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ITIL®4 Foundation for Service Management
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. PEREERETE
. B RS EEEMEPFINEE
BB BABETEZITEEAS
BEREN LR EBAREES
Gt A YN
- HITILCAE@s MERITILOR B E
HEREEITILOREARDE
JTIL® 47
1-1 1TIL® 4 183t (Overview of ITIL® 4)
1-1-1 ITARFEE IR/ /7 (Introduction to IT Service Management)
1-1-21TIL® 4 7} (Introduction to ITIL® 4)
1-1-3 ITIL® 4 94518 E2 2425 (Structure and Benefits of ITIL® 4)
1-2 BRFEEIR | BRI (Service Management: Key Concept)
1-2-1 BEEL{BEFEI(Value and Value Co-Creation)
1-2-2 B8 : j# - EmFAEIR(Value: Services, Products, and Resources)
1-2-3 FR ¥ E % (Service Relationships)
1-2-4 B1E : R - BARER(Value: Outcomes, Costs and Risks)
1-3 152 /RBl(The Guiding Principles)
1-3-1 RETEERRI(Identifying Guiding Principles)
1-3-2 £IB15E R ]l(The Seven Guiding Principles)
1-3-3 FEFI1EE[R Rl (Applying the Guiding Principles)
1-4 BRFEEIBHIIU{E 4 E (The Four Dimensions of Service Management)
1-4-1 [U{E#: £ (The Four Dimensions)
1-4-2 #8483 A\ & (Organizations and People)
1-4-3 FH AR (Information and Technology)
1-4-4 B34 EA FER (Partners and Suppliers)
1-4-5 BB BL7R 72 (Value Streams and Processes)
1-4-6 IMERE = BiPestlet £ (External Factors and the Pestle Model)
1-5 RR#%{E1ERSE K (Service Value System)
ESEAAES 1-5-1 R ¥ (BB BE A 183 (Overview of Service Value System)
1-5-2 fR 7% (B & #2182t (Overview of the Service Value Chain)
1-6 #54ELZ (Continual Improvement)
1-6-1 :F#EZE 77 (Introduction to Continual Improvement)
1-6-2 5 A =125 (The Continual Improvement Model)
1-6-3 5 E = 5155 R ARV EA 4 (Relationship between Continual Improvement and Guiding Principles)
1-7 ITIL®Z #5181t (Overview of ITIL® Practices)
1-7-1 ITIL®E 749 BB (Purpose of ITIL® Practices)
1-7-2 F54&0=E#5(The Continual Improvement Practice)
1-7-3 BB E 7% (The Change Control Practice)
1-7-4 BHEIRZEF(The Incident Management Practice)
1-7-5 R REEE E#5(The Problem Management Practice)
1-7-6 fR¥EAK EEE % (The Service Request Management Practice)
1-7-7 BR¥E & B 7% (The Service Desk Practice)
1-7-8 RIZ S MEIEEF5(The Service Level Management Practice)
1-8 &7 % & 157 (Exam Preparation Guide)
2. ITIL®E Attt
2-1 BAFEBN
22 EEBRSEE
2-3 BT
2-4 BARE
2-5 B AE}f
2-6 IHHENS
. EBERITILOV3 Foundation:? 35 :812% - =51 &FE - BEE17,0007T (/R E34,0007T)
CBERREE 2 —RITIL4RFZER(RMBEUSDI63) - BBREANERERREFES
CBBAEREE - W —RE KLY - RRIEHEZEFBEUSD290(RMEEEMRUSD363)
 BERREE  REZSNERREE—FR =B8R REARERE—RIWEER I HE
ﬂ%%ggigg?ﬂﬁ%ﬂlﬁEP/E\?%PMI®§%EJ21§$E§JII%§%Z§¢/E,\ 3% 3150 - AREFAPMICHERERSEEGPDUEEE) - BETLAZR
S BHE:
BE— AFRI2ETHEZHEZEERESENTS30,60070
BE  BAPMPREE=AEEENTS26,0007T
i EAEBERARREN - AURBAS ZBERE

BEEERE  ITILCDS : ITIL® 4B R[R2-A8  /NETH
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IT"-M PT ITIL®4 Managing Professional Transition Module

