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1 /Definition

LMAETLCE FCAIAES §F =0/ 30% 0 =5 &2/
=28 YR ZZHAS O/H0] 7/2/6t0H,

= olA] ZEH ZLAIAE AHEIA SE & 0/9/85% Jf J/=Z 2/ 2910/ 0L/ Ef
TZELHAS O/, 2 XX Ml ) 5o/ 240/} — Gartner Group -

Technology: Tools and
Infrastructure

Process: Definition/Design, Compliance
and Continuous Improvement
People: Roles & Responsibilities,
Management,
Skills Development & Discipline

Culture: Yalues, Linspoken norms,
Often experienced and not seen
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1 /Definition

IT AElA =,
IOl HIRLIA =810 2Rst ZE IT K4, = end-to-end Network, Operating
Systems, Database, Application S

IT Service Management(ITSM)=,

CH== 1T LR Q| Infrastructure 28 A, J|l= S4AI9 22l JIsUHAMH HOLE
IT JHIAE HIALA Salo=2 IH’\*ﬁlo*OE M 89E MHIA =0 U=
NHIAZE HIZ6IH S8 T2 A 2HS SctHIE 2242 SE= ofl=

MUl A 22| JE

ITIL(IT Infrastructure Library)2,
ITSMS 9?8t Best PracticesE M=06l= & MAHAEQI ‘de-facto’ EEO =,
Process 2|2t &L BE = HS
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1 /Definition

2= HEXQ TS ITSM
e 28 ITUHE S2FXE S4 HELIA &Y Sa
= K| ol & Fire Fighting, reactive Preventive, proactive
SO\ informal formal best practice
22| &+ SMS, NMS, ... Process Enabling tool
Billing ITRQAE AIEE HE MBlA=s=0 [HE U=
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1 /Definition

TEMALTSMY () 2ES TTEI S& L1 2/ FE BZ0H B2

O 7TT o O

NAE IIBHS 159 IS HESC2M NHEHOZ2 HSELIL} 52

JlE d NHZEA E0/AE 20/ OFLICL I E M HE ZZ0] 20 OF
OflH, REat &2 SoHAIE Z0/E + 2L, O J10/= AE(LEZ) U =4
29 0/77t A= &0/A H 0149 J]= 0/57= EMoIA FELL

— Gartner Group -

Service = Process + People(Organization) + Technology
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lls, Experience

essional standing
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2. Trends
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What is your familiarity with or use of ITIL? 2003 2004
Never heard of it before now 27% 22%
Know that it has somethlng to do with IT management 42% 36%
processes and best practices

Have used ITIL to help document incident and problem
management processes

14%

16%

Currently use multiple ITIL management process guides

17%

What models are you planning to standardize
on for IT operation?

19%
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25%

Source - Gartner, 2004. 12

BITIL(only)

B |TIL & CobiT / CMM
DITIL & ISO9000 or Six Sigma

D CobiT

B CMM
B1S0O9000
B Six Sigma
07| et
al=IPNE=
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DRI TZZAA WA =

ITSMAIZHO| Z2ICHR AN B2
| izl g2 AT M E 2005/03/09 [mMl~S WEE RIS 220IBe] SR20| ELHTID 2
DIBEel 0 ZET T NS 279 50110 SUCk B2 JIZHA Sx 1T AzeE o
51D SEoHE HRAIAH HUES A BHOZ HIREA BASRIE 2RUS 20D | _ _
B & S £TM9) 221 3 B 22t AU ITOIE AL 2S5 Al gl [ 728 ¥ BDRIBLS 220l =CAA0D 3
T HiEE 4 Bls THZA0| S AUCH HDI BT DU LY DIuk Taplame)  [TDIETS HSE SIISHEN SUTAELS SE B
(TSM) AIZI0| 22 S50 Sl 2001k Il (Rt BRI ITSM AT 23S 2 Rl
i S YIATHS|2 2ETLL & TSV B8 JISIE SuHCH & 12800 2N S+ | - _
22 HHEIS DIF1 IHHE ITL 2 TSMIHES 22 0K et 2u1E @2y, o gy (B THE ML JIEE] 22018 224143 S22 A2
SUOR I BEHD U T JIYSC HUD T MBS 400, ITsMul 2a| g2 [ 2 017 24TH STIH X FRALE, SE718 SHIA RIS
METHSHA 22 BE HTL A0k © EHHH 2T BEsD s ma ® | ot oo HAL A
SS9 )| DS Soh TS CHEH SHIE I2WE M HIAIBIC _
| 2IE(BSIS000) €SS SEE HAY EE RIS uige
_ ) QUCH € RS JIRQ) HA OITRLE Y ROk HENE
A= Ht2 2elsl B4 A2 55 Agilent Technologies BHE SEHHIES ITSM 2|82 2 2ECHE FEE HIRD
<O
L Al | )
1000212 Z2HE0| =2 i E A2 5" Agilent Technologies
T =T E25}, 22| T2 M~ A FHHEE AIEERL = S0 HAEE J0|SeE HEe 2 A A E EHae
|2 =Sl IT 22 SZ'S AYI2 BEHM SLSD, OIS A S BRI ZRMAS S |
e e [ o = e e
Technalogy Infrastructure Library) 21202 I THEI A 2R [(TSMIZ 2IHE T ZEE3= 2 || ?LF‘-J"I SESAS S OH K2 0l E £
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ITIL SII/HEI1/EH4H]

