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ITIL®4 Foundation for Service Management
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. FiB1EZITILPV3 Foundation
CRBAREE 2 —RITILAREEZH(REUSDA9S) @ BEREABEEFEMETES

CREBAREE  NE—REAKN - RRIEHEEZEEZEUSD290([RMEEEFHUSD363)

CREAREE  RRIMPEHREE—FA  IZFE—IRAFERE—RINESEIHE

B E IR YRD O EPMIORT ISR - K5 3150 - ARERFSPMICEHRERSIRESPDUHEES) . EET LELH
.REBEAE

RN | T 225540 |

. PEREEAREE
- B RMEREMABPINES
CENSEBEASEIEZITEEAS

BEREM L EMABBAREES

. EBMRBEZREAR

. HITILOA B MISITILOR B
 HEREEITILORREAEDE
ITIL® 45

1-1 ITIL® 4 182t (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 B2 24 25 (Structure and Benefits of ITIL® 4)
1-2 PRFEEIR : AR (Service Management: Key Concept)

1-2-1 BEEBEFE(Value and Value Co-Creation)

1-2-2 fB1E : fR#% - EmAEIR(Value: Services, Products, and Resources)

1-2-3 FR ¥ E % (Service Relationships)

1-2-4 B1E : R - BARNER(Value: Outcomes, Costs and Risks)
1-3 152 [RBl(The Guiding Principles)

1-3-1 REIEERRI(Identifying Guiding Principles)

1-3-2 £IB15E R ]l(The Seven Guiding Principles)

1-3-3 FEF1EE[R Rl (Applying the Guiding Principles)
1-4 BR#EEIZHIIU{E 4 E (The Four Dimensions of Service Management)

1-4-1 [U{E %% £ (The Four Dimensions)

1-4-2 #8 #4832 A\ & (Organizations and People)

1-4-3 EHEA R (Information and Technology)

1-4-4 B34 EA FEE (Partners and Suppliers)

1-4-5 {EER 72 (Value Streams and Processes)

1-4-6 SBR[ = B2Pestlet 2! (External Factors and the Pestle Model)
1-5 RR#%{E1ERSE % (Service Value System)

1-5-1 AR 7% {E1E 5 Z 1l (Overview of Service Value System)

1-5-2 7% {EE#E1 ai(Overview of the Service Value Chain)
1-6 #54ECZE= (Continual Improvement)

1-6-1 54 ZZ /77 (Introduction to Continual Improvement)

1-6-2 5 &L Z152 2 (The Continual Improvement Model)

1-6-3 5 =555 R AIAYEA 4 (Relationship between Continual Improvement and Guiding Principles)
1-7 ITIL®Z #5184t (Overview of ITIL® Practices)

1-7-1 ITIL®E %49 B B (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 S EIRE £ (The Incident Management Practice)

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

1-7-6 fR¥EAK EEE % (The Service Request Management Practice)

1-7-7 BR¥E & B % (The Service Desk Practice)

1-7-8 RIZS M EIEEF(The Service Level Management Practice)
1-8 &7 % & 157 (Exam Preparation Guide)

CITIL®E A Mt

2-1 BATTEBN
2-2 i ERER BT
2-3 T EE
2-4 BARE
2-5 EAEE
2-6 FENE

iz s - S5IIMBERIE - BEMENT$19,0007T(RENT$38,0007T)

BE—  RRIETHBZHESTARSERMENTS34,2007T
BE_ . BEPVMPREE ZAEREMENTS30,0007T
i EHEBRARYEY  BURBASZERRE

ITILCDS : ITIL® 4= :372-A52 - R
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ITIL® (MP)BEEXANES R

ITIL®4 Foundation
::m:ﬁn%*i

ITIL*4E R
ST

ITIL®4ZRBEET R T2
FrEIE=

ITIL4
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1
1
1
1
1
1

v

ITIL®*4 Foundation

ITILP4sE B ER2
SN BAITERRS (T EE)
SXEDHG BRI
ITIL®4ZRBEET R T2
55| - FHEIENE

ITIL® (SL)EiRE REZ 212

il

- RTEIEEAIT - REZMIIHELEIER -

28MISITIL® (SLEISEEE B - RESRITIL4RIEEMRRE-155]