~ B EIE R B TILCAEE & IR2- B B TERME (L 38) B -

REFRITILPARRKREZ-BIZ - RTEZR © ITILCARRKREZ-HEFIEHEAEEE  ITILAFRKRE-SEIT ITIL®4 SREZETRE-155]

RERZBIEHESLEIER -

FEN=EIES FHEFRBITIL®4 Managing Professional(EIEENMIAE - BIZHEAITILOV3 ExpertBEHE D HBAITILOVG 172 S &
STIERE ITIL®V3 Expert= ZDHAITILO3 17E25 M
TR AN EBITIL® v3FRER  EHFHESIRNREARA
1.1TIL® 4 - HERIS-RUAHE
- RSB RARER - BIR-ENEERNES
- ERITILIEERRIRE B B AR RS 4. ITIL® 4% : ZEIT
- R SR E R E - BN ERIT
- ITILRRFZ(EERE R - BIERITXE
- R EEENEE - BERITEZMEL
seERE 2. ITLP4Ex : Al - FELTE 5. ITIL® 4550867 : E5| - 53180 =
PIERE - AREIE - RITEXFHRBHEER - 185 - FtEIMNSHRARTE
- BERRE - BiREAI TS [a
3. ITIL® AEZR  EBNEAEEEE - FHEFNARE
- BRR- 7RIS A R AR E - FEMFELES
- 2B EERG - AEEEn
- RE-BIE SRR - BRRBEERR
- 13- R HH HA 2 0 173 TE AR 7S
1. |EAFEE  S—RITIL® 4SRN R EARB ERA(REUSDAT7) - BBERBRREHMETES
2. IEHENEERE IR T OBPMCRT 2 BEIRHAE P - R : 3150 - ARFRTEPMCEBRERE RS EPDUSEES)  FHT LAZH
fErEE . REEEHE  BRARETARSHEZTEEBEERENTS54,00070
" ) i ZEAERARSEN  FURRAS ZERRE
4. HBZ[SMNARRIBBRBES - SJEUSITILP4 Managing Professionali? &
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|T"_C DS ITIL® 4 Specialist : Create, Deliver and Support

BEHR

FAERE
P

REAR

BEEER

1. BITIL® 4 Foundation:® & - AEVSITILOEZ AN (Managing
Professional)i? 78 &

2. hEPEEEEEES

3. BRI EEEMNEPNEE

B N RIZF B R RIiiaE

ITILF : ITIL® 4 Foundations?:&:872

2F P FITEELER

1. BENBRREEERUBE - [N IERE
- BB - STEFNHE(Team building, culture and collaboration)
- Hj+% () (Customer-oriented focus)
- IEFShift Leftit AR #5321 FN52 5 (Use of 'Shift Left' in service
delivery and support)
- EIEEF(Manage resources)
- fEFE BAR (Apply information and technology)
2. EREERREET - B MR RS
- BR#EE& 5t (Service design)
- EREERI BN EIE (Software development and management)
- /= (Release management)
- EBE & (Deployment management)
1. MEAREE B RTILO 4BZFE-AIE - RNEALHRHE
2. EHENERLE RO APMICORT Z B EHE L -

R EAERITEZITERAS
BEREM L EMNAREAREES
BMRBEZMEANE
HEKRBTILCEKAREBE

No ok

- BR¥EERFE AR (Service validation and testing)
- & EEHl(Change control)
3. ERBERARBRHZE
- BR#% & (Service Desk)
- B E (Incident management )
- BREE I (Problem management)
- HH &2 (Knowledge management)
- IR¥ZS 4= (Service level management)

