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—RIIEGE, W T BRSSAML A 1SO20000, 1SO27001 26 [H Fril il T LK F) S #5

ARG, EN AR LT AR 25 4 150 1SO20000 IE TAE. Lk,
DRI FREEEE T BURT H LA B < By ()T AR sl Ak 527t 1SO20000 AE,  BASL et 1T 4h
L ZATIA S Bk, $ETH 1T ARSI BT o T AHERT, FEARAHEK, 3743 1SO20000
WIERAZWI ST, IS8 1T IRSATIL I 1R
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2.7 1SO20000 5 XBEfRE

2.7.1 1S020000 5 BS15000

2.7.1.1BS15000 =% f % R

BS15000 it 45 % Bk th o [E AR b2 (BSD JFR, A& HRTHF LS — A5 T s
BRI E SARE . B T — R S ST I S S B G IBR ) A 25 BT 7 1 A FLR R
IXEPFRR ARRAE FRAE ITIL BOFERE LR R T o

JE[EpRAEr2y (BSD T2 2000 4F 11 JARATEMEE—/R, 1M X 2002 4F 11 J0 Hot
177 5

2.7.1.2 M\ BS15000 %] 1ISO20000

1ISO20000 2 1 BS15000 s 4] ) SCAE 23 AT VR EOTH M e o T K8 7 (R i AR
SURBEMRPERY, PRI, 3 v A 2 2R 1 5
BS15000 5 1SO20000  [A) A1 (1 s AR JL
e Rif “BS15000” C\Z:4k “1SO20000” il
o ORIl “MHSAL” B “IRSHRHUER 7 B
o ORIE CBEUF g CHRNRT T B AT B
o X IR 5l e T 1ISO ARIE R .

2.7.2 1S020000 5 ITIL v2. ITIL v3

2.7.2.11TIL 5 1S020000 By* %

ITIL A RATLK, — B AN 2 1T RS BEATUR T S 1 R BARAE, (EITIL A5 0 5%
HESEIRR, B HEH AN IRS & B HE 2005 4 12 5, FEEsbRELAZL 1SO)
AP IACIE 18 (19 77 A HEHEE L T 15020000 FRIFRHE LS, 82 BA 1T HR S5 BIE IR [ B bt o

ITIL 55 1SO20000 Z [a] {1 2% Z Wi 2-5 ik
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ISO 20000 AERER,
H I1SO &8

REIE

iR 5 BRI E \BS B TS
N T {E## BIP 0015
HIRMEY

ITIL sRfELRE
0OGC
5] & #0 BE 11 A

& 2-51S020000 5 ITIL X &E

ITIL 15 1SO20000 Z [A]A 56 4 — 34

o MEEMORUL, ITIL SGER 10 MZO RSB B, 1T 1S020000 AT X A 55 4
PRPAEREESR, RN T o6 TR 55 8 BUAA R BAR 2K, Lo B KR . g5 H
P FRR 2 50 55

*  1SO20000 & ST M55 BN — R 5 H AR R A, ARBEAT 5 R 2R S 28 H bR i)
JiEFEAR, ATILAER T MRS BEAT S, 45 T 5B 28 H AR IR v
w1,

*  1SO20000 FI ITIL (%o #s i ik 458 BRUAR, (H I (MR AS AR TR . 1S020000 =
BLTOITIL v2 19 10 MZOwEE, RIS R4 8 (Business relationship
Management) 5 fit i 75 4 B ( Supplier Management) £k 453 % ( Service
Reporting) =NHi AL . X = MARFELE ITIL v3 s AE ST AR A L TSR

2.7.22ITILv2 5v3 Hx&

ITIL v3 2 — AN RIS 5 ITIL S A et B, 0 “ Maisme e Sk ” MRS HE . « i i
FESEER 7 BE TATL SR TP AT B, IR HASREE 2% 7 55 K I SCR M A W8 46 . OGC ) ITIL
v2 PR T AN LORS 5, SRR LI B ITIL v3 Fo ITIL v3 (4 FIHE SR Py 28K IR TR
AV S ZAT A B W [, EB 3RS T v2 g ITSM 44 iz ek Rtz
F B 53 N2 o

v3 N TR FE A, JLHRGINT “LER AT M. 1T MRS A TR S R A
P2, st RS B E A . IR —TURSS I, ZH N [ I B R R A S B4
MRS (A AR, G dSgesie. Rl Bk PR MIRAL KA. BATRISGEEES . £
BT A Y HOBTEE, ITIL v3 4 v2 i S AN AR A S &7 T —H . (H™ M Uik,
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545 15020000 (4

v3 HE v2 ISR, AR T v2 AN LA, AERTH R g T

BT

ke, IR TIL EAF ATz i I, 43 ITIL BRAP 0 RS %,
M, v2 5 v3 [ Le B BAR AR Qi Ek 2-1 Bros i 1/ J7 T :

F 2-11TILV2

ITIL V2 $#1E
V2 SEE RS & A R AR ACE AR
BRI

5 v3 RYFFHEXS EE

ITIL V3 $F1E
V3 WISGH R SS,  BRhin e O R 55 (1 B =)

v2 KIERZNE S IT 4a (Alignment)

v3 MR ENE 4 FIT (1384 (Integration)

V2 FEREMERE (Value-Chain) &3

v3 NBRIAMHEM L% (Value Network) TRIEE Y

V2 SE IR R 55 H %

v3 W B A Mk 55 BT 2 15

V2 RVE AR — R R B 1

V3 U5 4 1A e 95 B ) 2 o i 30

1SO20000 It FE G T ITIL v2 HkZ Co R R 5 SRR S5 A2 AT I A AR DG RE DA
LA TR SR A SRS . ITIL v3 IUIAE v2 3Lt |, 2 1SO20000 K4 Bk &, E
— 2 Ml B ARG I T R IR R
ITIL v2 F1 v3 MREZ 1 5 Le sl i R 1] 2-6 Ao . Herh i
10 /l\fﬁll:){ﬁf%

FAKIRSE ITIL v2 B2 1)