Bz [(@)rouves

ITIL® 4% T8 ehdE Hats 4

IT"-M PT ITIL®4 Managing Professional Transition Module

~ FHEIE N E B TILCAEE EH IR2 - B B TERME (L 3%) B -

REFTHITILCAFRRREZ-BIE - RTEXR © ITILARRKRZ-HEFIZHEAEEE  ITILAFRRE-SEIT ITIL®4 SREEETRE-155

RREZEEHELEIER

BaYZ ZEH B RITIL®4 Managing Professional(EIEENHIAS - B2EAITILOV3 ExpertiB B EVHAITILOVZ 17EBHL E&
ISR ITIL®v3 Expertsi 2V ZAITILOV3 17D £
FEG AN ERITIL® v3BRER T ESHNEEMERA
1.1TIL® 4 - HERBE-2EAVHE
- RIFEERAREIS - BIR-ENEBEERIES
- FERITILIEERRIZRE B Bt AR EE1E 4. ITILP4ER : S&IT
- BREBEIR I E A E - BAERIT
- ITILARFE(BER A - BRITXE
- BRI (EEHEREED - SRIT B ERERT
smERE 2. TP 4= : Al - FEZE 5. |T|L®4%H§Em 155 ~ FtEIEN =
M - FAREIE  RNUTEZHRBHEBER - 155 - FHEIEEREEE R
- BERRA - BRESFN @
3. ITIL®4§%’< HEFSZAREEE - FHEFIAR A
- RR-TERMISMANREREE - IEMSHELS
- 2EEERG - B EE
- RME-EBE TR AR - BRRZEEEEZR
- 1% 7E- 173 78 HA B2 175 7E AR 75
1. HAAREE  S—RITIL® 4B EHEBIRIE AR B E = (REUSD655) - MBEH LR RREMEFEE
2. EHENERHBE IR OAPMICRE 2 BB IADL - 5 3150 - AREFEPMCERERERESPDUREES  BHT LAS
waEE 3 REEELE  ERINETHABZHEZTEREREERENTS56,70070
" ) 7 BHERARHEN  BURBRASZBRAE
4. HBZ[SMNARRIBBRBEES - JEUSITILP4 Managing Professionali? &
BRPIEHMER BT EERIFE %09 : 00~17 : 00
BEBEWERE  PMP001 : PMPEIR S X E AN HIFRTE
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ITIL® 4R 22F2-A1EE ~ R fHETH

|T|LCDS ITIL® 4 Specialist : Create, Deliver and Support

BEHR

FIERE
REHE

REAR

BEEER

1. BITIL® 4 Foundation:® & - AEVSITILOE RN (Managing
Professional)i? 75 &

2. hEMEEERBEEE

3. AR EENIPINEE

ESERM NREEHRTEE

ITILF : ITIL® 4 Foundation3?3& 812

2FEP EITEEEER

1. REMBERBEERUBIE - ROMSHRE

- BEFXETL - BRI E(Team building, culture and collaboration)

- BF%E &[5 (Customer-oriented focus)

- JEFAShift Leftit BR#5 32 A 5245 (Use of 'Shift Left' in service delivery

and support)
- B &R (Manage resources)
- FEAE SRR (Apply information and technology)
2. EREERREET - B MR RS
- BR¥%E& 5t (Service design)
- BRBSRA B AN S8 (Software development and management)
- %1532 (Release management)
- EBZE &2 (Deployment management)

1. BBAREE S —RITILO4ZXRRE-AIR - [IVATHRE
2. BB R B IRT OAPMICR T Z FHERB IR -

R EAERITEZITERAS
BEREM L EMNBBAREES

- BARBEZUEAE
 HERZEITILCERAREE

- BR¥5E& 75 A (Service validation and testing)
- & E¥EH(Change control)
3. ERBERARBRMHZE
- BR# & (Service Desk)
- B ER (Incident management )
- REE T (Problem management)
- 41 E¥E (Knowledge management)
- BR¥ZS 4R =1 (Service level management)