ol 2l ITIL =S ITIL 200
=LH ITIL 2021 EA=) =AE QD] EHAHD|
1986 1991 1998 2000 2001 2002 2003 2004 2005
A ‘... ...............................>
E'-LH ilzsjl%‘l ‘ ..............>
ITSM _[I:_cél ‘.........T.....»
v v
ITIL 24 gF2F itSMF &= 2E NIOILE & AL S ANE CUARE
~ ITSM Forum . TS SHAF
E=FF &ol This not-for- . _ ns =y
5|20l CCTA profit cE HOIU L Al SS S5 « U HE At 2K « UHAS AKX S
(Central organization is a ITILS] A2} ITSM 22 A2 c 2 OIY £ .2t Je SO oy
prominent player J oo o
Computer & in the on_going JH& oSs= X'")\lOI' k"E”LI'gI' AlE e ITSM J?;I‘E' System
Telecommunicati development and A . RgH HAE o=
ons Agency)Jt Bromotlon_ of {{SMF K Ch ., T
gency est practice IT | orea Chapter === cIZNAFE o BEEAR
1986 0fl 6004 & 2 Service ?stEHS HAE HFEAIAH
% Management o i o
Hee standards. 2ENH HZ
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1998

20014
[o)
4% -
] 20024 AL
52% - 44%
20034 16
16%
L4
201024; e
(o]
Myl ax|el ols
20%

M|
48%

Mu|AX| 2 A

32%

Source - itSMF Korea, 2005.8
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31T Infrastructure Library(IT)
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. Process =&,

Best Practice

N= %O'D;l’

/o

itSMF= AIZA}F D12 0] 80%E XtHAl
Books, ITIL Certification, n!=, X|&Tools

==
S
Process

" CCTA : Central Computer & Telecommunications Agency
2 OGC : Office Of Government Commerce
3 itSMF : IT Service Management Forum
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31T Infrastructure Library(IT)

The Business Perspective

HIZUIA BHLIM O ITAHBIA 28 S

Ol e &= JAE== SHUY

Service Support

AEXHLH)0l &S AL =
HESHH ITE ¢ Eotes LYE

ol
=

02
o
40

Software Asset Management

WelRE2=z oitiet S 0IRUH X =
SIW XHA&HGH CHet 22| 2 -

Service Delivery
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Planning to Implement Service Management

ITSMS| & ef Al ZDed Akt

SAS 9o LRE HHHE AT

Security Management

MBIA KB A2 =80l A
M MBIA00 Oio HE =ZF2 2
2oH0l 2telZI0oF ot=XE &2

—

ICT Infrastructure Management
HER MHIA 22|, 8% 22, 22
T2AMA Zel, Z2FH &, 38 ¢
AAE 22

Application Management

01 e D], HIELIA
sieh Moo AMES BH MY



MBlA= J|=2 XI&

O|ol =3 T = Process? Z 10|,
§gam ITSME EalE?% AtEdl=0 U= 2101 ofLl et
LHE Process(l €cAS

A

ClOs are looking at
Best Practices for
cost savings

M H X O| K| &£8t Process=
HEE Al A6l OF StCH

O DOowntime

H End User
Operations

Process &
8 NAEL=Z %

Total Potential Savings: 48%

Sourcefsartner Measurement
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31T Infrastructure Library(IT)

