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Configuration Baseline
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Configuration Management
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Definitive Software Library, DSL
Demand Management

Deming Circle

Disaster

Downtime

Elapsed time

Emergency Fix/Release

Error Control

Escalation

Evaluation

Expert Service Desk

Fault, Failure

Fault Tree Analysis, FTA

Financial Management for IT Services
First Line Support

Forward Schedule of Changes, FSC
Full Release

Functional Escalation

Going Rate

Gradual Recovery, Cold Stand-By
Hierarchical Escalation
Identification of Cl

Immediate Recovery, Hot Stand-By
Impact

Incident

Incident Management

Integrity

Intermediate Recovery

Service Interruption

IT Infrastructure

IT Service

IT Service Continuity Management
IT Service Management

Known Error

Local (distributed) Service Desk
Maintainability

Management

Market Price

Mean Time Between Failures, MTBF
Mean Time To Repair, MTTR
Modeling

Monitoring

Notional Charging

Operational Process

Jic B Lk

Jic B I, Cl

Jic i B

P B PR 2, CMDB
FSAS I %

w

%A1 %2,DHS

I AR AR, DSL
R

FHIR

I

B T

FEM)

RoMeE kA
B

AR

PEAl

LRI G

A

WA 43, FTA

T 555 I 454 21

— 2 SCRE

AR BRI, FSC
SEAER AT

HRRETH

AT e 2
B, W&
JEIRTEH R

B &5 (CH H
P ST,
Al

SR G

SER AR
SEREE

Tk R

JiR 55 i

T LA/ 1T FEAlAA
IT 45

IT AR5 3% S 3
IT Hle s 3

CL AR R

A () kS H
A

R

IR S

SR TG B R TR], MTBF
SFHMEE R ], MTTR
2

I

4 SR

BRETURE

©EXIN International, 2005

3/5



Operational Level Agreement, OLA
Package Release

Performance Management
Post Implementation Review, PIR
Priority

Proactive Problem Management
Problem

Problem Control

Problem Management
Procedure

Process

Process Manager
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Recovery

Release Management

Release Policy

Release Unit
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Request for Change, RFC
Resilience

Resource Capacity Management
Restoration of Service

Review

Risk Assessment

Rollout

Second Line Support

Security

Security Awareness

Security Incidents

Security Level

Security Management

Service Capacity Management
Service Catalogue

Service Desk

Service Improvement Plan Program, SIP
Service Level

Service Level Agreement, SLA
Service Level Management
Service Level Requirements
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Status
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Underpinning Contract XFFE A

Unskilled Service Desk R REIRSS &
Urgency KA
Urgent Change KA
Verification H% S 5k
Virtual Service Desk eSS &
Vulnerability Je 557
Workaround AR T %
SE TR

Service Delivery ( (fRSG-H24L) )
Norwich/London: CCTA/The Stationery Office, 2000
ISBN 0113300174

Service Support ( (IRSSZHF) D
Norwich/London: CCTA/The Stationery Office, 2000
ISBN 0113300158

ItSMF-International

IT Service Management, an introduction ¢ {IT ARSEH S8 D
Zaltbommel, Van Haren Publishing, 2002

ISBN 90 806713-63
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