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1-1 ITIL® 4 #3t (Overview of ITIL® 4)

1-1-1 ITARFFE IR /N (Introduction to IT Service Management)

1-1-2 ITIL® 4 # 77 (Introduction to ITIL® 4)

1-1-3 ITIL® 4 Hy#45HE £ 2425 (Structure and Benefits of ITIL® 4)
1-2 RHEEIE : BRI (Service Management: Key Concept)

1-2-1 {B{EE{E{EFE](Value and Value Co-Creation)

1-2-2 {BfE : R#% - ERFER(Value: Services, Products, and Resources)

1-2-3 fR#% R4 (Service Relationships)

1-2-4 BE : BER - BAFER(Value: Outcomes, Costs and Risks)
1-3 #5% R Rl(The Guiding Principles)

1-3-1 R E5E[R Rl (Identifying Guiding Principles)

1-3-2 +IE15E R AI(The Seven Guiding Principles)

1-3-3 fE 153 5 Al (Applying the Guiding Principles)
1-4  BR#%EEERIU{E 4 E (The Four Dimensions of Service Management)

1-4-1 [U1E#:E(The Four Dimensions)

1-4-2 #8443 A B (Organizations and People)

1-4-3 B EARIH (Information and Technology)

1-4-4 % 4 EA R fERG (Partners and Suppliers)

1-4-5 (BB ELRE(Value Streams and Processes)

1-4-6 SMERE = BiPestlet® 2! (External Factors and the Pestle Model)
1-5 AR#%E(EAS Z(Service Value System)

1-5-1 fR#5 B 1E S Z 13 (Overview of Service Value System)

1-5-2 AR 7% B & 81 i (Overview of the Service Value Chain)
1-6 #F#EIE(Continual Improvement)

1-6-1 A 2= 7 (Introduction to Continual Improvement)

1-6-2 $F =182 (The Continual Improvement Model)

1-6-3 F5 A= P55 R AR EA 4 (Relationship between Continual Improvement and Guiding Principles)
1-7 ITILPE#E#t (Overview of ITIL® Practices)

1-7-1 ITILPE#8 B B9 (Purpose of ITIL® Practices)

1-7-2 $FELZE T (The Continual Improvement Practice)

1-7-3 B 25| B #%(The Change Control Practice)

1-7-4 EiERE T (The Incident Management Practice)

1-7-5 B E E E #5(The Problem Management Practice)

1-7-6 FR#%AKEIEE#(The Service Request Management Practice)

1-7-7 FR#Z & E 7% (The Service Desk Practice)

1-7-8 fRIEE R EEET5(The Service Level Management Practice)
1-8 Ei#fE5RI(Exam Preparation Guide)
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ITIL®V3 Service Offerings and Agreements Capability

1
2
3. %
4
&
6.
7

. BITIL®V3 Foundationz?:8 - MEVSITILHEE R B E

. PEREEMLARESE

BRI EEEANIPINES

BN EAEBIEZITERAS

. BREN IS RERAGKEES

BRZEEZHREAER

HERZEITILOR A RS

BRI T REEEERIMEES © ITILF : ITIL®V3 Foundation3? & :272
2F P FITEBLR

. ITHR#% &1 K AR 7% 4= an 8 #8(Service Lifecycle)

. BR#540 & EI257 72 (Service Portfolio Management Process)

. BR7% B $2 & 3872 (Service Catalogue Management Process)

. BR¥Z S 4R E 125772 (Service Level Management Process)

. BKE 12 (Demand Management Process)

. B EEE IR TE (Supplier Management Process)

. B 7% & 18 %2 (Financial Management Process)

. BR#EIR BLEAR 2 2 A B Bl 5 (Service Offerings and Agreement Roles and Responsibilities)

. 25 A1 8 It & & (Technology and Implementation Considerations)
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IT"-OSA ITIL®V3 Operational Support and Analysis Capability
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. ITER#SE IR K AR5 4 an#8HA(Service Lifecycle)

. EHEERE (Event Management Process)

. BB R (Incident Management Process)

. 7 KETT 2 (Request Fulfillment Process)

. BB 42 (Problem Management Process)

. GHEIRRTZ (Access Management Process)

. BR#5 & (Service Desk)

. Bt A E i & £ (Technology and Implementation Considerations)
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IT"-RCV ITIL®V3 Release, Control and Validation Capability
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L ITARFEE IR K AR5 4 an B HA(Service Lifecycle)

. #EEERTE(Change Management Process)

. BRI E EBH A E 122 (Service Asset and Configuration Management Process)
) Hﬁ%)fiﬁliﬁiiﬁﬂéﬁ(Sewice Validation and Testing)

BITHIERE S22 (Release and Deployment Management Process)

. 7K BTT 72 (Request Fulfilment Process)

. BR#5 5¥ (Service Evaluation)

: ?Di‘ét"qiimk(Knowledge Management Process)

- I B 2 A B ELE S (Service Release, Control and Validation Roles and Responsibilities)
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IT"-PPO ITIL®V3 Planning, Protection and Optimization Capability
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. ITRRFSE IR K AR 7% 4 an B #A(Service Lifecycle)

. BEE 12712 (Capacity Management Process)

. O A& 72 (Availability Management Process)

. ITAR#S KBS IR MAZ(IT Service Continuity Management Process)

. Bl Z 2 EE 72 (Information Security Management Process)

. Bk &7 H2(Demand Management Process)

. BT B % £ (Technology and Implementation Considerations)
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ITSMPSLM ITSM Practice-Planning to Implement Service Level Management
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