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1. About this Guide

This Cross-Reference Guide created by itSMF Hong Kong Chapter is for
the convenience of ITSM fellows, especially for professionals who need
to work in the Greater China region. itSMF Hong Kong Chapter no
warranty, expressed or implied, regarding the accuracy of any
information contained herein related to the ITIL ® V3 Terms.

2. Disclaimer

A. ITIL Glossaries/Acronyms © Crown Copyright Office of
Government Commerce. Reproduced with the permission of the
Controller of HMSO and the Office of Government Commerce.

B. ITIL ® is a Registered Trade Mark, and a Registered Community
Trade Mark of the Office of Government Commerce, and is
registered in the U.S. Patent and Trademark Office.
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A. Source: http://www.best-management-
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D. ITiL® v3 Glossary fajfk#3C 2008 £5 A 1 H
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Term Acronym

Acceptance Eglg Ll

Access Management FONERE TR EE

Account Manager BF&E ER&E

Accounting &at %E

Accredited BES WAA]

Active Monitoring FEREIT E UM

Activity TREN EE

Agreed Service Time [=) = AR F5 A5 RS 1 7€ BR 55 A+ 8]

Agreement ik iy

Alert 2 HE

Analytical Modelling DHTERRR THTER

Application rERAERX Rz FA

Application Management FEREXEE M RER

Application Portfolio EREXES FZRHEE

Application Service Provider ASP FERREARBREE NARSREES

Application Sizing FEREXEE/ERA  HAZKMEIT
XK

Architecture ZeHE 2

Assembly aE =S

Assessment B Wh

Asset aE #rE

Asset Management BEEEE BB

Asset Register BEAM EEREIL

Attribute BBt B

Audit &t G

Authority Matrix 1 HEFEpE RBLERE

Automatic Call Distribution ACD BEREB I ERR B3 5 B

Availability TR TR
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Term Acronym

Availability Management AM A B A T E IR
Availability Management Information AMIS AAMEEENRE ATRAMERERRSR
System

Availability Plan ATAMETE A AR
Back-out R’IR =R

Backup i) &1
Balanced Scorecard TEEta+ TEHe s+
Baseline i 953
Benchmark B R
Benchmarking BFEERE FRAT K

Best Practice REER RIEXE
Brainstorming BShi#E S B 2%

British Standards Institution BSI REZEEGE REMRENS
Budget EE mE
Budgeting EERT T E 4l

Build BE GiAkE

Build Environment EERE MEINE
Business o/ EE A 55

Business Capacity Management BCM EESEEHE WESEEE
Business Case 3 ES] Al e e
Business Continuity Management BCM EEREEE A S E IR
Business Continuity Plan BCP EERENE VB 3c3oden g
Business Customer TERF & P
Business Impact Analysis BIA SEEHESN i 5% 2200 53 4
Business Objective EEBRE A% B#R
Business Operations EIEIEE WEEE
Business Perspective SR, A 5540 Fa
Business Process EIERIR A iz
Business Relationship Management EERFRER WX RERE
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Term Acronym

Business Relationship Manager BRM EIERRLE W EXREE
Business Service EIEBRF% A 5 AR 5%
Business Service Management BSM EERRFFE IR Al 55 AR 55 B TR
Business Unit EEE N Al &R

Call KE m Y

Call Centre ZRR AL REAY Ja gy

Call Type RELER i)
Capability BE 1 BE
Capability Maturity Model CMM BE I B EAFEAEE RE I B EAEAEE
Capability Maturity Model Integration CMMI BEORARAERE BEOBGRAEERER
Capacity BE A8

Capacity Management AEEE AEEHE
Capacity Management Information CMIS AETEENRE AEEHERRER
System

Capacity Plan AEFtE B2t
Capacity Planning BEHE BEMX
Capital Expenditure CAPEX BEARLH BRI
Capital ltem EARIEH ZEAIB
Capitalization ¥:N4 EARNK
Category Al %37
Certification B | WAIE

Change g T

Change Advisory Board CAB CEEHEAES TEMOERS
Change Case & g3 TERA
Change History BEREE TERE
Change Management BEER TEER
Change Model B ERE TEIRR
Change Record BELH TEIER
Change Request BEEK TEIFK
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Term Acronym