- B ERNEEIRT

L (RfBUSDG55) - BREAR B EERMETES
K5 3150 - AREFAPMCHEEREBESPDUSEES)  BAT LEZH

3. MASMARRILEBIBER - TMBITILO 4HR : Al - RNAXFRA

4. BRI H Y FRREA09 0 00~17 : 30
ITILDPI : ITIL® 458 ET 872455 - STl E

E)mume [@)roves
ITIL® 458 S EHERAZ-155]

ITILDPI

BEHR

FAERTE
BB

REAR

ITIL® 4 Strategist : Direct, Plan & Improve

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

2. IR EEAREEE

3. R EEEMIPHNES

B N RZFE R RITAE

ITILF : ITIL®4 Foundation3?:5 272

2D FITEIREER

1. B155] - R EHRNEEHR
- B1EIE 015 )%(Operating Models and Methods)
- ;838 - ERFIS# (Governance, Risk, and Compliance)
- $%I/6 & (Scope of Control)
- BRI EA B G (Strategy and Tactics)
* BR - BE - AANEREZEERE PHER
2. ERFENESE
- 31k *E 2 (Assessment consideration)
- E{B5EF (Prioritising Improvements)
- B8RRI 51T (Creating business cases to support
action)
- (TR L B 5 482 XX {E(Carry out reviews and create a
Continual Improvement culture)

N oo =

sTEIHLYE

BIREAEEITIEZITEEAE
BEREN IS BERAGEES
BRFEEZHREAER
HEREBTILOREEEEE

CERIFRSEAGEEER
- 8 Bl F1E 2§ %5188 & (Identifying and managing stakeholders)
- B8 B 5 B 2 B8(Manage communication and encourage

feedback)

- REBSHERS - 7 A2 B R ZE K (Set Appropriate scope,

understanding the goals and requirements)

- EFEHE S M EEERZS](Defining appropriate policies and controls)
- EFH I RTEH0I51E (Define metrics and indicators to support

services)

- EITIFRERIREPR AR B (Establishing correct levels of authority)
CEAHEREERR

1. BAREE - S—RITILE 45RAZET-155| - FHBIHNERHEE L (REUSDESS) - BBEAERERBBEFEE

2. BN A BIRT LAPMICR T 2 FHELB IR -

3% : 3150 - ARREEPMICEKREREELFPDUET XSS - BET LBEH

3. HASMARRILEBRBER - TBUSITIL® 45K0567 : 153] - FHEISER=

4. BRI R AN LERISEA09 1 00~17 : 30
ITILHVI : ITIL® 4558 12-IT

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

BMFRKE : 816 P210 #1T P.224 &% P.226 Hif P.230

A |

205




| 1T =22

WEIE | &

[E)mLme [@)roues

ITILHVI

ITIL® 4R 527225 5%IT

ITIL®4 Specialist : High Velocity IT

BEHZ

BB

g
i
>
0%

BEEIR

BEHERE

206

. BITIL® 4 Foundation#37& -
. PEMEEEREEE
. BRI EHEENBPANEE
CBRBABETEZITEEAS
. BEREM TR ERAREES
 BARBEZMEAE
7. HBERBITIL® BHARSE
B N iR 2T B E Rl A8
ITILF : ITIL® 4 Foundation3?:3:%72
2P FITEBLAER
1. BRITEY
- BEIT(High-Velocity IT)
- BIfiIRlEz(Digital Technology)
- Eu#H 4 (Digital Organizations)
- B{fI# % (Digital Transformation)
2. BEITHE
- BRITAERI1HEA 4 (Relevance of High-Velocity IT Approaches)
- BRITF A 4E(High-Velocity IT Approaches in Detail)
3. BRITIEHERE
© ITILREDEE(ITILAEER)
- SERITESR(High-Velocity IT Aspects)
- & #RITHEF(High-Velocity IT Applications)
4 ITILMSERITEZA LT
- HuE e A miBHA(Digital Product Lifecycle)
- AR#Z{E{E7(Service Value Streams)
- BR#EEIRRIVU{E 4 (Four Dimensions of Service Management)
- ITILEEEF(ITIL Management Practices)
5. SEITHXIE
- BAR1T %= (Key Behavior Patterns)
- ITILFEZERAI(ITIL Guiding Principles)
6. TIEHEE AR
- IE{EHEI(Ethics)
- ETE#E(Design Thinking)
- B AR5 83E 4 (Reconstructing for Service Agility)
- Z&3{k(Safety Culture)
- FERI/E 71 (Stress Prevention)
- fE1EFIR R B T {F(Working in Complex Environments)
- #&z532{E(Lean Culture)
- ITILEF A ZE(ITIL Continual Improvement Model)
7. S&RITEERM M
- &RITH R (High-Velocity IT Objectives)
- B &RITH:AT(High-Velocity IT Techniques)

