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&2l % (Known Error)

o (4h A 8] 2~ B2~ = (Local (distributed) Service Desk)
A B4 (Maintainability)

#2] (Management)

A% 744 (Market Price)

o F-7Fol A7+ (Mean Time Between Failures: MTBF)

H 3t EH+ A ZF (Mean Time To Repair: MTTR)

‘4 E1% (Monitoring)
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o] 4~ ¥ oF (Operational Level Agreement: OLA)
A &) 2 (Package Release)
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) & A E (Post Implementation Review: PIR)
4=9] (Priority)
Ao kA E4 32 (Proactive Problem Management)
A (Problem)
A =4 (Problem Control)
# A @] (Problem Management)
A=} (Procedure)
3 2 A2~ (Process)
= 2 A2 #2] 2} (Process Manager)
# 2 B.Z (Quality Assurance)
#4 #+2] (Quality Control)
*Ji F A (Reciprocal Arrangement)
= (Recovery)
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Az~ 77 (Release Management)
Az~ A A (Release Policy)
2] 2 9] (Release Unit)
A4 (Reliability)
M7 2% (Request for Change: RFC)
B A4 (Resilience)
29 85 #+2] (Resource Capacity Management)
18] 2~ A7) (Restoration of Service)
AE (Review)
2148 H 7} (Risk Assessment)
Zo}% (Rollout)
241 %] €] (Second Line Support)
B2t (Security)
HoF 2] 2] (Security Awareness)
B9t QI AJH E (Security Incidents)
B 9= (Security Level)
HoF #] (Security Management)
An] 2 83 2] (Service Capacity Management)
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1] 2~ === (Service Level)

AR —Zr A SF (Service Level Agreement: SLA)
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A H] 2= 25 2] (Service Level Management)
A H] 2~ =5 Q@ 7 (Service Level Requirements)
A H] 2= &% (Service Request)
48] 22 % (Service Window)

A 8] 22 A FA (Serviceability)

2 M| 2 gl (Skilled Service Desk)

2 2] 2 (Release)

AHE] (Status)

Al 2~ 8l Zoll F-2] (System Outage Analysis: SOA)
34 %] 9] (Third Line Support)

¥ (Threat)

54 (Tuning)

Q15 & Ak (Underpinning Contract, UC)
w) <= A 8] 28| A3 (Unskilled Service Desk)
719 % (Urgency)

715 ¥ 7 (Urgent Change)

7<% (Verification)

7} A 8] 2~ 8| 2~ (Virtual Service Desk)

#F 2k (Vulnerability)

A2 A (Workaround)
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