Change Schedule EERER TEARE

Change Window T ERE TEERO

Charging aHE g

Chronological Analysis B F 24 Ry e a2

Cl Type #HREIE B EEY Cl 3

Classification VIR VIS

Client )= R

Closed ] B4R

Closure FEES KH

COBIT COBIT COBIT COBIT

Code of Practice E£RE 1T R 4N

Cold Standby REE RER

Commercial off the Shelf COTS TIFRARE /A BERNE
RS

Compliance BIE BN

Component A A

Component Capacity Management CCM HHES=EE HHS=EE

Component CI #HAERRIEE A

Component Failure Impact Analysis CFIA AHRME RS SRR RN S AR

Computer Telephony Integration CTl EINEFES RS I ENEIFREN

Concurrency (=] B 2 3 Fx

Confidentiality B RE M

Configuration 4aRE [T

Configuration Baseline AHREELZE [H=§-%:

Configuration Control AR RE = B &=

Configuration Identification AHREF A B & iR A

Configuration Item Cl #HREIEH =841

Configuration Management HREEE REERE

Configuration Management Database CMDB AR EIRE R E it & S IR EIEE
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Term Acronym
Configuration Management System CMS HREEIR R REEEAL
Configuration Record HAREZC SR [h=glat
Configuration Structure AHREAEAE [=§1)
Continual Service Improvement csl FERIFAE AR 5o
Continuous Availability FHERT A EELLAT A
Continuous Operation FEMEE EHEE
Contract aH alE
Contract Portfolio aHEE EREE
Control =l =l
Control Objectives for Information and COBIT = B 1E R R RIEARIE
related Technology B#r
Control perspective = ER B EALH| Db
Control Processes ALt AL ik
Core Service ¥U BRAE AN e
Core Service Package CSsP b BRI E L GANER)
Cost R R
Cost Benefit Analysis A E 5 1 R AR 36 53 4
Cost Centre FA AL FA AL
Cost Effectiveness AR R AR 5
Cost Element A TTHR MAER
Cost Management AR MAERE
Cost Type ARAFEE FRA SR
Cost Unit AN EE L FAR AL
Countermeasure iR XF R
Course Corrections STERITIEE 1EIE$ETE
CRAMM REEZREREEE CRAMM
NMAMERAZE
Crisis Management EHER B EE
Critical Success Factor CSF FAERIIE R KEEMINE =
Culture Xk 344
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Term Acronym

Customer EF R
Customer Portfolio EFHEE EPEE
Dashboard ESIERATIR PEI
Data-to-Information-to-Knowledge-to- DIKW ER-EM-ANE-EE ZURZIEERIRE
Wisdom LI 822
Definitive Media Library DML RARIRBEE BANRE
Deliverable RITIHB EABEY)|
Demand Management TkEE kEE
Deming Cycle HAPTEIR BARTEIR
Dependency fkEarE R E
Deployment e mE
Depreciation nE IR
Design B wit
Detection 1538 i
Development ket Fx
Development Environment FSIRIE FRINE
Diagnosis A2En 240
Diagnostic Script TR A BRI
Differential Charging ZRIEHE ELILE
Direct Cost BREBA BHIENA
Directory Service B 8%BR 7% BRRE
Do Nothing RIREVITED HFRE
Document X Xty
Downtime Hh i FRF ] Hh [T B+ 8]
Driver RENE = Wz h
Early Life Support R E BHARH
Economies of scale RARAE HMIEZ T
Economies of scope ] SEEET
Effectiveness B W ae
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Term Acronym

Efficiency e S

Emergency Change RREE R2THE
Emergency Change Advisory Board ECAB ZREFHAZTEE ZETEMOIERR
Environment IRIR Mg

Error SH AR iR

Escalation FHaR FHER

eSourcing Capability Model for Client eSCM-CL  EFHASMEFHER SIHERHBFING
Organizations FRFAERE RE S 1R EY
eSourcing Capability Model for Service eSCM-SP BRFREENEFH HYBRSEEHEOE
Providers BRF5 A FA E AR B FHNERENIREY
Estimation HE HE