Sewice Strategy Sewice Podi o kgt Change Mgmt Monlomg £ Event kgmt || hdegsurenvent £ Control
Maiket Inteligence Sewvice Catalog Mgmt C C‘rﬁf Ealuf,l;-:?-. § 11 ;rl1 Incident Mgmt || Service easunement
IT Financial Management Service Level Mgmt | Knowledge Mgmt &2 Request Fulfllmen) Service Assessment &
ST e e sarvice knowledg e systermn {slandand changes) Analysis
Service Portfolo igm! Capacity Mgmt r Serv Lol !:.elel.:'-._t:e ) Problem Mgmt " Process Assessment &
Jeployment Planning
Demand fdanagernent Ay ailabilty Mgmt | M“"E":mlu.": Rk ||
Riskllamgmnt ervice Continuit y Mgmt || Tlsl'ln
Information Secwity kgmt Acquuwe, Suild, Tast i
(350 27K 150 20) Relewze
Sewice Release, H
Supplier & Centract Mgmt || Accaptance, Test 5 Plot L
Deployment, .
Processes Onganizatiomal Change & Oscommssion and
_— . Commurications Traresfor
H Functons :
b -

2-6 ITIL v2 Fi1 v3 JiFext L&
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2.7.3 1S020000 5 1SO27001

2.7.3.11S027001 +48

ISO 27001:2005 (fF H AR R) & EBRfE B e A A A (1 B 2hn v, YT
BSI (SLEbrUEMIE) il (45 B 2 8 #ibrifk BS7799-2. 2000 4 12 H, BS7799-1: 1999
E B R P S g N)y wid T EPrbrdE 4123 1SO kel 1E A [ Brbrit
--1ISO17799-1: 2000 ({55 BB AR-15 Qe A B st 4 ) ). 2002 42 9 H 5 H, BS7799-2:2002
R Z MR G, AT AN IEARRE, [N BS7799-2:1999 ¥4k 11-. BS7799
FRERR B TR 2 B AT, 2 [ b ARG B2 2B AR R briE. 2005 4F 11 H,
1SO27001:2005 i, HU T 2 Hi% BS 7799-2:2002, LU, 7799 RAbRHEN 4 5K
SREEMAR, HHBCh 1S027001 #2471,

1SO27001 /& Vi f5 B A E AR (ISMS) [—EMiE, TR PDCA J7ikie,
VEAI ] TR SEREA YRS B A B R A SR, AR SELAG D A R KU VA
Pk, [FIBAERST. S, G847, Mg, VA PRERS OOE B A B R PR TR,
kA SA LN R I (s e A B A R, W ERAL GO 5 MR 8HE 8 5 R R A
MV SE S

1ISO27001 & X T 11 A&k, 39 Al H AR AT 133 A il i, skl 1IS027001 (1)
M T R T X e e A TR R

P 6 R 3R 2-2 Pk

% 2-21S027001 B35 A Hor

A.5. x4 %4 (Security Policy) (1,2)
A.6. w444 (Security Organization) (2,11)
A.7. #7743 5 #|(Assetclassification and Control)(2,5)

AB. AR E4L |pg HwmsimEi A.10.Ci§_f5£3ifaﬁ%3£ et e
(Personnel 4-(Physic and ( ommunication o X
. Y and Operation 4 37 (System
Security) Environment M develop and
Security)(2,13) anagement) .
(3,9) Y. (10,32) maintenance)
{6.16)

A.11. 5 FE4=#|(Access control)(7,25)
A.13. Z4F4H £ E(Compliance)(2,5)
A.14. 534 E ¥ (Business continuity management)(1,5)
A.15. #4-H(Compliance)(3,10)
BiZ: (m, n)— m: #ATEAFSEE n: EFHHEFEANEE

2.7.3.21S020000 5 1S027001 X R 58 &

1ISO20000 1R S5 FRAERIFL ) “f5 B2 R L F 70 h AR 05 B A k. RSP
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BBLT T M EE, AR, 16 Ly URE FIVE A A 1R KA )
* 1SO20000 VAR ALY, & X T —RACAH G TR Hbs, 1 1S027001 LA s/
P, PR
o WEALRMIEMIME LA AR, 1S020000 A2 (i) 1T iR 258 B R Ak R barfE, 1
1ISO27001 J&: T 1)1 J&h 2 A [ T it AR dE LS, 1SO20000 5 i LA FR ) 75 20k 280 ot £ A 2
PR, 1SO27001 g LA XGRS 42 s (77 3Ok 2005 B 22 2 PR H Y
o WEARRMGAEEVZMILMERAE, W FEEE WSS, FER- g
ST, KB AE A2 K 1S020000 5 1S027001 AUEI H —[FsLjiti, f#piE
PRZR ) ELAMRF PR B 70 4 K4, SE AT S BE M A Rl IR S IS A R S 2 A L
o EMVEHA—FE
—1S020000 & H T Ak 1T IRSSHETT, W& 1T 50
—1S027001 & H THEAN L, AU T #6071, BAFNE ST W% N,

2.7.4 1SO20000 5 CMMI

2.7.4.1CMMI #§tik

CMMI(Capability Maturity Model Integrated) & {48 77 i AR AE B, i1 9 [ [ B
Lj Camegie Mellon University [£] SEI F152 [E [E[55 Tl W2 3 5] 5 5 R R 3T — A R 2 A5
M. CMMI ™ dh: SW-CMM CERIFRE ) AR . SE-CMM (R 48 TRERE ) AL
B SA-CMM CRRFIRELAE S ABERAD . IPD-CMM (KRR S I & RE T AR |
P-CMM (A JJ B R EEAS AL ) IPPD-CMM (™ S R R T g ) R EE R AL .k
BERLA A T ) AN A s, HAT AN i

2.7.4.2CMMI 5 1S020000 XA 5B &

1SO20000 J&: 3 TR (1 il 2545 BbRdE, 177 CMMI J& CMMI R TT R R EL IR B AR 2R,
HA LT Ui )
o EAMEEA—FE
—1S020000 & F TNV 1T HRSSH00T, Tl 2 1T 30 T;
—CMMI FE 258 H T A A X T 83ATIET 5, CMMI eSS i Aib i ik . 5T
SEI fE it R e J7 i ) 2 S HAL, CMMI R V2 8 FH Bk o 3552 L 16 [l Brbr e
o IR
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—1S020000 7 TTxf IT B 4L AL A BE, o 100 1) e 55 (045 B RS s s
—CMMI W= B4 SRR AP sl R G TR, S I SRR A T 14 U
o SEIHEM H AR
—CMMI 2t S R A 47 Al R e ) o i s (] B R o et et Jge A
JBVIFRRE, DR CMMI & i F 3 I i et etk «
—1T1 1SO20000 #5E T AL 1) I A A 5 w] H2 52 1oy At A IR 25 R 20K, R
1ISO20000 & VE T Ik 55 fe it 55 SCRr HIbRTEAL .