International
Organization for
Standardization

ITIL2 Best Practice, ISO= Quality Mgmt.
Systemoé ITILS H#&et )|
ISO BAQIEES &S

o= T

gsem™

ITAMBIAKS XS] OSAHIA IT"‘ IT OS AN AFE =X 2
SO0l tHE maturityE 215 HP 0l CHS 2el==2 2ISot=e
20034 ver 1.22H ITILES &X =H=ES2ITSM & 14

CMMZ2 AZEH Y & 2,
CMM Maturity Level 3 Ol &£ H

ITIL Process2t &5 S &
i3]

'
cmmi

i
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31T Infrastructure Library(IT)

L o PR

000,70 .3 F 0.0 ..

Application Management
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31T Infrastructure Library(IT)

ITILS] Service Support= ITHU|A HZ2 =4 ¢tEE S E&ol= €&
TEZZHAR, DHO| ITHHIAS 20| NSHOR HBLS & U= 5
THE XS
HIALIA, D24 ALZ XL
2e &+ AR & &Y HELIAHOIE, A4l
OIAEIE B2 |, SN MHIAGIAS
Incident - — SerV|ce Desk
Management A
- HHIA 204 \gm 243 e DM HSEA A _—
< QINEHE S5 Proble 2
Ty roblem o 2
=i S=L __Management T~ T .
%gﬁ _E_»_cg Eharll_ge 221~
el MARSETell T aip14 miel —
« ZAF B DA « HE S A 1A0EIT 1 m\
c 82 2 EEEYL o'
. %*/_ﬁ E%kl - gl S Co?figura%!on
cEol B8 Management
- H0ot2lo|Eeiel T
cHAE mE «CMDB E21A
- 2A 2N e =
s ZALEAN
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31T Infrastructure Library(ITH)

ITILS| Service Delivery= 124 1t°| MHIA =& HSH(SLA)L O H <N T2t
ITAHIA RISXAOEBI2LIA D200 S=206t0 SHESPsE X3S ME0t)| f 8t
MHIAQL T2 HASE Ao

« HHIA BFE*EJ

tEd 2l — = « HHIASZE DA
Availability | NHIgEE g, - HHIAJpE T2 Dy
Management 22 2| : SH 24& T
e e Capaci | « ZARIA
*IES A= Capacity |
*CMDB Management |
(S8 oz g2 ITHBI22ael
iy . CMDB Financial ig ITHEIAHASE2E]
- 2O AH Management . IT Service ;;3
- 82 20A o 4= Continuity %
« U :;H-éjg_'l;ll—é% Management |
cH2 L B2 T oA K
« 21N *BIA € 28 24
o Ol& & O =X . X HIEf
*DR A&
Ay « 2A
» o GILIALE <
- HE
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31T Infrastructure Library(IT)

ITIL2] ICT(Information and Communication Technology) Infrastructure

Management= HE & ITHHIA HB= 8t Service Management2| 22t=

— =

0|2 & Infrastructurel &H/DI&, T}, 22, JI=XJAS |t T2 A, =&,
EHE E9

Application M t
Lpp ication Managemen Business

Customers Users Serv?ce Support

P 4

Strategies, Plans and Requirements

Service Delivery

11
{Pniil:.y>’5trategr ‘.”Plar.l> Prove > Deplﬁy > ‘-ﬂpe.l;ate} Obsolete >

Design and Planning Deployment Operations

Business Solutions

ICTIM

Technical Support

Administration
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3/1T. Infrastructure Library(ITH)

ITIL2 ITSM 2ted KRLGHI S MELZ OIX*EIE =8 X0 22, AL A,
AL &M 038D membership0ll Slol 2H &= HIF2IEH Q! itSMFE S ol
N - =4t

v KIAHOIA 2021 BH, OFAIOHUIAl 22 B =
SIRITHBIAZE| L& (itSMF Korea) & &

. —
l t‘SMF (2004.9.15)
www.itsmf.com

The I'T Service Management Forum www.itsmf.or.kr
v S BAHIHE2Z 30J0= local chapter 24

itSMF2| &4t 3! 7|

v ITIL(IT Infrastructure Library: ITHH|A 22| Best Practices) e 2 E ot
v BS15000(ITILIIBHITHEIAZE =2 HIS&EISHE) 1S MAH el

v ITHHIAZE 82 FdEg 220 2

v TITHEIAZE MY, &2t (8t2 ™ servicetalk)

v' 0¥ International Conference/Exhibition & Seminar JH |

v ITIL Certification Board & (OGC, itSMF, ISEB & EXIN)