Evaluation Al Iy

Event =4 =14

Event Management =H4ERE E4EE
Exception Report BN R & FEHRE
Expanded Incident Lifecycle WA B HRFIR 1 R B BE & v B HA
External Customer SRR SNEREE

External Metric SNERIEAE SNERFE R

External Service Provider SNERBRFF IR SNERBR SR 1T
External Sourcing SNERSR IR HINER S

Facilities Management e E IR WiEEE

Failure 3 3|

Failure Modes and Effects Analysis FMEA KHAERX S HWREE AR 5+
Fast Recovery RIEE R Rk E

Fault $HER Uk

Fault Tolerance AEh aeE

Fault Tree Analysis FTA RS A 5 4 BSR4 4
Financial Management MIFERE 5% & 38

First-ine Support — iRz — % H

Fishbone Diagram BEHE asE
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Term Acronym

Fit for Purpose YI&EB8 EH

Fixed Cost & E R A (& ZE A AR
Fixed Facility [E] 7E 5% e & E 1% it
Follow the Sun 7~ 1 BR A% “mMBERHE
Fulfiment TR I
Function Inge Ihe
Functional Escalation IhaetEFHAR IhaetEFA R
Gap Analysis EESW EREAHh
Governance JAEE JREE
Gradual Recovery BYER BHIRE
Guideline $&31 i1

Help Desk g S mna
Hierarchic Escalation P X F AR ERMEAR
High Availability = A A = AT

Hot Standby nEE &M
Identity 54 5
Immediate Recovery v RN1EIR AR E
Impact EHE S E
Incident =i WP
Incident Management EHER M EE
Incident Record B AR ST R
Indirect Cost EEEI®:N SEEIW:N
Information Security Management ISM HEAREER EEREEIE
Information Security Management System  ISMS BREEEASK BEEREEEARY
Information Security Policy BAREHK EERREHRK
Information Technology T BEHY FEEEAR
Infrastructure Service E IR IERRTS E AR 5
Insourcing NERZR IR e
Integrity TR TRt
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Term Acronym

Interactive Voice Response IVR BEXEE O REXEBENE
Intermediate Recovery hERR R IRE
Internal Customer NEBEF IS
Internal Metric NERIEIE R ERFEHR
Internal Rate of Return IRR P EBEREM = RENEEES
Internal Service Provider NERARFS IRt MEBAR S5 TR
Internal Sourcing NERKRIIR MABR M
International Organization for ISO B PR AE A4 4% E FrtrE L LALR
Standardization

International Standards Organisation ISO B PR AZ 2E 4H 4 (E frr A L 2H R
Internet Service Provider ISP AR RS IRE  ERNRSREES
Invocation 28N EH

Ishikawa Diagram REE Ishikawa
ISO 9000 ISO 9000 ISO 9000

ISO 9001 ISO 9001 ISO 9001
ISO/IEC 17799 ISO/IEC 17799 ISO/IEC 17799
ISO/IEC 20000 ISO/IEC 20000 ISO/IEC 20000
ISO/IEC 27001 ISO/IEC 27001 ISO/IEC 27001
IT Directorate TERRWEEE TEE

IT Infrastructure IT B fELeiE IT EAitiZRH

IT Operations IT 418 TEE

IT Operations Control IT 4EIE 45 IT = E=H

IT Operations Management IT #EEE TiEEEE

IT Service IT BRF% IT AR5

IT Service Continuity Management ITSMC T RFFHFEETE IT RS ESMER
IT Service Continuity Plan IT RFS 58T & IT AR 5 LT X
IT Service Management ITSMC IT BRFFE 12 IT RZ &

IT Service Management Forum itSMF itSMF T lRZEEILIE
IT Service Provider IT BRFAFIR & IT AR5t it