2.7.5 1S020000 5 BS25999

2.7.5.1BS25999 ##fiA&

BS 25999 s 5 [E bt Pir #E s (1Rl 55 15 88 BRAR R brifE
(BCMS, Business Continuity Management System)., BS25999 4} BS25999-1
BS25999-2 #ii 4y
* BS 25999-1:2006 Code of practice for business continuity management M. 2% 7 4E
EHESCAEN] (2006 4F 11 Ik ——FBRAENSHE A, 4TIz kS
FREESEiE i, AE A IAT IS P S i i R R, AHAME P A UEFRIE

* BS 25999-2:2007 Specification for business continuity management system 4%
FRELE IR R 2K (2007 48 11 H kA ) ——3R VS8 PA R (BCMS) it
SESTES P B AR ER, A HEE AL A SO0 SR AL FAR R P 2L PDCA & 3
BN B )2 L 25 RR SR, R IR A DA TE AR v

BS25999 M T2k 55 E LA #E (BCM) A7 KM FE . JRIWARIARTE . I H f7E T A4l
ZUHRR . FF RSN 553 E AR A AN, JF ARG R HHARH AT Z R
Do FHAEAIZIRERS R — S, A5, JHEIE BCM kRS, BS25999 S fit /I T
BCM ffESLER MR AR

BS25999 XM “#ikl] (Plan) -3Ljifi (Do) -fi#r (Check) -t (Act)” FHIAKAT R
AT, ST, 1sfr. M. WAL gk REFFISGEAIZRR) BCMS.

IXPRIE T 5 FA R B R SRR B2, 1 BS EN 1SO 9001:2000 (it it 2
£%). BS EN ISO 14001:2004 CGHEIF AR ). BS I1SO 27001:2005  (fif ) &4 B4
%) H1BS1S020000:2005 (IT MRoFHEL) DRI SCRE 5 R A B AA R (0 L RIE AT
&5 G S

BS25999 #Ef7 1M iz RN ik, AR MBS PDCA i3k, TR
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—AMERHIE R, DRAEAELTZ A M 5 S R N RS A B

2.7.5.2BS25999 5 1SO20000 RYEX %

o JPEBHIAHIGHE. 1SO20000 X k55 B — R AR T PDCA [#)J5T & 31772,
TRUE TR BRSSO BT, BS25999 M HIIX — 7k xhib 55 X S AT i 2 76 «

o EHEHIN RN . 1S020000 5 BS25999 Xif 4 4L AT Bk (A BLEAT E X, X
BAET 1SO20000 55 FY SR kS5, 1 BS25999 5 i F A2 X i fs o

o LM, 1SO20000 & —AN KT T MGk R IR IOFRAE, B8 B P R 2
IT 45 o 72, 1 BS25999 £ 11 ) H 2 1SO20000 1Mk 45 T e F AR G Ui e ---
W45 & T RIVE AN 1S020000 3 5@ I T MRS 4R A, Bl 1T RS HLM,
S AL 1T BT, 1T BS25999 W) LA 45 3% S8 B () doe 52 i R iy, O Tk
Pl AR RAL, rh AL KNI SR AN & AL PR BAR R 7. DRI,
BS25999 i FH Y I HE) .
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3E  1SO020000 W B fiRis%

3.1 1SO20000 &I K R By EE R ZE 5k

3.1.1 JEH (Scope)

1ISO20000 Jy ik 55 SR BERTRLAE T 1) 5 AT A T 12 52 i ik 55 1 2% T 225K . 1S020000
AT LU

o MG TR TEAR LI

o BERMESIEE P FTE RS SR R — Bk A I 412

o S IT RS S ERIAT A B R S5 SR A Y

*  LL1SO20000 A FEAH A EAL AL 1T IRk S5E BK P A2

o TEUEHIIA RE SR B L T R MRS I 421

o By TR AT AR B SR AR I S e g% T, AT SO A 25 2 2R

1ISO20000 #isE T — RIEH AN MRS B L, Wild 3-1 Pros:

5 1Rt R
RSV R MRSFIONEE FRZEEH IREIRE
M55 S mT R IT Hhe 55 U515 i 45 4 2L

B
BATERE AR LR
[N gL
&g AR W45 5 R AR
O AL T 4

T e L

3-11S020000 AR & 18312
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1SO20000 ARk A 75 ik 72 7] ¢ 28 @ AR HE AL 2 B F T il s 1), 388 LU S 2, DRI O
ROEARBTATHIE, B# 0TS HMLh AR Al 1TIL BSOS, 1 HFR T 1S020000
WA IR 48 T EE SR 2 Ak, A T ARRAS [ £ S Bt 190 11 2 FLA 0 H bR B2 s e Skt 2 e e
(Rl 555K o R G5 BRAMLT FN% 7 22 11) DG 2R AR ke e Qe S A bR v (15K, DT A 2
HHFF.

{E R FETF LR AR UE, 1SO20000 FrAEM H I FFIER TX00 7= S A T oAl . Aid, dZEFF
KARSSE BT H . P2 R R G vl L% R4 T 1SO20000 Apifk & St 4a g,  LLSZREAR 4545 Bl
() B 52 I

3.1.2 BHAZREKR (Requirements for a management system)

Hdr: SIS Tk %, S RIS 1T RS 7 10 7 & R A 2
3.1.2. 15 IN&E

RS N 2 I P AT B, AL R BRI IR S5 BERE D HEATOT A SR R
I AEAT L ) B AT 55

(EPiE VR

o EENIRSEBMIIE . HARATR;

o A GULAR WL IR S5 B H bR S 0t () F

o HORE ) ESRAFLARIIA, JERIORTT S il R R T H AR

°  IREMMNTUEAM T RS 0 5 B

o YUEIRMARIEAT MR St WA VP DAL S RS SR BRSBTS B B

ARG G N B3 DL N B R sl 264 T 48 2
o NIRSEAE B SUNIIR ST B KRG EA T A PE
o ARANE NI RS BT VR, AN A ORICRFS G B L S PR AT R

3.1.2.2XHEX

Hi 55 B A T N 2 B ISR SRR DR I 554 BRIEAT A7 AR L 384T MR . N
ELOEGR

o SURLIAR S BT BRI R

o ORI RS SO BN
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o UL RENTRE Y

o FRIERESRIAN LK.

