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Rz %

ITIL A set of Best Practice guidance for IT Service Management. BT IT BEEEN —EREXRES. ITILW
ITIL is owned by the OGC and consists of a series of FIEER OGC , fFE—RIINHIRY , R
publications giving guidance on the provision of Quality IT R IT RS, URZHFEIIMENRENRE
Services, and on the Processes and facilities needed to support | 255,
them.

IT Service The implementation and management of Quality IT Services IT [RSEE (ITSM) : EREMEBMAR IT R

Management that meet the needs of the Business. IT Service Managementis | & , BRI SHWEE,

(ITSM) performed by IT Service Providers through an appropriate mix | IT BREEEH IT BRSREEBEELIAR,. R
ofpeople, Process MEEERNELHEMIHT,

Help Desk (Service Operation) A point of contact for Users to log HEE (RSEZEE ) AFPEERBENRKRES,

Incidents. A Help Desk isusually more technically focussed
than a Service Desk and does not rovide a Single Point of

Contact for all interaction. The term Help Desk is often

BEBELRSEEXEIRA , HEFENRE
NRERENE KRR BBE—HLERE
BRS5 B KR X F,.

Service Request

(Service Operation) A request from a

User for information, or advice, or for a Standard Change or for
Access to an ITService. For example to reset a password, or to
provide standard IT

Services for a new User. Service Requests are usually handled

by a Service Desk, and do not require an RFC to be submitted.

BRFER (RSEE ) APAXNER. B, WE
TERIT RFHEINER, SINEEEB. K
FAPRMRAEN IT BF. BSEREBEEH
BRSELAE , TRERX RFC,

Asset (Service Strategy) Any Resource or Capability. Assets of a B/E (RS ) EAERREESD. RSRMER
Service Provider include anything that could contribute to the B R B IEE M A LA R RS AR
delivery of a Service. Assets can be one of the following FHo BFEAINRTIMEM—KRE: 2 4
types:Management, Organisation, Process,Knowledge, People, | 2 , 78 , @ik, AR , 58 , NA , EMitiE
Information,Applications, Infrastructure, and Financial Capital. | M&&&EZ,

Incident (Service Operation) An unplanned interruption to an IT Service | #& : ( RFIEE ) IT RESWENFUR IT
or a reduction in the Quality of an IT Service.Failure of a REREBHN T, HAREMIRSWE BT AR E
Configuration Item that has not yet impacted Service is also an | 2#[E, HlIEGRA+F —RBEE N KK,
Incident. For example Failure of one disk from a mirror set.

Configuration (Service Transition) The Process responsible for maintaining B ( RSER ) AREFRE 1T BREA

Management information about Configuration Iltems required to deliver an IT | EEEW ( BREIINXR ) BXEENRE.
Service, including their Relationships. This information is JtH_é' ERENNEMNEGRARESIERE, BE
managed throughout the Lifecycle of the Cl. Configuration BREAERSA-EREEEREN —Bo
Management is part of an overall Service Asset and
Configuration Management Process.

SLA (Service Design) (Continual Service Improvement) An BREHRAHI (SLA) ( RFIRIT ) (FHFERFK
Agreement between an IT Service Provider and a Customer. #)IT RSRMEEEEFEINHI. SLA #R
The SLA describes the IT Service,documents Service Level T T RS, BRTREHEEFRHAFHARRAT
Targets, and specifies the responsibilities of the IT Service IT REREFENEFHNRE, —140 SLA AT
Provider and the Customer. A single SLA may cover multiple IT | ‘B2 ITREHSIMES,
Services or multiple Customers.

Configuration (Service Transition) A database used to store Configuration REEEHEE (CMDB) ( REHiR ) ATE

172 / 173




@orns

Servitech, the Real ITSM

Management
Database
(CMDB)

Records throughout their Lifecycle. The Configuration
Management System maintains one or more CMDBs, and each
CMDB stores Attributes of Cls, and Relationships with other
Cls.

BENEGRARRERECRNBEE, GEEE
RE%HP—1MRZ/CMDB , MEANCMDB &
FRENNEMHENSHECERBINXR.

Knowledge Base

(Service Transition) A logical database containing the data

used by the Service Knowledge Management System.

HIRE (RSHER ) —MNEBEESR  Hbas
TRSMAEERSEROEIE,

for the management of a Configuration ltem or IT Service.The
term Event is also used to mean an Alert or notification created
by any IT Service, Configuration Item orMonitoring tool. Events
typically require IT Operations personnel to take actions, and

often lead to Incidents being logged.

Cost The amount of money spent on a specific Activity, IT Service, RABEEMRED. IT RERALFET LI
or Business Unit. Costs consist of real cost (money),notional A, RABERGRER (%) . BXHA (Hlm
cost such as people's time,and Depreciation. AR HEtE ) FMHTIE.

Customer Someone who buys goods or Services. The Customer of an IT | &/ (Customer)WEXERRBFZHIA. IT RS
Service rovider is the person or group who defines and agrees | EEENEF 2E L FERES KB BRH AR
the Service Level Targets. The term Customers is also A, B —RAAENZEATRTIAS , flmn
sometimes informally used to mean Users, for example "this is | “IX2
a Customer focused Organisation". —RIABEFHHER,

Depreciation (Service Strategy) A measure of the reduction in value of an I8 (RS ) RENNERFDR DT
Asset over its life. This is based on wearing out, consumption H, cETER. EEIECERLFTNENHE
or other reduction in the useful economic value. Do

Escalation (Service Operation) An Activity that obtains additional HER (RFEZE ) ERENREBANTR , LUK
Resources when these are needed to meet Service Level FRSHB BAIRH T BRENES . T ITHR
Targets or Customer SEERENSHAUZTEARAR , BERARER
expectations. Escalation may be needed within any IT Service | SHEEE, HAEEBRNEFRIFNEREX
Management Process, but is most B, BEFWMERBNAR  EEMARMNEEMF
commonly associated with Incident Management, Problem Ko
Management and the management of Customer complaints.

There are two types of
Escalation, Functional Escalation and Hierarchic Escalation.

Status The name of a required field in many types of Record. It shows | RS ZEXBEWIERHILIEFENER. EER
the current stage in the Lifecycle of the ssociated Configuration | THX<E BT, WMESEEGARPHHFHM
Item, Incident etc. &

Event (Service Operation) A change of state which has significance Ef (BRSEE ) NEERR IT RSHNEERSR

BEABUWRBZ. EH—AERTERRIEM
IT RS, BERHEATEFENTERE
H. BHEFRRIT SEARXRTEY , #A
ZFSHHELEARE,

hRIFEH -

WEERERENRAERLFABNAR, XETTREERARAMERSENES, BRIMAER  BRAARBESATEEL
HER TERNNF, RERLNTAFT , FEEH. FEEAFRFNEARSATIRETENEAMAZE,
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