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(Service Strategy)

ITIL Qualification Scheme (ITIL V3 AUE{AZR)
Service Management as a Practice (fR$BIRHISREK)
Generic Concepts & Definitions (EARKBELSFIEN)
Service Life-cycle (RSB 4FEHY)

Service Strategy process (fkE&EIVESN)
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(Service Design)

. Five major aspects of Service Design (R & &RITH RN A
)

Service Catalogue Management (5 BREIH)

Service Level Management (fR%ZZ&7IEE)

Capacity Management (A E2%EIE)

Availability Management (fRS5-7] BMEIE)

IT Service Continuity Management (IT JRZ1ELEHMEEIE)

Information Security Management ({5E&£EIR)

Supplier Management ({3 &SR )

=, HHRHE

(Service Transition)

Service Transition principles (AR$-35%% JRN))

Transition planning and support (¥FE1TXI-53FF)
Change management (ZFEEIH)

Service asset & configuration management(fi 55 & =HACE)
Release and deployment management (A& faflfEEIE)
Service validation and test ( AiR$5-ZEUEFNNE,)

Evaluation (3F{d)

Knowledge management (&IREIE)
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(Service Operation)

Event Management (E{4EIH)
Incident Management (HRfEER
Request Fulfillment (3&3K3RIL)
Problem Management ([a)#EIE)
Access Management (ifj[a]BIE)
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(Service Improvement)

The 7-Step Improvement process ( JREBOHLHI%)

Service reporting (fR$-RE)

Service measurement (RSN )

ITIL implementation methods and problems (ITIL 3K /7 7% K
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LWI\J}—\U'I-PUJNHOO\]@U'I#WI\J)—‘CO\IGW-&WNE.[HU’l-bWNHU‘I-b-UJN}—‘
PR P P PP DA A P

W2