SR AN RIS BSCAERNS S g i PR IRV RS B EORIA R R e A
Dlo i SCPFRERAMEATE AR iS4

3.1.2.3f8E A1 EiRFALEI)

JITAT (R IR 5565 BILAR (ORI DA N, AT 8 SCRIAES, JFORFF RO AT o N 200 N B3 fE
PRGN SRIEAT PR A 2, DA ORARATT RE A OB AT % B 0. g i LS AR O
TR BT NGRS A SSPE R, DA Ay SR 55 B H A b ik«

3.1.3 ¥R A SR % & ¥ ( Planning and implementing service

management)

PDCA J5iE v N FRrA I RE . J5 gk
o Rl ARIEE )T EOR A A LBEHORE AT S5 R BT I H AR AR R
o YU BIMIATIXLEIERE,
o R MESENS . HARAIESRMEMOFIROX S R, IR AR
o Mot REUEERF S RS

T AR 558 B AR (S I AR R IR LA A i 18] 3-2 BT :

W ER > L
— > depey
Wi > e
B > EEEE
WA Rl >
T » AR IR %
%. EHABE » 5% et
o 6 W 5 5 90 i Ak -
| bR, i
WEE > ¥ &, HAEE
B
Hihs e, e " WAL, R TR » E AN B P
&, ITER i

3-2 PDCA i RS E IR h R H
A Y, AN AL SRR PRI T AR e, rT DAORAIE AR 55 U B b
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BRUELLAh, SCRE T PDCA Bl this I AR R B2, R s Rp I 20 (1 HE At e T
—BUHENEAN,  PIRT CASEEIR AR S, 0 HLRURE ] B0 5% 2R Re 8 SE L& WA

3.1.3.11RIARSEE (PLAN)

Az ohRIIRSS B St 5 B4t

TR AN, e BRI T U5 IR R D T DA AL . IR S5 BRI Y 1%
K3 7 it REACRSL BRI Ss Hbs, R 5 A BRSO 30

JI 5548 B AR TR 122 2 b 5 SCRUTR 2

RS B BE T 1 e 25 BV ] (e BV IZ3 i 1SO20000-1 Bk, FRAG A LIS HI M)
IR 55 LR B H b

RERFAT IR . ltan: St AR AT AR DL R SOk IR 45 B
EELIVEIERS) S

IR 25 5 AR 2 Al S B T B PR S DG R

YU VPR L o) 50 IR 1) 7 95

BEUR . BN

R AN e I g5 R K T

FITAT (R RIHOR B P o o BB IR K o A AT R TR A0 T ), 24 [ i 55 B TRl
TRFF— 3

3.1.32ITRRS EBHIRILARSE (DO)

HAR: AT B H AR A
Hi 55 8 BRI N 243 e DL 3 3 ok S i -

S M SRR 73

CEENCESE T

DIV R 55 R s
TSR, LR G RFFIESAE

HBVE B, 45k 55 & BN 53875 B
XPEATRRIV R BOR. R LAGE ST Il M4
AR VR AAR 75 HEJE 5

X e 25 IR BEA T U 5 55 B
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N TIE3] 1S020000 i, k55 BRI UG TR AZZ 9 AL bR AE (145 I 2K
— HAHRIT DLAT, LGN NAZORE B B SAURE 1R ek 5 247 R B AT 1 A 55 i b
REWREAIER R, AP Re ot i THAT A, EFEEE M & TR THsE

3.1.3.3M&#. M=E5iFHE (CHECK)

Bibm: WAL D05 IFOF o I 2% 8 2 H AR AR 10 58 et o

I 254 Pk 7 7224 30t s 5 00 £y OR LR W S R AT 28 o IR 55 B R 4 A R ]
B Isf BE N L ADE T AR, e ik 5548 B A a2 LT 255K

o FFEMRSE BEIRILL & 1SO20000 ArifE;

o JIRSSE RS BIA AUMRAT DT

T VFRI RS, BT DRSS N W] A B A AT BRI AL

o CHFTHTIHRAFRIRCR  CGXEER AL RN T BEE B SS H AR I SRAT IR S5 AL

o BRI,

(8 I RS SEF

A—# (non-conformities).

I B — ANV A R % BB LR LT

o URRRMPIRASTIE ZME,

o SRHUENL. YEREL MRS T e X

o JBETRIEITRETRL

o WU MERE CH TR AN U H QTR

o LRSI U UF S5 BT A I:

o XA EUE UL E S T HEAT AN .

PP 5 TSR PDCA SRR — P BRER L THA Rl g5 ot (ACT) kel
J 45 A BB R (R

3.1.3.4%B4 8 (ACT)
EAR: B2 RS S (LA B 2828 S A 2

g AT IR S5 BRI, I RO R 25 SO RE Bl R ) A 2 L RS T BEAT IR AT 14 R
Mo FEATANKE MR S5 R R E Sh AR N 2 BEAT Ot o — TR 55 ESct vl 2 24 P - A B A 1) e
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SO I T LIE I E T 1 TR R S X L R 55 et

HR 55 Ak TR 5 URE Y 2% 4 -

o RTHIEEBUE HESIIAAA ;

o TG TR VA St s

o TR TIE . R AU

o TR A BN RSB BBOR . TR SRR AT IE AT 5

o WPTH DRI AT S LIS SN, A RITUYN H AR

SN IR A S e T LA AR £ 5 NS e 6T R ZE IR S5 ik, 9 4 2Bl s
FEAIEE, AT RAAE— A3 H B0 LA 23 55 AT P

ESE AR 55 SO v R T, T B SRR S T AR 55 0 K AR D S Dl st L AR
RISEHE

S PR R P 2% [R] 56 T A OO EACEA LU A, AT S 2 B R R R AT VAl

R 558 BN AN 2 78 0 IR ST BURLBUR L Wik, LSBT IS iR 55 i iR ok XN
VAT NV SN ¢ g b - VAR Vv S S T A o S TS L S e S

3.1.4 MR ELHHKRZFERRS (Planning and implementing new or

changed services)