4. EFEFBNEEM R

H(RBEUSDAT7) - BRERERERMET IS
K5 3150 - AREFAPMCHEEREEESPDUSEES)  EATLEZH

3. HASMARRILEBABER - IMBITILO 45X : Al - INAXHRE

4. BRI BT LFFREB09 : 00~17 : 30
ITILDPI : ITIL® 4508 ET 272455 | - STRIENE
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ITIL® 4 Strategist : Direct, Plan & Improve

sTEIHYE

BEHR

FAERE
BB

REAR

1. EITIL®4 Foundationi3& « AEVSITILOE32Ef(Managing
Professional)i & &

2. IR EEAREEE

3. R EEEMIPHNES

B N RZFEHRIiTAE

ITILF : ITIL®4 Foundation3?:& 272

2% FITEIREER

1. B$55] - FrEE SR EEHR
- BEEI M T5%E(Operating Models and Methods)
- JR¥E - EfBEFE R (Governance, Risk, and Compliance)
- % %6E|(Scope of Control)
- By & B it (Strategy and Tactics)
- BR - BE - RANERELSREPNER
2. ERFENESE
- &% = (Assessment consideration)
- IE{B5E R (Prioritising Improvements)
- EI#8 R ABLISZ#E1TE(Creating business cases to support
action)
- EITF IR L B2 5 882 = X {E(Carry out reviews and create a
Continual Improvement culture)

BN BEAEEBIEZITEEAS

. BREN I M RERAGEES
. BMRBEEZHREAER
 HERREITILOR A DS

~N o oA

3. FAINHBAGEEER
- BRI F1E 3B %1868 (Identifying and managing stakeholders)
- B8 B 5 E) 2 B8(Manage communication and encourage
feedback)
- REBSWEHE - 7 HEERAZEK(Set Appropriate scope,
understanding the goals and requirements)
- EFE S EEERZEEI(Defining appropriate policies and controls)
- B RFEAVIEIZ(Define metrics and indicators to support
services)
- EITIFREAREPR AR Bl(Establishing correct levels of authority)
4. B EBTREMR

1 BAREE - S—RITIL® 45REZED-155| - SHEIANEREE S (REUSDA77) - BBEAXRRXRREFEE

2. BN ERHBNRT LAPMICR T Z FHEINRARB D -

3% : 3150 - ARREEPMICHKREREELFPDUETEE ) - BERT LBAEH

3. ASMARRILEBRB LR - TBUSITIL® 45K 0567 - 155 - FHEISEHE

4. BRI R AN LERISEA09 1 00~17 : 30
ITILHVI : ITIL® 4553 12-B3IT
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ITIL®4 Specialist : High Velocity IT

ITILHVI

BEHZ
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. BITIL® 4 Foundation3?&
. PElEEEAREE

. Bl RS EEESNMPAENES

B BEAHBEIEZITEEAS

. BRENTREMS B A RERES
. BRBEZUWEANE
CHEEREZEITILC BERAERE

B N R B HE R iTAE
ITILF : ITIL® 4 Foundation3? & :272

2

1.

1
2
3.
4

FEP EITEBLR
ERITE
- BIRIT(High-Velocity IT)
- BIfIRH(Digital Technology)
- Fu#A 44 (Digital Organizations)
- B{{7# 5 (Digital Transformation)
. BRITHE
- BERITHARIMHEE 1 (Relevance of High-Velocity IT Approaches)
- BIRIT/5 54087 (High-Velocity IT Approaches in Detail)
. BRITIEZEARE
- ITILROERRA(1ITILAVER 25)
- BIRITHEIR(High-Velocity IT Aspects)
- B ERITHEF(High-Velocity IT Applications)
ITILK S BRI THE 2 AR 14
- HuE mAEmiBHA(Digital Product Lifecycle)
- AR#%E{E{E 7 (Service Value Streams)
- BR#EEFRRIIU{E 4 (Four Dimensions of Service Management)
- ITILEEEH(ITIL Management Practices)
. BRITHXE
- BA1T 413 (Key Behavior Patterns)
- ITILEEZERAI(ITIL Guiding Principles)
. REFEEAER
- JE{EFR % (Ethics)
- &t B4 (Design Thinking)
- B8R BiE M (Reconstructing for Service Agility)
- Z& X {E(Safety Culture)
- FERI/E JI(Stress Prevention)
- fE{EF#IR 1R B T {F(Working in Complex Environments)
- #gz5321E(Lean Culture)
- ITILFFAELZ1EE(ITIL Continual Improvement Model)
. BRITE R
- B ERITH & (High-Velocity IT Objectives)
- BERITH:AT(High-Velocity IT Techniques)