IT Steering Group ISG FAEHRIEE THESERS
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Term Acronym
ITIL ITIL / BEFRZATERR T
HBERE
Job Description I 750 AR B iR
Job Scheduling TEHE el A E
Kano Model Kano &% Kano #&%!
Kepner & Tregoe Analysis Kepner & Tregoe 4+ Kepner 5 Tregoe
il S
Key Performance Indicator KPI B S M BRI KBGHUERR
Knowledge Base = IR EE
Knowledge Management MRS MIRERE
Known Error B SR B A$EIR
Known Error Database KEDB EMEERERE B MR EEE
Known Error Record B AEARR A 8% EHEEIRITR
Lifecycle & amiB A HamEHA
Line of Service LOS XS AR %54
Live R A
Live Environment RERIE EREIRE
Maintainability AT HEE 1 CIE:Z7alk:
Major Incident BEKREY BEAME
Managed Services EERE TERS
Management Information EIEE EEER
Management of Risk MoR EREER XU BY B3R
Management System EERS BERE
Manual Workaround ANIg@AE F Rk e
Marginal Cost B 1BBR A
Market Space TIm=ME Az 8
Maturity REE REAE
Maturity Level RS EAR R FRIK
Mean Time Between Failures MTBF 34 55 2 ] B s ] Y TR R (8]
Mean Time Between Service Incidents MTBSI 14 SR R PR A RGPS E R
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Term Acronym

Mean Time To Repair MTTR T 818 F5fE TiE SR ia)
Mean Time to Restore Service MTRS 14 AR 75 VR 18 B il 14 BR 55k 2 B 18]
Metric 1Bz izt
Middleware R ERES Hh (8] 4
Mission Statement ETHBEE (EETPUN
Model it o Eit)
Modelling 248 #iE

Monitor Control Loop BN TEIR AR
Monitoring Bz LEgi
Near-Shore 33 plin=—

Net Present Value NPV FIRE EIME
Notional Charging i = AL E
Obijective Bz B#r

Off the Shelf REEM S

Office of Government Commerce OGC REBMAEHBHAE BUFESL
Office of Public Sector Information OPSI REANHEEAE NEBBIVEBHAE
Off-shore P BE
On-shore BN 'E
Operate BRIE BRIE
Operation HE EE
Operational MR BT
Operational Cost HETE P AR BITHA
Operational Expenditure OPEX HEES H EITXH
Operational Level Agreement OLA HIE SR EERANHIY
Operations Bridge HEE = EERIEE
Operations Control HEIE 4 EEES
Operations Management HEEE EEERE
Opportunity Cost HWE A M HA
Optimise =IEKR ik
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Term Acronym

Organisation A Hen

Outcome FEES %R

Outsourcing TIMEZE e

Overhead FEER EEEH

Pain Value Analysis BmEEHSH RREES

Pareto Principle HEFEERI /80/20  Pareto 3£N
SRR

Partnership BERF AR EXR

Passive Monitoring HEN BLiE Wan sl

Pattern of Business Activity PBA HEIE TEENIRRE A& EEESR

Percentage utilisation ERBES B tERIAE

Performance B E3-

Performance Anatomy BT E ST 14 B FI A

Performance Management B EE T REE IR

Pilot AESIEE HAIE

Plan itE e

Plan-Do-Check-Act RE-BIT-HE-1TEN T RI-IT-RE-173)

Planned Downtime =T &1 o s VI A H R )

Planning & Xl

PMBOK EREEMABER PMBOK

Policy BUR HR

Portable Facility AR e EHITHE

Post Implementation Review PIR BREELS LhERREE

Practice BT A2

Prerequisite for Success PFS FRIN TR G IR SR &4

Pricing HRE EM

PRINCE2 PRINCE2 PRINCE2

Priority BEIERF mER

Proactive Monitoring FEIR BT EFEM
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Term Acronym

Proactive Problem Management FTEHR LS FEht (o) B IE
Problem fl 8 i) &
Problem Management HEEE o) B0 B 1
Problem Record I RE 40 8% =) @10 3%
Procedure EF 2ZF

Process Mk ik

Process Control Mk AL Pk AL
Process Manager miEE Pk 2
Process Owner mEHEE mERAA
Production Environment HERE & IR
Profit Centre FE GO F5E
pro-forma ERAER FEA
Programme ATE MBEHE
Project B5E g S|
Projected Service Outage PSO 37 B BR 7% i Tt 89 AR 55
PRojects IN Controlled Environments PRINCE2 RHIIRIEER B ZISINESR IR E
Qualification ‘g MEE
Quality mE RE