o g A WN =

MEVBITIL® £ 3BEf(Managing Professional)iiss

8. BEBENKRERIS
- B 5Ll (Prioritization Techniques)
- RERERTI1TZE AR (Minimum Viable Products and Services)
- Em/BR¥EFTA#(Product/Service Ownership)
- A/ BHIF(A/B Testing)
9. tRIREI B RIELANT
- IR E B AR E A= (Basic Concepts Related to Fast
Developmen)
- EZLERI S (Infrastructure as Code)
- 5T (Reviews)
- FFHEZETS 51 (Continual Business Analysis)
- RHERS/F5E(CI/ CD)
- $54E A5 (Continuous Testing)
- &M (Kanban)
10. S 14 =B ER Al
- ;&2 L7 (Chaos Engineering)
- SERYHITE = (Definition of Done)
- hRA#El(Version Control)
- RBIZRHBITEE (Algorithmic IT Operations)
- ChatOps
- USEAOISE 14 T 72 (Site Reliability Engineering)
1. REBIEBENEIM
- HE RIS EENEAR (Basic Concepts of Co-created Value)
- BR#£#%E8 (Service Experience)
12 IR G R ARl
- DevOps&EiZFHE T EE)(DevOps Audit Defense Toolkit)
+ DevSecOps
- [B175FE (Peer Review)
13. B EHBIEEM R

 BEAREE  2—RTLP4ERFR-FRITRBER(REUSDESS) - BEENEUERRETHE

KB E R E D O RPMICRT ZFEHB R -

. BRIE BB ERIFEZ09 0 00~17 : 30
ITILDPI : ITIL® 4550888 72-155 | - st8I8=

1
2 K8 : 3150 - AREFAPMCH S S REBESPDUEES )  FHTLASE
3. MBS MABRRILBBIEES  TISITILC 4B x-8l12 - T8
4

257 27%
S RO RE
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ITIL® 45 3R ER42-HEEN R 25 AERAE Bl

IT"-DSV ITIL®4 Specialist : Drive Stakeholder Value

. BITIL®4 Foundation3?38 « MEVSITILOEEET(Managing Professional)sR & &
. PEREERETE

