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ᶕ ע ‍̆ У ȁ

ᴐ̆ὲ ᴇ╕ ȁ ᴁ Ȃ ᶕ ע

а ὡ̆ ҩԈ ѝ ̆ ̆ѝ ᾃ

ᵏѓ б ╘Ȃ 

 
 1  

 

ҩ Ὧ SMART SERVICE U 2010 ‚ ᶕ ̆ ̔ 

http://www.smartchina.asia/inde x.php/2009- 03- 19- 07- 17- 01/110- 2009- 03- 19- 08-

32- 56.html  

2̈ITIL ȁ ȁ֓ḣ ᴿ 

ITIL  CCTÂ ᶕ ̃ У IT ╘ ῆ ὲ̆ὤ ᶕ

̂Information Technology Infrastrusture Library ̆ ITIL ̃̆

₥ ╘ Ү Э й ῆȂITIL IT ╘‍ѝҀэ Уэ ╘

Ȃ ╘ ѝ ╘ ̆‍ѝ ╘Ӈӻ̂Service Deli verỹ ╘ ̂Service 

Support̃Ȃ ᴳ ѝ̔Ү֒ ȁ ȁ ȁ Ȃ 

 

http://www.smartchina.asia/index.php/2009-03-19-07-17-01/110-2009-03-19-08-32-56.html
http://www.smartchina.asia/index.php/2009-03-19-07-17-01/110-2009-03-19-08-32-56.html
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ITIL ᶕ ע ֓ḣ̔ 

¥ ₥ ̆ ‾ѐ ̆ ᴐ 

¥ ╘ ȁ ȁ ὤ ȁ  

¥ ╘ ᴇ ̆  

¥ ̆ᴳ ֓ḣ  ע

¥ ȁ ע ᴇ  

¥ ̆  

 
ᶕ̆ ע ὡ б

ȂITIL ᴧ ̆ ὤ ᶕ ע ╘ ᵏ ѐ ⁮

ᴇ ̆ ҩ ᴇ Ԉᶑ ᶕ ע Ȃб ̆

ᴐ ̆ ҩľ Ŀ ̆Ԉ ѝ ̆ ў╟ ȁ ѝ

ў ᴇ Ȃ 

 

 
2 ITIL ὴ ᴿ 
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3̈SMART SERVICE U Ӯ  

SERVICE U ұ ᶕ ע ̆ ITIL ᴧ ̆ ╠

╘ ȁ ╘ ȁ ȁIT ╘ȁ ӊ ̂ ȁ̃ Ю

ѝУᴇ ᾱ ѝ̆ ᵏҩУэ ȁ ȁ ұ

ᴐ ̆ ╠ ѐ ᴐ ̆ ᴂ Ȃ

ᾱ й Э УҾ ̆ ҩ ╖ Ȃ 

 

 
 

ITIL  

ὤ ITIL  

Pink Elephant ITIL  
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3̈ ITIL  

 
SERVICE U ҩѓ ITIL ᴧ ̆ԈCMDB ѝ ̆ Уҩ ╘

ȁҮ֒ ̂֗╘ ȁ̃ ȁ ȁ ӊ ╘ ╖ ̆ѝ

ᵏҩ ȁ ᴐ ̆ ᶑ ᶕ ע ‾ Ȃ 

 ᾃ ҩὴ ITIL ̆ꜛ ̔Ү֒ ȁ ȁ ȁ

̆ ̆ Ȃ 
ᴐ ̆ ע ̆ ᶑ Ԉ ̆ ₂ Ȃ 

 

 
3.1 ITIL ᴧ ѐ ᴿ 
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3.1 ╠ ╘ȁ ȁ ӊ  

 
1ȁ ╠ ╘ ̆ҩ ᶕ ȁ ᶕ ȁ Ӈ ╘

̕ ╘ ̆ע б ᾱ ╒ ̆ ᴂ

ӝ ᴐ Ȃ 

 

 

 
2ȁ ᴳ ὡ ̆ ᶕ ̆Ԉ ᾱ Ὧ

̕ ╟ б רּ ᶕ ̕ ̆ ᶑ

Ȃ 

 

ᴳ ╠ ╘ Ѯ

̆ IT ╘ 
ᴂҩ15-40%Ȃ 

    ððHDÎHelp Dest 

Insititute ̃ 
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3ȁ ӊ ̆ ᴳ ᾳ ᴇ ̕ ̆ҩ

ᴁ ȁ ӝȁ ̕ ᴐ ̂Ү֒̃ б Ὧ ̆

  ᶕ Ȃ 

 

3.2 ╘ ӇҮ֒ 

 
1ȁ ╘ ѝ ӝ ᵏҩ Уὡ ̆ Ԉ ⁮ ֗

╘̕ з Э ⁮ ᴐҮ ҂̕ Ԉ‎ ⁮ ὲӹ ѐ

ᴐȂ 
 