FAT: AR R A RO R 20RO 4 R B 3710 B S8 M 45 A T30 A7 3

0 7 T 250 AT L0 8 o AT ) 5920 0 1224 % Hond T30
SRR S (O 25 B, LA . S0, BORIOANL S JLAN I . JEEAT AT R 437

WIS AST RS LIRSS S6H), e I kAT B BT B AT .
545 LT 7

o ST JEPERED R 0 R O I IO A £

o R R A A

o« AR T

o BRI R AL S TR A 5

o IR K

o BRRERIRIIOTSR, WA AR A B

o BRI BT OHICR . R AT AL

o« RS BUELRIN

o« RS KR,
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o AlINEAH SIS E T AR .

BT 1 B S AR I 55 I 2 AE HE N USRS Sl 2 i A R S5 PR AR T 2 . O HOX LB IR S5 M
PESMEE > o A5 B I RN LS RO AR oK Ay LA AL o 7 24 T i A B B AR R A T
R S v e, RIS ECSIE R ROR S SG AT A THRIAT ER AR

3.2 1S0O20000 iftEXRE S

1ISO20000 FilZEA IT e d5 & BB 2R, KR A R K0 0 A RS, bAoAt ik
ALt (Service Delivery Process). X #&id#E (Relationship Process). fi# it 2
(Resolution Process). #i#ilid#2 (Control Process), LLEEAiidfE (Release Process).
NIHPREX 1SO20000 AR H LR TR )R B o
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MisE 4: EXIN ISO20000 TAME® s 3 iaGC 3T iR 3k

1 Understanding the definitions and

principles of servic
management

e quality

%—%Bﬁ’ :
UNSY S0

B E 5 R

1.1 Understanding qual

ity

1.1 ARJRE

Competent staff R 3 Integrated processes | &L

Continual Frel ot Interested parties ) i AH R TT

improvement

Customer B IT Service IT e s5 5 Biix &
Management System

Customer KRR Measurable CIK: ¢

requirements

Customer satisfaction | 2 i & J& (5 1) Needs And ik 5

(management) Expectations

Desired results T s R (Operational) (BE M) ®R
effectiveness

Effectiveness NES Process (approach) MFE(R1R)

Efficiency P Process-Based FEF AR R
Quality Management | {A %
System

Evaluation PPl Product Quality 77 i U

Financial W45 53 Quality Management | JFii & A &R

Performance System

Fit for Purpose TEH Quality objectives i H br

Focus £ Quiality policy SRR B

Framework HEZE Quiality toolset T A

Inputs/ Outputs WA\ Set of activities — 5

1.2 Understanding service 1.2 FEIRSS

Control 24l Procedure IR

Critical Success KEER IR R Process MW

Factor

Governance bEpLd Quality pigey

IT Service IT HR%s Service 5%

IT Service IT 558 3 Tools TH

Management

Key Performance KEEG TR Work Instruction RASFL

Indicator

Metrics Fahr

1.3 Understanding IT Service Management 1.3 FFITHRS & EE

Control x| Procedure IR

Critical Success PN DIl ES Process TrE

Factor
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Governance NEPLL Quiality piges

IT Service IT H%% Service i 5%

IT Service IT ASsEHE Tools TH
Management

Key Performance REEGTIERPR Work Instruction Rl
Indicator

Metrics e bR

1.4 Understanding processes 1.4 HRERAE

Controls 54l Roles Mt
Inputs LN Structure gl
Key Performance KGR Targets H ¥
Indicators

Outputs i Work Instruction Ve S5 )
Procedure IR Workflow YENV IR
Process TfE

1.5 Understanding continual improvement 1.5 L

Plan, Do, Check, Act | ilkl, #47, fi#, | Continual (not FRS I (AN S SE)

1r3)

continuous)

2 Understanding th
ISO/IEC 20000 in IT
Management

e position of
Service

By

I 42 1SO/IEC 200007E I TR &5 2 B 11y

(A

2.1 Understanding the landscapes of
standards and frameworks

2.1 FERERESHER RS

CMMI® RE 1 BRI R | ITIL® ITIL (IT SR )
CobiT™ WS SAR AR | MOF MOF (s iz B HESE)
il H A
ISO 9000 ISO 9000 (JFiH#45# | Six Sigma® N VRS
] B b )
ISO/IEC 20000 ISO/IEC 20000 (IT | Inter-relationship MBI R

Ik 55 L B b oD

ISO/IEC 27001

ISO/IEC 27001 ({3 )&
G4 PR BRbRvED

2.2 Understanding the concepts of

certification practices

2.2 FRAFIAUE SR A M &

Specification poeh Certification Scheme | I\IE/K &
Code of Practice SE e 7 ) Management control | & 4l
Audit i) Scoping 0 S e
Conformance FFE 15 Service provider i ]
Recommendations Ay First Party Audit A
Observations W 5% Second Party Audit oy R
Applicability 18 Y Third Party Audit o =Tt
2.3 Understanding the concept of ISO/IEC 2.3 H@#ISO/IEC 20000 1Mk
20000
ISO/IEC [ FrbrEfL 2R / Common terminology | ifi I R i
Pree TR
JTC7 /| WG25 JTC7/WG25 Compliance FFa 15
Specification G Consistent approach | | i — &1 J7i%k
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Code of Practice SE AR ) Customer focus R AR

Part 1 58—y Factual approach to | {4k 2 52/ e ik
decision making

Part 2 o Industry consensus ATk Al

Assessment TEAL IT Service IT H 45 %
(Management)

Benchmark bt Management control | & B4

Customer alignment | %) HbriHE Mutually beneficial ERIEEINTHE R
supplier relationship