B REEEEMREPNEE

BB BABETEZITEEAS

EREMTRRAMS AR AREES

CBARBEIREAS

7. HERREITILCERAREE

ESTHMU MR EEHRMEES

ITILF : ITIL®4 Foundations3:8:%72

FEBHAH 25D FITEBAR

BEHZ

oG A WN =

TEIERE

1. BEFIRE 6. EFRELHE | BA
- 2IBEFIRFEA B #0(Purpose of Mastering the Customer Journey) - BUFAFN{Z FRY B A (Purpose of Onboarding and Offboarding)
- ERERAFIBR 75 B i Touchpoints and Service Interactions) - ITILEEE(ITIL Management Practices)
- 1548 = #(Module Topic) - 1840 (Module Topics)
- {8 %% B2 (Mapping the Customer Journey) - BIF#&l(Planning Onboarding)
- HETEF k2 (Designing the Customer Journey) - #1751 BRI R4 (Fostering Relationships with Users)
- BEF =X FikiE(Measuring and Improving the Customer - RIEAF 2B EE (Providing User Engagement and Delivery
Journey) Channels)
2. EFIRESH TR - 1) A FRR#5(Enabling Users for Service)
- RERELS A E I (Purpose of the Explore Step) - 127+ B 3BAE S (Elevating Mutual Capabilities)
- 14 (Module Topics) - = (Offboarding)
- TR HEE (Understanding Service Consumers) 7. EFIRIESH | HEl
- T ARBRF5 R £ (Understanding Service Providers) - IRFFIRAEREER A B A9 (Purpose of Service Provision and
- TEEFIE I35 (Understanding and Targeting Markets) Consumption)
3. BEFIRESH . 28 - 1548 = B (Module Topics)
- 28158 B #9(Purpose of the Engage Step) - BR#%3E = (Service Mindset)
- BR¥E{B{E(Aspects of Service Value) - F5EMBR 7% B 81(Ongoing Service Interactions)
- 1540 #(Module Topics) - 5B A8 (Nurturing User Communities)
- BR#5RA %4825 (Service Relationship Types) 8. EFIRIESH : IR
- #1371 AR #5814 (Building Service Relationships) - 1 2 AR7% (B 18 (Measuring Service Value)
B - BN R4S (5T 28 % (Building and Sustaining Trust and - BEUNI =% k2RI B K9 (Purpose of Value Capturing and
Relationships) Customer Journey Improvement)
- P& F K (Analyzing Customer Needs) - BIBAREIRER & E R RIS E 8 (Realizing Service Value in Different
- ERHEER S E% 4 (Managing Suppliers and Partners) Settings)
4. BEEREDE « 214 - 1548 = (Module Topics)
- BREESK M AR WA I B #Y(Purpose of Shaping Demand and - BIR{E{EEIR(Tracking Value Realization)
Service Offerings) - BEZHR S EEE R (Assessing and Reporting Value Realization)
- 1823 =B (Module Topics) - FHEBEE RN EZ k2 (Evaluating Value Realization and
- EE TR E (Managing Demand and Opportunities) Improving Customer Journeys)
- IEEFE % 525K (Specifying and Managing Customer - RERTE IRt & B IR E(E(Realizing Value for the Service Provider)
Requirements) 9. EFEBENIEEME
- RETARFEAAE T A F 258 (Designing Service Offerings and User
Experience)

- SHEFEEAR 5 A (Selling and Obtaining Service Offerings)
5 BRIRELER : BE
- ERLEI R AR 75 17575 A0 B A0 (Purpose of Aligning Expectations and
Agreeing Services)
- 1546 % #(Module Topics)
- JERN L0 AR BB E K Al(Agreeing and Planning Value Co-
Creation)
- 17 /2 7% 7E AR #% (Negotiating and Agreeing a Service)
1. MEAFEE  2—RTILC 4BZRR- RN HEREEERBER(REUSDESS) - BREREREAEREFEE
2. IEHENERHE AP O BPMICRT ZEEIIEHB DL - K55 : 3150 - FRRTEPMICERERSRESPDUHEE) BT LAZR
3. HBSMABRIBEBREES - TEUSITIL® 45 R4 EN A58 E B ER:
4. ARVIEAR BT LRIEER09 1 00~17 @ 30
BEMAEE  ITILDPI : ITIL® 438REEMRI2IE3| - sHRIBNE

BEEE

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

FIERE
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AREAR

BEEER
BEHERE
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BEHR

FIERE
BB

AREAR

HBESEE

BERBRE

ITSME #5-Ble 75 R EIEAYH 2 LA T fite

ITSM Practice-Planning to Implement Service Level Management

1. BEEAAPINEE 4. HEERRBEITILORREREE
2. EETEZITEREAS 5. BITILOE#A - MUBHESRIFANSRRBORIEFATHBE

3. BATILOZEEEK

ESER NREME B8
ITILF : ITIL®4 Foundation3?:& ;272

ITSMEARE =
1. REBSAREENERZAIRA 2-4 [RIBERIHBARNGENRS
1-1 RIS RARBSREEGRS 2-5 RIBERMBHNEIE - FENEE
1-2 RBESHERBEBERERY 3. BuEERITRESREEHKT
1-3 ITHRE S4B % (SLA) A B B4 18 M ITHRBEREENBEEE
2. ITRBSREERRE 32 ITHRISERELEEMITEE) - RI2HE 2R HE Fx
21 BEEFHERNMRB SR 3-3 BURMBERIER(KP)EE TIRE S KBRS
2-2 FIERR TS = #1735 (SLA) 34 ITIRBSEREEREENEIREE

