manﬁement System (SKMS)
Including the Service Portfolio and Senice Catalogue

Continual
i Coice L
Improvement

Figure 3: Key links, inputs & outputs of the service lifecycle stages
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=. ITILV3 RS

1. ARSEB (T Service Management)

55 5 B AR S5 (1B 2T 2 ) SR A1 B AU RE ) o IXPH AL 23 fiE 0 2 LLBAREAT
WAEME A B A . BEvh. Bl a8 ARFEe it A E dw YIE RE b, ok 74
GUEATEN EIVRES) Kokt K47 BRIV BEME AT (6 10 AR 5547 Bl e M 55 B AZ 0
RZ XN LEERE S, MRSTH LN Rede b4 %) BRI [ A 1K . AR BRI A

2+ 1T JRE(IT Service):

H 55 AL ANTRAERE IR (1 AR U R 00 1 5 7 (A Rt B i & AEGA S
giL, WA R MBI 7. A6 ITIL V3 MRS e X, RIETHES X: &)
REEL) “ L5007 FUAAELN “Re ki) A RIS 7, PR 85 G AR T RS- 4 2 (A
fE.

3. BREE(Function)

BARER L [ TPAT RSB AR, IRx P B e 45 ROt A R Hoo. BEE
SCT AT I BEAL, T IR I SRR 25 41 55 . BREE T LUIE I 256 (B 234 A
CIEIH, B RUE ARG F . BAREZ AR B R ZEE A SR S B SR
BT At S M RE R D A, i e S B RS2 I I A v R eRe ] BLAEIfE
P FATIBARE 22 8] 1) AR RS A v

4. JFE(Process)

WREAE TS PR BE AT S — AL B RS 3, 8 I XS B AR 45 R B
B RIFE D AR P SR R AT R R AME . AE ITIL V3 RS L dn R, R
¢ Hir (Goal), AIFURAEM SBHEAT ) EHEAT A 5 1 IEm T A 1F, ke LR
HE A I P T o
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JU. ARZ5-E%EE (Service Strategy)

W55 TCIE o ATAR Al 55 A D o 86 20047 — AN SEA IR, BIARATIR 20 7 AN I Sk
T ity T D SRR S A SR RS o DAL, RS HIEAY Jy n RAR A By, B4l
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e AR R
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ToVe M 55 PO R BAE IEAEREAT AT 4, ALl 55 e R b 2R LR LR 55—, i
SEH ARSI 5E S 56, WU IR NHAT A Qi 2=, Wil
Se Al B CRES BN o BITAT (KLY R AR 2T 5 18 T LA B LR R AR 55 i
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Fi. ARG ¥il (Service Design)

55 et Bk 55 2 i R B Be e —, IF F2 Nk S5 A SR AE H (10— 24 . ik
55 B ARV 55 A% S RURE P BT P K A1 65 ) AOE O«
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BV IR GS &N 135 2 7 1k 55 s 2R
WVHIRAR RN T SCRF IR 25 1 2E i Jo] 30
RS TR 5 7 B
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BV T iR E bR
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N~ RS ## (Service Transition)

H 55 e RE IR RIS A A b 555 B (R Ak 55 BE N B A v o S5 e AR Al e 0 Uil 55 ¢
VB B AR 55 eV R 55 5 B (1 AR 55 A8 45 b BEIE B B, 34T g5 18 8 5 IR g5 52
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H 55 5 ¥ P e 0 SRAE IR R RAT IR S5 (K0 RE— A5 1T, i AN R B U B L ATE A o0 T
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RIS DGR B SRR o I 247 L NI 7800 1 il
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. k%58 (Service Operation)

AR 55128 1 H K208 T A2 R e AR SS G 45 % ) A ™ O FLAE BESCRFIR G548
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FEE i YIRS B Bds ik 45 S8l 17 E, IRSSie 8 I S seE DRk i pir
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I\, R4 4t (Continual Service

Improvement)

S5 st (CSI) IRV T3 i X ik 55 o e (V) AR A 5t A BORHI Tl 55/ B 2 i
JEIIYI S S ACURE R GRS (PP RIS, AN ORFF 25 ) (R 2t o

MR g5 liadt (CSD Bdd MBS L, AR A P RE R T S AR O 5
B LT e HIR G ik 55 A i PR I BREASBT BE . RABCERTIRSS « R AR SR 1
(APSEIEs 7N,

MRS REEeiE (CSD) IFAZ — NS, HRN T RZMANM S, B
HAER IR B X T RZEIA L, A A ()l DL & g mb 55 1, ieds
FREEE B — DI H A . SR 20X I A ok e R 55 455 B At I A A
O T, HEN ARSI, BARVE 2 I H AR R U
A EFrER, B W RARE T, MRS5S S i LB A BN R St b, JF Hok
ABIAT IS .