Total IT Service Provider




31T Infrastructure Library(IT)

ITILS] O]2H (version 3)

BUSINESS mm == wp Strate€QiC == == =p Tactical = == = Execution

e o [Closary
/\ O al\

Introduction
To
VI D

Introduction

To ITSM

CEOQ/CFO C1O/Director Management Operations

Core Companion Complementar

Add ——
Products Guides
Be e AdSE Udie S
Business Case Templg’_ces
Exam Scheme Scalability % A release : 2005.12 B :2006.7 C:2006.8 D :2006.10
Professionalism Organisation
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4 sService Desk

AtE X &= MEotH EA4ACI M A
(SPOC)

0
o
[IH -
|]>I

#&esolved Incident

Web-Based

Routed Incident

Incidents

— System

Routine
““.Change Requests —L&)u_tine Change Request
Project

Change Requests

B Project Change Request |y

CAB* Approval/Denial

* Change Advisory Board
(HE A=A 2E)

Service Desk

Voice-Based

Incidents Incident

or Change
Closed

* Improving Help Desk Service, itSMF USA 2004
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0. Service Level
Management
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bsService Level Management

SLM(Service Level Management)2 2= ITAA 0| HIALIAE X[&3H)| S oH
NSot= ITHMHIASE E2lot ) AHIA =F2 S5 HFEE &0lot)| floll 20l

T2 MHlA

NHIAE XIEXo=2 £H60
HIIECEZM Bt=ES L &I & ol
RIS 2=26t0f AFNE X=X

o
JIHXIE BRHO!
S04

IT Service Provider




bsService Level Management

1) 28 MBIA KIS Xt
& ot RALI? & 5t UK
OFLIOK XIHHU = A =11.. £ Ac2l0F?
MHIA SEO0| ¢ E22 2 20} Ol 2= Y & ot = HOH!

Z AN S M= off 2!

2 0tLE O of gk 22| 0F?

OHULE HE LM 2 O:IAI%' 6'_3 %EE”

HELR s
SLA HE 0[=
e M2H5HR| 2D

&H 08:00~20:000l Jt=d 95%

Ol

=
o
2ot U

o= AblA SH %
g

2% 010l

00 9

17:00~20:00 &=+ ML= CPU
MEEO0] 99%. ZH| S& &
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bsService Level Management

MUl A=Z& A (SLA, Service Level Agreement)= CH2 8 S EHS] A BIA
Ol 0l HFE E&ot) D40 AU|A MSAIEECIEL=E

HISHOl LOVA 2kl 018 S
Jote 2Rlg & UES 45 S FRIZ JIUsHs HIE BERo2 J|&s
2N

Requests

» }6&“96‘5

Business
equirements

to maintain and improve 11 Service quality
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bsService Level Management

MBIA HS HSEA

< 2 Al 2 GH X
BN Y B
. 2Ol (9| BH =

MHlA B2 = HAZ
ol HHlA%ZE BotA s o
o —_—Oo 1o
. . #rgro] |/l
2ol FO|A 2g | PSRIYS HElAR ME D
o MHIA THE JIs
.2, 5o A Mgl HBlASZ S0 Bt o= A

T = J|E2 H PN
2= 29 EXA | ANAE SQE J9 o ] QU X ALY
o« I AQXE
o 1Y, Fof2el EXt o ZJ| D XA
FSOUR=
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bsService Level Management

Service based SLA Customer based SLA

Multi level SLAs
A 12 M
SLA
SLA SLA Corporate level
SLA
Customer level
SLA SLA
= Al XAIAE XAIAE [
= Abl = Al =T
B ——
MBIA HIZ A SLA ||
MBIA RHIZ A} L_l._;l Service level
A W=
AHlA S At AHIA~

| A

AYIE
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bsService Level Management

(==

SLMO|gt ITHHIAE O dEo=2 X6}

1, @ 4a"s EIloto, @ 0| Sst
EESHNEECEZN S =82 Z AMHIAS SEE 2&0l= 83

Established Function

Implement SLAS

Manage the ongoing process

Periodic reviews
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0.,Question?
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acelucci@skcc.com
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