KB E A EERE DO RPMIORT 2 ENRAB P -

- BRMERHE ERFES09 : 00~17 : 30

ITILDPI : ITIL® 4550888 72-155 | - st8I8=
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8. BEENKRERIS
- B 5Lt (Prioritization Techniques)
- RIEREMNT1TERMARFE (Minimum Viable Products and
Services)
- Em/iR#EFTA# (Product/Service Ownership)
- A/ BRI (A/B Testing)
9. R BAIELN
- PREREE RAHRA W E A= (Basic Concepts Related to Fast
Developmen)
- B2 B A (Infrastructure as Code)
- ¥ (Reviews)
- FEZETE 5 M (Continual Business Analysis)
- FEES/HERNM (CI/CD)
- F5E R (Continuous Testing)
- &M (Kanban)
10. 3B M B Rl
- BB T2 (Chaos Engineering)
- SERYEYE Z(Definition of Done)
- BRAN#ZEHl(Version Control)
- FRBIZRHHITEZE (Algorithmic IT Operations)
+ ChatOps
- UAEATISEME TAE ( Site Reliability Engineering )
11. HEIBIEE BN
- HEBIEBEENE AR (Basic Concepts of Co-created Value)
- BR#%#8E%(Service Experience)
12. RS R MR Bl
- DevOpsZEZBHE T 2 E)(DevOps Audit Defense Toolkit)
+ DevSecOps
- [E175FE (Peer Review)
13. B EBNIEEME

CREBEAREE 2 —RITILC4ERBFR-SRITREEL(RBUSDAT7) - BBERBRERREFEE
K8 : 3150 - AREFEPMICHEERERESPDUEEES) .
BESMARRILBEREES  TNEITILL4=xR-A2 - RNE%
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IT"-DSV ITIL®4 Specialist : Drive Stakeholder Value

BEHZ

TEIERE
FRBE

=

BERERRE

oG A WN =

. BITIL®4 Foundation323 -
. PEREEAREE

. B RSEEEAISPMNES

BB EAEBTEZITEEAE

. BREN I RS BRAGREES
. EBMRBEZREAR

7.

HEREBTILOCERAREE

ESEm M TR EF EE RS
ITILF : ITIL®4 Foundation32:& 872
2P EITE R

1.

2.

3.

4,

1.
2.
3.
4.

= PIRE

- 2IREFIRER B I (Purpose of Mastering the Customer Journey)

- ERBRAFIAR 75 B Bl Touchpoints and Service Interactions)

- 1540 % #8(Module Topic)

- @8% Fhk#2(Mapping the Customer Journey)

- R ETEF &2 (Designing the Customer Journey)

- BEMEEE B2 (Measuring and Improving the Customer
Journey)

EERELEH | FR

- BRERDSEM B RI(Purpose of the Explore Step)

- 18#HERE (Module Topics)

- T RRBR#%5EE & (Understanding Service Consumers)

- T RRARFE 1R ¥ (Understanding Service Providers)

- TERFZEMIT#5 (Understanding and Targeting Markets)

EFRESR 28

- 258 B #I(Purpose of the Engage Step)

- BR¥%{B{E(Aspects of Service Value)

- 15243 #8(Module Topics)

- PR R (%4525 (Service Relationship Types)

- 11775814 (Building Service Relationships)

- ENTANAE RS SRR (Building and Sustaining Trust and
Relationships)

- HirEFEZ K (Analyzing Customer Needs)

- ERHEEERSERH#(Managing Suppliers and Partners)

EERESR : 1214t

- HISESKAAR# A AR B #Y(Purpose of Shaping Demand and
Service Offerings)

- 15407 (Module Topics)

- BIEFEKAHEE (Managing Demand and Opportunities)

- IREME RS 5 EK(Specifying and Managing Customer
Requirements)

- RETRFE NS A 258 (Designing Service Offerings and User
Experience)

- B EFEEAR# A E (Selling and Obtaining Service Offerings)

. BRIRELER . BE

- ERHEAE AR5 17335 A0 B A0 (Purpose of Aligning Expectations and
Agreeing Services)

- 1540 F 78 (Module Topics)

- SRR AR BB {E H Bl(Agreeing and Planning Value Co-
Creation)

- 15 7% £ AR #% (Negotiating and Agreeing a Service)