Service alignment 55 H bkt Natural workgroups AR TAEYL

Conformance —3 Objectives H bp

Recommendations i Process based DAVRAE b LAl

Observations W2 Quiality standards S bk

Applicability T& Relation to [FIHEZL IR G 2R (P AL)
frameworks (neutral)

Assessment PPt Scoping 0 e

Certification Scheme | AMIEA R Service provider M55 eIt Re

3 The quality specifications for IT FE=ER45r:

Service Management ITARSE B REMTE

3.1 Management and Improvement of ITSM

3.1 ITSMIRRE )48 H 5 ik

Processes

Requirements for a Management System G K

Awareness iR Responsibilities/ roles | BR 57/ {4

Corporate policies AV 5 TR ) Risks AN 55

and principles

Evidence e Service Management | A4 FERE S
capability

Management system | & AR Service Management | i 45 H 1)
objectives

Policy B Service Management | JIik 55 & BRI
policy/ plan

Procedure IR Staff turnover PN RAIES

Planning and Implementing Service PG e SR 5 2

Management

Audit criteria/ scope TR DU/ Plan-Do-Check-Act R —PAT—F A —
(PDCA) methodology | 175))(PDCA)J5 1%

Audit programme H &I Planner intervals Tl T B I B

Auditor HAZ Preventive actions Tl AT 3)

Budget T Process linkages TR IE R

Business N3N Process owner WA TTA

requirements

Business results NZ3% Process performance | JiFEgiRk

Capability e ) Remedial actions M IE it

Corrective actions 2 IE R it Resources P

Deming Lifecycle FH A= A Senior responsible AR TN

owner
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Impartiality NIEME Service Management | 45 B 7 5Kk
requirements

Interfaces e Service Management | 4% % B pEH
review

Issues PUH Service (quality) i &)

ITSM scope ITSM Jiz [# (Staff) Competencies | (A1) fg

Management BT Staff continuity INE A K

responsibility

Monitor W Team and people ENYNSPNGAR; 543
satisfaction

New / changed AR B IR AR 5% Tools TH

services

Non-compliance/ AFFEIA—EL Objectivity B

non-conformance

3.2 Control of IT Services

3.2 ITHR &S ra il

Planning and Implementing New or Changed

FHGY RISl 55 3 A 55

Service

Agreement G Proposal TS

Change AR (I Recruitment FHE K

(Management) requirements

Closure of a service | R4 11 Service acceptance i &: 2 g 7ntid
criteria

Contract £ 7] Skills Hiiie

Live environment 7t Training requirements | 15911753k

Manpower NJJ Post Implementation | s&jii J5 T4k (PIR)
Review (PIR)

Change and Configuration Management AR B

Change and AR TR FIBCE T BEVHR | Electronic libraries H A 1

Configuration

management plan

Change and release | A48 5 Fl K At %Il 4 Emergency change L AR

scheduling

Component 411 Financial asset W0 25 55 P RS
accounting

Configuration control | fic & 4l Infrastructure SN &
configurations

Configuration i i B UE T Integrity SEEE

verification/ audit

Configuration records | At & i 5% Master copies Ji e DL

Costed Changes JRAAR Service and Mk 25 FH L e ) AR B
infrastructure
changes

Deficiencies [N Service components | ARZ5 4144

Digital configuration | %fidfic & i

items

Release Management

KAEH
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Acceptance test ISR IR 355 Release R A (B

environment (Management)

Build and test S PR A Release date KAt H Y]

releases

Distribution paxi] Release notes KA

Emergency release Kok Release plan KA

Installation w2k Release policy AW H WG

Packaging 14

3.3 Alignment of business and IT 3.3 WS ANTH HAr &

Relationship Management KAEH

Business drivers N eSS Escalation T2

Business Relationship | V45 &8 Formal agreement 1EA R

Management

Complaints definition/ | #&iF 7t /AL PR Lead supplier E AN R

process

Customer satisfaction | & i & & Service complaint A 55 $E

Survey A Service scope Ik 55 e [

Conformity — TS Stakeholders il

Contract & H) (& H) Subcontracted TN R 15 L Y

(management) supplier Rl

Contractual dispute B IR (2T Supplier Management | {5 i & 2

(management)

Contractual & lF) L5 Contractual & Aok

obligations requirements

Service Level Management and Service HR 5 77 EPERIIR 57 27

Reporting

Account Faan Service Level 55 o) R
Management

Availability and Al M MRS Rt | Service performance | R4S 5%

Service Continuity sk

requirements

Business plan N 5787 Service reporting R 2541 7 (AR )
(template)

End-to-end Ui % g 1] FH Service review A5 VF H

Availability

Levels of service 55 90 Service upgrade 25T

Non-availability AT Supplier contract HER 7 A T

Operational Level BE R MY (OLA) | Trend information EHE e

Agreement (OLA)

Response times Wi 5 5 (1] Underpinning XFFEA(UC)
Contract (UC)

Satisfaction analysis | T & 4T Workload T AR
characteristics

Service level (target) | B4 2% #x)

Budgeting and Accounting Tt IS B

Budget T Licenses V]

Account ol Overhead costs )2 A

Copyright © 2008 Lg% WA R AR JEAUTA
AL 400 886 8806




25 1S020000 [ 71

Budgeting and IT M55 B 4 $I A1 | Direct costs HIERA

Accounting for IT S E

Services

(IT) Assets (IT) %=

3.4 Delivery of IT Services 3.4 ITHRS At

Service Continuity & Availability Management | JZ45FF4E1ER i] 1T HE 571

Availability and A PRI R S5 FE 2L | End-to-end Ui % g 1] FH

Service Continuity )7 K Availability

requirements

Availability and AR IR 5 R 2EE | Insurance RIS

Service Continuity Tl

plan

Availability AT Levels of service JIR 252 )

Management

Contact list I 2% ¥ o Non-availability ANAT

Continuity tests FREEPEIA Service Continuity IR 55 FF L B
Management

Capacity Management HET) B

Capacity Ak gLl Response times M) 17 o 1]

Management

Capacity model fie I pR AR Service capacity A %5 RE )