Quality Assurance QA o' E RH JRERIE
Quality Management System QMS mEEERS REEEKAR
Quick Win RIS 1

RACI ARREEENX RACI
Reactive Monitoring HENTEES 1T M iz =X B4
Reciprocal Arrangement BEERH BEMHY
Record ek Ex
Recovery EIR e
Recovery Option BIRIRIE P & 1T
Recovery Point Objective RPO BIREEAE EEEEL
Recovery Time Objective RTO EREEBE 1 E i i8] B ¥R

Copyright © 2010 by itSMF Hong Kong Chapter

Page 15/22

Rev. ITILV3TCRG-P1 1.1 (201004)



ISMF

Hong Kong Chapter

Term Acronym

Redundancy TLER -
Relationship A% K&
Relationship Processes BfRIIE KRR
Release BT X
Release and Deployment Management FITHIEEE EmNEPBEE
Release Identification ZITHR EmIRIR
Release Management BiTER RMER
Release Process BT EHiRiE
Release Record BT SR Vi
Release Unit EITEETT RTETT
Release Window BITHRER ZmEQ
Reliability AEE OE AT
Remediation ¥BIE g
Repair 18 #efz
Request for Change RFC BEEK TEIFK
Request Fulfiment BKER/ FKE TEKREIT
Requirement =K =2
Resilience 18 73 W8 h
Resolution fiR S
Resolution Processes fRRAE IR TTIE
Resource giR &R
Response Time [=] FE By [ i) [z At [
Responsiveness [E] /8 BRF 350 M N7 %
Restoration of Service BRF5IE JR BRS5 Bk E
Restore B’E gz
Retire PRI =H
Return on Investment ROI A g B BB
Return to Normal EEIER mEIEE
Review BE (5] /Bt
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Rights HEF) R

Risk =Bz R

Risk Assessment NSRS KU A

Risk Management EEER X ER
Role e =hc)

Rollout HE T k> 3
Root Cause RAR RA R &
Root Cause Analysis RCA RAERE S RARE S
Running Costs BITHRAR EITHA
Scalability AIEFE CIRGE ks
Scope il BB
Second-line Support —BXE R
Security e Z&
Security Management TEEE ZEER
Security Policy ZEHR BERME
Separation of Concerns SoC EEEIES] KiEsmNE
Server AIBR =% BR 552
Service BRF% BR %5

Service Acceptance Criteria SAC RRFSESUCER BR 55 36 Yokm
Service Analytics BRFS 4 R D
Service Asset RIZFEE PR &=
Service Asset and Configuration SACM RIFEEHMBAREE REEFNEEETE
Management

Service Capacity Management SCM RISREETE REFEEE
Service Catalogue BR 75 B &% REBEFR
Service Continuity Management RRFFHFAEE T BR S5 ESEEIR
Service Contract BRIFE 4 R &
Service Culture BRF% 3T 1L BRSS 31k
Service Design RRFEERET BR551&it
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Service Design Package RISt EH AR5t 8
Service Desk R & R& &

Service Failure Analysis SFA BRFS R 52 4 AR £ H P& 52 4
Service Hours BRF5EEfE Bk %5 B (8]

Service Improvement Plan SIP BRFFAERTE PR 55 o4 it X
Service Knowledge Management System  SKMS R 7% R0 58 B TR AR AR5 IR E IR R4
Service Level BRF5E 4R R 55 2% 51

Service Level Agreement SLA

Hﬁ%% Z&T tln-‘rk

BR 5 R A%

Service Level Management

RRFSE AR E I

BRS5 R 5 E TR

Service Level Package SLP RFEFERESE iR e
Service Level Requirement SLR BRFFE R T K AR SR 55K
Service Level Target RIS ER B IZ AR %5 2% 51 B #r
Service Maintenance Obijective RFSHEEEE AR Z 44 B R
Service Management BRFZ &2 BR S5 EE
Service Management Lifecycle RRFSE TR A iE A Rk 55 B3R 4 v B HR
Service Manager BR A% A4S AR &8
Service Operation BR A5 42 REEE
Service Owner BRFaaA RSATEE
Service Package RIFEH i3l