BEAREE  S—RTILC 4R B R-EHFSHEE EERS

B E N EEHE ISP OBPMICR T 2 ERHE DL -

BRI AN LRI 409 : 00~17 : 30

ITILDPI : ITIL® 455 B5EM:R12-155 - sHEIEM=
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6. EEIRELER : A

- RYFAFN{Z FARI B #9(Purpose of Onboarding and Offboarding)

- ITILEEZF(ITIL Management Practices)

- 18 #HE"E(Module Topics)

- BZF#&l(Planning Onboarding)

- ¥ 1781 BRIt (Fostering Relationships with Users)

- REAFZ2HEMREE (Providing User Engagement and Delivery

Channels)

- FX&NF B BR#5 (Enabling Users for Service)
- 127+ B3BAE S (Elevating Mutual Capabilities)
- {#F(Offboarding)

7. EFIRELER  HA

- IRFSIZHERIHE A B A9 (Purpose of Service Provision and

Consumption)

- 1548 % @ (Module Topics)

- BR¥53EZ(Service Mindset)

- F5ERIARTE B 8(Ongoing Service Interactions)
- 5B A P& (Nurturing User Communities)

8. BEFIRIELER | B

- 2 ARF% E{E(Measuring Service Value)
- BEURI =% FhxiZER0 B A9 (Purpose of Value Capturing and

Customer Journey Improvement)

- BB AR E B IR AR5 {E 18 (Realizing Service Value in Different

Settings)

- 1548 =% (Module Topics)

- BIR{B{EE R (Tracking Value Realization)

- EZFR S EE SR (Assessing and Reporting Value Realization)
- A BEEEIRANE S FhkiE(Evaluating Value Realization and

Improving Customer Journeys)

- RIRFEIE #tE EIR B A (Realizing Value for the Service Provider)

9. ERHEBNEEINTE

F(REUSDA77) - BBEHNEREERE RS
3% : 3150 - ARG EPMICHBREXSEESPDUEEL ) - BET LATH
o 250 =

BESNAFRILBAIEES  TIEITILL 4ER-2I2 - RHEXS

~F Rt AR
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ITSMPSLM ITSM Practice-Planning to Implement Service Level Management

1. EFABFINES
2. BERBTEZITEXAE
P 3. BAITILOZ HRE K
4. HEEZBITILOREAEDE
5. BITILPERA - BHRESAFENSTHAELEBNETEREANTRE
B N RIZEHERIiTAE
ITILF : ITIL®4 Foundation3?:5:272
FEB AN ITSMEAREE=

1. REBSREZNRSHRA
1-1 RBSRARBEREEHRR
12 RBESREREERERY
1-3 ITHR# SR 5 (SLA) A B 4B
2. TR SEMREIRE
2-1 RERPNEXRTRBER
2-2 HIERR B S A7 (SLA)
REAR 2-3 BERBER - LURREPHEEHR
2-4 RIFEMIBENEENRS
2-5 RIBSMIBZNEE  BEMNEE
3. BuBAERI TR SRS
S ITRBESREENABEME
32 ITIRBSRERARMITES - MZ[ 2B G RFRE
3-3 BB B R(KPIEELE TRBESRMS
A4 ITRBESREDREENEIEFEIR
BEEER B E MR BIRT ORPMICRT Z BENIRLRBE DL - 5F : 3150 - ARRFEPMICHREREEBEPDUE XSS - BRT LBAESH

BIERERIE  ITILF : ITIL® 4 Foundation3®38 :272

FTIERE

ITIL®is a registered trade mark of AXELOS Limited, used under permission of AXELOS Limited. All rights reserved.

LPBRSE  ewime  mL4Foundation mmmE

SERITILMEE - MR EHEFEEN "RIEEEFEEL, -
RERERAGHST - TEMERACI MODEL -
tEHEHBZBITILRIEPRENRRZIRHTT |

FIPaE - B - M2 TEFEA L - EARERMS - EREAE  BERLEINR - REZMRE - WER
RRXBEAEBEE ; BBITILNVER - MEEREENRBEEN "'RFEME,  URBEBFSUERT -—EXENE
AR (RBEMFEL) -

POHEESEARN—EERAERS - BIUEF -  BEENEER  IRAXZEGEE  AMAZEZERN - EA%
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