Capacity plan Ae iR Service performance | IR%55i%%

Costed options A6 B0 A ] 8 T Shared resources A N

Current and predicted | 4 Ji AT 1 fE Threshold 15 F pii /PR

capacity

External change Hh AR Trend information EE

Performance gy Tune P

Predictive analysis TR 5 A

Information Security Management 1G.E 2B

Access rights 1y I AR Security breach G R =

Change record A O S VA Security control/ RSN bl /A7I 300

evaluation agreements

Information Security | {5 H & H Security Incident 7Rz aHilg

Management

Information security | {5 &% 4 5k Security risk 135 B2 4

policy

Risk assessment KU PEA ISO/IEC 27001 ISO/IEC 27001 (f5

B2 P E BR bR
D)

3.5 Support of IT Services

3.5 ITHRZ IS HF

Incident & Problem Management FLFRU 1]

(Business) impact (OIk%%) Proactive F AR
identification

Classification K, R Problem I (7 3L
(Management)

Disruption KT Problem resolution EFEN R

Formal closure ER &k Service Request A 251 =K
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Incident AR BE) Trend analysis JEEAR T

(Management)

Known errors AN IR Underlying cause of a | [n] @R Y5
problem

Prioritization R

4 The code of practice for IT Service

Uy I THRS & B AR

Management

4.1 Management and Improvement of ITSM | 4.1 ITSMi A2 #4255 it

Processes

Requirements for a Management System EHEFR 1K

Process control NN I RTAB e First party audit B

records

Senior level S E Second party audit BT HE

Observation W 5% Third party audit COEy iR

Recommendation e e External audit G T

Conformance ey Finding KL

Planning and Implementing Service RIS Tl R 55 7P

Management

Best practice eI 5 Quality circle Ji iR A 3

Infrastructure TR Resource schedule e Rre 8

standardization

Internal audit A T Service improvement | R4S Sl H FrR)
(targets)

Liaison meeting RS Suggestion scheme BT E

4.2 Control of IT Services

4.2 ITHRZ il

Planning and Implementing New or Changed

FHGY RIS 55 3 A 55

Service

Availability monitoring | nJ F ¥ i 45 Service Management | i 4% & BEATUR
arena

Forward Schedule MR Service recovery i &RV e~)

reports

Lost/ degraded JIKe 55 R A V% Service workload g5 TAER

service

Outage reports 1E47 H W Supporting services SRS

Proactive reports BRIl e (Technical) (BRI FE A 244
infrastructure

Reactive reports BB Unauthorized party ARNAFRH

Service catalogue %5 H % Variance 5

Service Continuity S5 R S Workload limits B g% B

Strategy

Service Continuity IR 45 Rl R

Plan

Change and Configuration Management BRI EE

Accountability AT DT Implementer St

Auditability Al Release controls RATEE

Definitive Software I A5 (DSL) Stand-alone YO VAER|

Library (DSL)
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Disaster recovery KA System interface RN

Hardware builds i F A Traceability (matrix) AL R (R )

Release Management KB

Back-out plan EIBESA Y] Release verification R AT A% SR
and acceptance

Distributed VRiiE eS| Roll-out (planning) ) (k)

environment

Release package KA Support documents FE=3'.s

Release sign-off KA e

4.3 Alignment of business and IT

4.3 1T 5\k4—5ik

Service Level Management & Service
Reporting

MR BRI S 7K

Alignment W Service Reports A 554 2
Business Plans N& i SLA RS o s
Business b 4575 3K Stakeholder Fai R RTT
Requirements

Service Catalogue %5 H % Template AR
Relationship Management KEEH

Compliments ;o Service definition g5 e X
Representative IEIOIN ]

bodies

Budgeting and Accounting Rt IS0

Accounting IR Budgeting ‘ O 1
4.4 Delivery of IT Services 4.4 1T R4 gt

Service Continuity & Availability Management | JR4 46 1R ] JHE 27
Analysis I3 Test Plan WA TR
Availability Plan AR Test Results SRS
Service Continuity e85 IE SR

Plan

Capacity Management e B

Capacity Plan e ikl Policy BUR
Modelling ey Service Capacity k55 fe )
Monitoring IR Tune WAL
Information Security Management 1GE L E P

Security Controls LA Security Risks 24 A
Security Policy GARBUR

4.5 Support of IT Services 4.5 1T R =CFr

Incident & Problem Management G R P

Incident Lifecycle A i ) 40 B Tracking PRI
Management

Knowledge Base SR Urgency Ko
Major Incident EDNES Workaround AR 5 %
Problem review ] PPl
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M 5: BEE R MmIRFZAF

W% ITSM BHRG AR

EBRY W= EHRFZ AR BxEaAE
c11 S 1S020000 &5 %
ISO20000 A | C12 | 1SO20000 AilF % 4 1S027001 i) %
IEZRS C13 | 1SO27001 iAiF & B I(ITIL+ISO20000) % 1) /7 %
C14 N S(1SO20000+I1SO27001) % J5 &

C21 | IT g% Bl Al 5 R IT 558 B EE PP Al 5 LR 77 58

C22 | IT A5 FA LRI G Bt &R | IT IS5 FAL LU 53 B v &R T 5

c23 IT R4 &R B T %
ITSM 251 IT R 46 BB B 5 PR A
C24 IT RS AR St 7 %
c25 o IT R B0 1 By %
T 41 5 9 T O
C26 IT HR45 B sty %8
cUs 231 C31 | &/ W AR EUS I 152
C32 BT S et &=
BPM %35 Cal | W IR H ARl | i s R R A i

ML ITSM EIIREGR

RiE RiE Rz . Rz .
= -~ B2 AHR FAEHA
#7 S #HE ¥
IT ]R&SEHE | T201 ITILS ITIL Seminar 0.5 o
ATSM) & | T202 | ITFS IT it 5 IR B 05 ¥
A T203 | ITSMS IT AR 4555 PR AR s 0.5 I
T206 | ASG ITIL LI AL Rk 1 K
ITSM N
T207 IT IR 2545 18 S TG 2 G
Workshop
T210 ITILV2F ITIL V2 Foundation 3 APMG/EXIN
ITIL Practitioner: Release & Control
T212 IPRC 5 EXIN
(IPRC)
ITIL Practitioner:  Support & Restore
T213 IPSR 5 EXIN
(IPSR)
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T220 ITILV2SM ITIL V2 Service Manager 13 APMG/EXIN
T300 | ITILV3F ITIL V3 Foundation 3 | APMG/EXIN
T301 | ITILV23FB | ITIL V3 Foundation Bridge 1 | APMG/EXIN
T302 ITILV23SMB | ITIL V3 Managers Bridge 3 APMG/EXIN
T401 | ISO20F ISO20000 Foundation 3 EXIN
6 ISO20LA ISO/IEC 20000 IT Auditing track: Lead 4 EXIN
Auditor