Service Pipeline PRFFEERIFE AR5 8iE
Service Portfolio BRIZ4E RE4AE
Service Portfolio Management SPM RFFAE S E IR RFEEERE
Service Potential BRF% & &e AR 5572 BE
Service Provider BRIFIR & BRI
Service Provider Interface SPI RFREEN T BRFIREFERED
Service Provisioning Optimization SPO AR s =1L BRIk
Service Reporting BRFF RS REHRE
Service Request BRFFEE K AR 518k
Service Sourcing BRF5 KRiR %R
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Service Strategy B 75 o B PR 55 5 %
Service Transition RR 758545 BR 5451k
Service Utility BR A% A RRZTh A
Service Validation and Testing BR 757 A8 R IR AR 55 4636 F0 i
Service Valuation PR L& BR S5 1F
Service Warranty BRFS{RAE AR TN
Serviceability RRF%RE N ATRAR 5514
Shift m I ®IE
Simulation modelling IR B FEEE
Single Point of Contact B—HgE O B—HARS
Single Point of Failure SPOF ERRH B rE
SLAM Chart BFERHEERSE  SLAM
AtE
SMART SMART SMART
Snapshot REG REG
Source KRR HiR
Specification RIgE e
Stakeholder FIEBEA FMEFRA
Standard R FRAE
Standard Change EEEE FRETE
Standard Operating Procedures SOP ZEEERERF RAERIERER
Standby i:E74 #H
Statement of requirements SOR =K1 HKAEHA
Status KR RS
Status Accounting 1K RE % 2R KBSt
Storage Management HREER FiEEE
Strategic REETE ik
Strategy RBE i
Super User BARERE BEAR
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Supplier HIERS EITE]
Supplier and Contract Database SCD HEBRSHNERE HEBSEREERE
Supplier Management e S8 13 R B IR
Supply Chain i FE 5 4Rz 5%
Support Group XiE/4E SeHe
Support Hours X IERFE S FERT(E]
Supporting Service X B RTS X FERRS
SWOT Analysis SWOT 44 SWOT 4
System R R

System Management RinEE RFEE
Tactical BTt AR E

Tag T FRIR
Technical Management BB RAEE
Technical Observation TO FATER A AR
Technical Service BT AR BARBRS
Technical Support BHT %18 R
Tension Metrics SR AEIE o CIEi=EoN
Terms of Reference TOR PR #E 0 #R AR 155X SEEN
Test Bl izt

Test Environment BIEIRIE MIXERR
Third Party F=H $=H
Third-line Support —HBYIE =5%IHF
Threat BLE BB
Threshold R 5HE H{E
Throughput RIEREE EHE

Total Cost of Ownership TCO BB E ERA A
Total Cost of Utilization TCU [Edi RN SRE R R A
Total Quality Management TQM SEHREER LHR=EEE
Transaction X5 5
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Term Acronym

Transition LB #

Transition Planning and Support BERIR SIS 1R MK 5 X
Trend Analysis R R FERAL
Tuning L WEE

Type | Service Provider F—HRBRFREE —LREFREES
Type Il Service Provider FRABRFREMEE ZXRFZREES
Type lll Service Provider FoRBRSREE ZXRZREMES
Underpinning Contract uc SNERIRER S A X¥EERE

Unit Cost BT B
Urgency RARE R2E
Usability SR SR

Use Case EdES Eda A

User EEE AR

User Profile UP EREE AR#ER

Utility ¥ A
Validation R I E

Value Chain (EYEEE nEHE

Value for Money REEE MBME
Value Network BEEMERE NEM

Value on Investment VOI REEE BEME
Variable Cost BENRA RS #:S
Variable Cost Dynamics BN AENRE AT AT
Variance ot ER
Verification EgeE IIE
Verification and Audit EgRg iR I IEFNEE 4%
Version R A< R A

Vision FE = Ex

Vital Business Function VBF EELERE K KT RE
Vulnerability 5584 IEE kS
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Warm Standby AR 1R Rz
Warranty RE Ih
Work in Progress WIP TEEITH #HiTH
Work Instruction TIEESESE ITEES
Workaround AT R FUEHE T
Workload TE=E TERE
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