Figure 5 IR S5 kit (CSD RIRY, Sl ALV AR MR & . e AE
MZEE, XL T HRIAENALE . PP IS L 55 R I ar A . SOt 4 2 230 e A 2R
WG T AR H 2 T 2l 55 T SR BB R AR AR BN, REORIIE SR £ 5 it
RIS o

, . Business w’i.ian,
What s the vision? mission, goals and

et abjectives

Baseline

| ASSESSTENTS

Where are we now?

Where do we want Measurable
to be? p— targets

How do we get Service & process
there? ey [Mprovement

Measurements
Fro—y & metrics

tij
i

J

J

Did we get there?

Figure 5: The Continual Service Improvement Model
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Ju~ ITIL V3 /R R ZER)

AR %5 %k B& Service Strategy

A2 Processes

3k & B Demand Management

145 ¥ Financial Management

Bk %% it Service Design

#AZ Processes

4 Concepts

Hi g5 H s 2

Service Catalog Management

Jic 45 B R 4
Configuration Management System

Information Security Management

M %5 & % & ¥ Service Level FIRE H Knowledge Management
Management

Al FH A HE Availability Management B UK I Definitive Media Libray

5 B 55 iR B

Service Knowledge Management

At 7 & # Supplier Management

7 & H Capacity Management

IT JR55HFEL e s 2t
IT Service Continuity Management

AR & 4E4# Service Transition

#iA2 Processes

A7 i F Change Management

=== Piran

R 45 % = FIC B2 P Service Asset and
Configuration Management

KA FE & & H Release and
Deployment Management

Fiz

Ak

4 Service Operation

#AZ Processes

IR4EE Functions

k44 Service Desk

HHIE H Event Management
i E4S F Incident Management

R4 B Technical Management

53K 1) 84T Request Fulfillment

IT iz4EE ¥ IT Operations Management

] @1 H Problem Management

I 4 B Application Management

Vi i) & H Access Management

¥4 AR 504 Continual Service Improvement

317 NNRAR

3 4 ERAE
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T KT ITIL V3 BB FUALE

ITIL V3 B8 FOAES 2 BA T PUAS ) -
o JLELEMKIUFP (Foundation)

JLA DM AR R BB BN TTIL FEAR VRN M . & HERTR A OGS (1 45
iy

o PEEMIUFT (Intermediate)

TR BERAUE S AT A5, ARE T 5 AR ITIL BB S N . 2 Bn] 2
SR, RIS

AR ST - WRHE0GC I HAAZ.O P EE, WA MMALEFTRFEEET: ]
s ARSS T MRS FEAS . MRS St A4 2 Al 2% e i3k
BE1433C — Mo SO HE HATIIV2 A RES 5V AEEH—8, 584
ANBRST R FRUE TS

o ITIL L54F+4 (ITIL Expert)

BISAFITIL LRUEY, B 7 AEANERS, 2% 0 e Ui it — R A [A] B 4% 5 1k
PAA “Aay AT SR AE”  (Managing Accross The Lifecycle Course) o 1ZUREFEml
TE T RS B ARy P& AR I AR AR B 5, DL T 2% i i
e ITIL KRJfiE+P (ITIL Master)

B PPl 22 ORI TIL B A W i A 732 HE A 73 M i) g
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+—. I ITIL BB Mk

OGC ‘B Jj M
http://www.ogc.gov.uk/index.asp?id=2261

ITIL & 5 P
http://www.itil-officialsite.com/home/home.asp

APMG ITIL ZikHL
http://www.apmgroup.co.uk/home/home.asp

EXIN ITIL HifkHlR (faf 22D

http://www.exin-exams.com/

ISEB ITIL ZiANM (FE[E)D

http://www.bcs.org/server.php?show=nav.5732

ITSM Portal
http://en.itsmportal.net/

TSO——OGC # ALK ITIL online bookshop
http://www.tsoshop.co.uk/bookstore.asp?FO=1162745
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http://www.information.sh.cn
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