IT y48 %% | T501 | COF COBIT Foundation 3 ISACA

AEHATG | T502 | ITAR IT B T S AU 2 2 x

&SM) R4 | T505 | 1SO27IA 1SO27001 EALH # i (LA) 4 EXIN
T600 | PRINF PRINCE2 Foundation i B &3t 3 APMG
T601 | PRINP PRINCE?2 Practitioner B3 H & 2 APMG
T700 | ITSOM IT k55 A58 B S S ATTAE 2 L3EaH

Frea GEfiD :

- T701 | ITUP IBM ITUP Essential 1 IBM

T702 | SOA SOA 5 ITIL 454 Hk & 1R x5
T702 | ITSCRM IT 55 %0 7 R AR B I 45 Ty 1 y
T703 IT S SRR 85 SR 55 1A BA 3t 1 x5
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B} 6: OpenBook F&Eg%: IT BB E

< OpenBook & H AR
OpenBook & g 4ifi BV B A PR A Al 4 24 A0~ i JF A& (Knowledge
Development) £ 56 ¥ Al 5 45 1 e i —FP A0 R 7= 5 F R 71508 o T 1R HEZL I T B s

HERSIT | s

g [ oo | e )

BHE prmeny | | wewEem | | eesne
w5 | H we | meww

— &= | FEHTE

—IF—f| ST BibiRes

OpenBook HITH ™ i T K 7 = B HAT LU R A

SERERAE A RS . OpenBook FF A HIRIE. JA8h g5 VP RATFESA
A AT KB B 5

AIEEMREEFIER . NFEmtl. WA GBS “=Aorar”, sl i H 48
EEE VIR o AP A S e R ol il e o115 /A1 P AVt = e W

FE T B SRR . OpenBook HLEIL A I 100 AN H SCRASAR , ) FH I SRR m]
DARR O H PRI 1R, BRARAR 00 H XURS:, i DR dne IR R ™= i (R T 3

55T OpenBook JF & AR i ELFE (R IT ISR M) CIEIT R R 5O
FEIBR 1T IR E EIREA GtSMP) ITIL RIEER P SO, CETITIL 11T IjRSE B Z18) GFHEX
SR AL RO CBYER 1T BRSS & AT Gk A ) CBIEE 1T SLif SOk ML AMU R B )
T CEERF (P EVHEALH Y FTFIE R A .

S W% T BHEIE

2003 4 5 42 2004 4 3 J1fr, WLk T & HH 5 &ML (SinoServiceOne) 44T
AL YRR IT RSSO 2 4, AR CA SR w] R BE BRI [ B 1T Ik 55 BLS R (tSMF)
G ANAMARM SRR T, R T E T R4 8BS — 4K A “Open Source” B K
BT — CPE T RS EIRR ).
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CENT R8-SR D) W R MRAT, fE—EfEE FiE T “Open Source” 1X
FITERRSE 1T MRS & FLFRAT T 2 M BT R BTE T R AT . BRI RIS A
G700 T RIS o B BRATTEE S I S S A R B SR R RS T
TR XA H M50 B0 IEAL I, 526 T 2004 47 10 A% H2) T s 1T s &
FURADY IR BAVREDS G 1T kS 6 ALY GROIF R D), B EBIN.
R A, PR AR EH B IS SR AT N TIRZIMEN %, AR e LT
PEHT A EE . SO EE) S, XX —KIE] T “Open Source” [ I R A AE o [ (1) 7 iy
77!
MZE R LT T M EEO. Sl BRI SR N, — B
] ST IRSSEEL ATSMD BESAE N H— I 2 4di 4. >KH] “Open Source” BT Ak LR
CEId 1T RS 6 R FENI B2l | T BB SO s Al T Se Bl — i (i — PR &
TEHA R
AT AX ANy, REET LN WAN T . 5582 IT IRSEE (TSM) 2
ARV 1T FB IR 2L CRUA 0 T J8T TR “ g7 B (b it 17—l A & 1
BRAEIREED, HE R IR R R H TR AL T i (ORI 5 150 2 00 1T A BN 52 T e
PAME R et BRATHE “ 02k 1T &SRR (PR H AR E 25 O BUF =A
VoIS XL I NI AR 1T R4S B X L g TR R ) R A
MR E NG R T RS (TSM) X ANE [ P AH R 5 e 1 S
AR ERE S URG . WA, X GRS R TR T RS B
UTSMD MR, A7 R EE LA TIX 7 THI R 5 K

v REGRE . T RSEH ATSM) Z7ERRE AR EEKD, TREAHEIEES
ANV, B T A R S A AT S b AL R, AT AT AR R A5 A
BAEI IR o T LABRATIAE 10 R A5 1 T O AR R Gl s A R mT R 22 b 3 Al S 1)
KZe BARMIERNE SC BB 1T IRSE B ATSMD A THA AR 4 4 i £
R WL AU AL, FRZABA TR I AR 1T IRSSEH ATSMD fE [
IR BRI 8 7.

voOBEFEAA . RHERAE T IR ATSM) 7> SRS (A= S, H sk
T ERE” B, WAL IS, HEGEA M ERZ 1T RSEE ATSMD Uy
TN A BATEEAG T4 1R R I TF R A A2 — A BT IR 2 VA 6 15 114
P, T s 1 A B A IR g R R TR R A 1T k45458
UTSM) BRI 5 AT & TN 1T IS (TSM) & 5K sl e A8 1A
Hsg 1T IRSSE L ATSMD BIIAT I BATTE 2 02 78 1 R 5 i) R
T DL TR 562 5 R AT R 2 HdEA T AH TLAC A .

TSI A=A HAR, BATIEATF R —E 582, T PRINCE2 (10 H A& AR, [
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