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English
Accounting

Activity Based Costing

Application Sizing

Asset Management

Assets

Audit

Authorization

Availability

Availability Management

Budgeting

Business Capacity Management

Business Impact Analysis

Business Process

Call

Capacity Database, CDB

Capacity Management

Capacity Planning

Category

CCTA Risk Analysis and Management Method,
CRAMM

Central Service Desk

Change

Change Advisory Board, CAB

Change Management

Charging

Cl Level

Classification

Component Failure Impact Analysis, CFIA

Confidentiality

Configuration Baseline

Configuration Item, Cl

Configuration Management

Configuration Management Database, CMDB
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Cost Plus

Customer

Definitive Hardware Store, DHS
Definitive Software Library, DSL
Demand Management

Deming Circle

Disaster

Downtime

Elapsed time

Emergency Fix/Release

Error Control

Escalation

Evaluation

Expert Service Desk

Fault, Failure

Fault Tree Analysis, FTA

Financial Management for IT Services

First Line Support

Forward Schedule of Changes, FSC
Full Release

Functional Escalation

Going Rate

Gradual Recovery, Cold Stand-By
Hierarchical Escalation
Identification of Cl

Immediate Recovery, Hot Stand-By
Impact

Incident

Incident Management

Integrity

Intermediate Recovery

Service Interruption

IT Infrastructure

IT Service

IT Service Continuity Management
IT Service Management

Known Error

Local (distributed) Service Desk
Maintainability

Management

Market Price

Mean Time Between Failures, MTBF
Mean Time To Repair, MTTR
Modeling

Monitoring

Notional Charging

Operational Process

Operational Level Agreement, OLA
Package Release

Performance Management

Post Implementation Review, PIR
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Priority Lok

Proactive Problem Management OO, i) A HERL
Problem ]

Problem Control I 251 422 61
Problem Management i) L B
Procedure IR

Process R

Process Manager MR E
Quality Assurance JoL R AIE
Quality Control T 4 7l
Reciprocal Arrangement AL
Recovery W

Release Management RATE B
Recover Plan =Rl
Release Policy KA
Release Unit RAGEIC
Reliability TR
Request for Change, RFC ABHENR, RFC
Resilience W
Resource Capacity Management TRIR R R
Restoration of Service i &2/
Review PEAL

Risk Assessment AR DAk
Rollout 2k

Second Line Support TRy
Security YA

Security Awareness GAREN
Security Incidents g
Security Level GG
Security Management GAE I
Service Capacity Management Jik 25 6E )& B
Service Catalogue 55 H %
Service Desk i &)
Service Improvement Program, SIP k2% st v &ilLS 1P
Service Level K25 2 )
Service Level Agreement, SLA RS, SLA
Service Level Management JIKe 55 25 i B
Service Level Requirements Wk 55 o) 5 3K
Service Request 251 3k
Service Window 55 IF Bt
Serviceability AJ RS
Skilled Service Desk A REIRSS &
Release KA

Status W&

System Outage Analysis, SOA ARG T, SOA
Third Line Support SR
Threat B

Tuning kS
Underpinning Contract. UC XHEA T
Unskilled Service Desk RReRS &
Urgency BoE
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Urgent Change

User

Verification

Virtual Service Desk

Vulnerability
Workaround
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ISBN 9787302156697

IR

E4i: ). van Bon, M. Pieper, A. van der Veen

Foundations of IT Service Management, based on ITIL®
Zaltbommel: ITSMF-NL/Van Haren Publishing, 2nd edition
ISBN 9077212 58 2

OGC & [H i 45

Service Support  (JIRGZ#)
Norwich: The Stationery Office, 2000
ISBN 011 330015 8

OGC e | 7 45348
Service Delivery (JRZ#E4D)
Norwich: The Stationery Office, 2001 ISBN 0 11 330017 4

OGC J [ i 45

Introduction to ITIL® (ET ITIL®KANE)
Norwich: The Stationery Office, 2005
ISBN 0113309732

R.B. Palmer

IT Service Management Foundations: ITIL® Study Guide (IT fR&E
HER. ITILO%]IRE)

Corinth: Gulf Stream Press, 2005

ISBN 097714690 1
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ITIL® is a Registered Community Trade Mark of OGC (Office of Government Commerce, London, UK), and is Registered in the U.S. Patent and Trademark Office.
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