2-3 RERBEELR - LUnEEEMEEEK
BRERERHEIRDLOEPMIORT 2 BELBIEPL - K5 : 3150 - FFERFAPMCEHREESBESPDUEEE) BT LATH
ITILF : ITIL® 4 Foundation3?3& ;272

PCSM

EXERIFIEIEARERIE

CCC Professional Cloud Service Manager Certification

1. PEIEEERMAES 4. BEREN L RSB A AEES
2. B RFEXENBHNEE 5. BARBEZUEAE
3. EIBEEASEIEZTEEAS 6. HERBEEEFEBIMNSEEERBZLIEAR RS
EREBEAITRESESS  CTl—BXZEITLIE - IEERAITLNTRESEREERESHEABRAR
ITER# EREARR
1. EfR#ZEE E 1 (Cloud Service Management Fundamentals) 5-3 )BESITHEETERIE T DevOps (DevOps in a Hybrid IT and
1-1 EEERIFESE (History of Cloud Computing) Cloud Computing Environment)
1-2 ERRFEEIREFE (Basics of Cloud Service Management) 5-4 EIRER#5#8 %8 (Managing Cloud Service Configurations)
1-3 AR#5 &R Rh (Service Perspectives) 5-5 RIEEIR TS FE E 1 (Change Management for Cloud
1-4 B3| TAR#5 B 32U FA % (Relationship with ITSM) Computing Environments)
1-5 ZR#FEANZ 5155 (Cloud Service and Support Models) 5-6 ¥ = AR FE AU FSSK M 2 & (Reacting to Demand for Cloud Services)
2. ZR¥EEIEAE(Cloud Service Management Roles) 6. =R A (Cloud Service Economics)
E=EERIAE(Cloud Management Roles) 6-1 ZRRFE 0 E B2 (Pricing Models for Cloud Services)
2-2 R#ZEIRHI A & (Service Management Roles) 6-2 ENEM RS AVER I (Procurement of Cloud Based Services)
2-3 419 A& (Organizational Roles) 6-3 ZAR U E (Cloud Service Charging)
3. ERFELAS(Cloud Service Strategy) 6-4 EIRERLAES(Cloud Cost Models)
3-1 Z2&MEERE(Cloud Strategy Fundamentals) 7. ZRR #5832 (Cloud Service Governance)
3-2 AR EA 256 5) K Z (Key Drivers for Adoption) 7 1 A E K E# (Basic Governance Definitions)
3-3 @SR # i (Risk Management Overview) 7-2 25832 4E28(Cloud Governance Framework)
4. ZRIEHET - SEFBR(Cloud Service Design, Deployment, and 7-3 ;538X A =18(Cloud Governance Considerations)
Migration) 8. BNERRFHIE(E(Showing the Value of Cloud Services)
4-1 ERRFE L ETE ¥ (Basics of Cloud Service Design) 8-1 7 #RZ=R#%HIE1E (Understanding the Value of Cloud Services)
4-2 BIBE A4 - IRIEFE R (Dealing with Legacy Systems, 8-2 Bt #E B RS EASE AR5 AVE(E (Linking the Value of Cloud Services to
Services, and Applications) Strategy)
4-3 ZRRFEEEE 5 4T (Benchmarking of Cloud Services) 8-3 M= EARFEAIEE (Measuring the Value of Cloud Services)
4-4 ZERFEREI#HB(Cloud Service Capacity Planning) 9. BEATHIAR 5 E I HEZL (Popular Service Management Frameworks)
4-5 ER#EEZ FE 2 (Cloud Service Deployment and Migration) 9-1 RIEEFEZL(Best-Practice Frameworks)
4-6 EmM15(Cloud Marketplace) 9-2 1SO 12#£(1SO Standards)
5. ZER#EEE(Cloud Service Management) 9-3 JAI2AEZL(Governance Frameworks)
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