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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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Term Term
Business Continuity BCM BEFEEE U SELEE
A Management i
Acceptance BRUk Wi Business Continuity BCP BESEE EEsEt
Access Management HFRERE e &R Plan Xl
Account Manager P& BER&ZHE Business Customer TEEP ?HJLEF'
Accounting 5 %E Business Impact BIA EEFERST WEEWoHh
Accredited BEEE IAF Analysis
Active Monitoring FEIREE FahilE Business Objective ZIEBIE & BR
Activity TEE TEE Business Operations EIEMEE _U_;a EE
Agreed Service Time EERFEE W ERRSATE Business Perspective EIERE EZMA
Agreement ek i Business Process BIERRE ﬂk%iﬁfﬁ
Alert 5 s Business Relationship ZEMGERE ASXREE
Analytical Modelling HATEEE SITIEE Management
Application fERIEst Iod::] Business Relationship ~ BRM BERMEEE LS XREE
i ; fE AR T W T Manager
Apﬁ'frﬁggmem EREAER LR Business Service EIE RS NIE-3: -8
Application Portfolio ERERAS NEEY Business Service BSM BERFEE  ISHRSEE
Application Service ASP FERRENIRTE  NMARSREE Management .
Provider R = Business Unit EiE B A 54807
Application Sizing EREXEE  NATKMGIT C
/ FERERA _
& Call RE X ARy \
Architecture LoKE 77’13{‘3 ga:: fentre ig:’;;ﬂ Eﬂ[{;ﬁ
Assembly e BEE Cgp aﬁ”ety pha .
=il £EL 3 &
ﬁzzgisment g;n: gg Ca'aag”ify Maturity CMM ﬂ BFREE iﬁﬁﬁi%ﬂfg*ﬁ
25 e s 220 e g ode
Asset Management qEE A Capabiity Maturity ~ CMMI  E&EHKE  SHRBEE
Asset Regjister BEM BEEID Model Intearati ety e
Attribute % IE4E3 ) grafion e
Audit B B Capacity a8 =
Authority Matrix IEAEAEIE EANSERE Capacty aRER BRER
Automatic Call ACD EEEBAE  BHEUNE Capacity oM mEEmEE  SREEES
Distribution R4 N
. ) Management g Rix
Availability AT AT Information System
Availability AM AT AT Capacity Plan REHE BEITX
Management Capacity Planning RERE BENX
Availability AMIS ARAMEREE ARAMEEE Capital Expenditure CAPEX  BAXH BAZH
Management HEN BER% Capital ltem BEARIER BEARmAE
Information System Capitalization BRI BRI
Availability Plan ATAMEETE AT AT X Category #H 7 e
Certification it TAIE
B - . Change 3 TE
Back-out 2R o1& Change Advisory CAB BEHNEE TEMEER
Backup 1) #H Board & PN
Balanced Scorecard flzfglﬁ“fﬁf T#ieHs+ Change Case 2 5 22 ) HE ()
Baseline gf btk Change History BEESE TERE
Benchmark 1B¥ *Iﬁ, B Change B EEE TEHEEE
Benchmarking BE¥ER FRATMR Management
Best Practice RIER RIERE Change Model SRR puck- g =il
Brainstorming i R KRR Change Record SEEH LEIDR
British Standards BSI %*;%T?ﬁg ;ﬁ:;ﬁﬁ}§ Change Request "'; E% > g%iﬁ*
Institution e e Change Schedule TERER TERE
Budget BE jﬁf Change Window FEESEL TEEQ
Bu_dgetlng FEERT T il Charging HE rze
Build 28 32 Chronological BEF O B FR 4T
Build Environment BERE MIBINE Analysis
Business 5/ 28 Al 35 ClType ERIEEER CI%E
Business Capacity BCM LBEREERE IEAEEHE Classification 548 5
Management . o Client BF =R
Business Case EIEESG 3l i e Closed gz o
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Term Term
Closure FeES B Course Corrections FIERITIEE  EIEFEHE
COBIT COBIT COBIT COBIT CRAMM HEE KB CRAMM
Code of Practice TE£RE 1T HEN JRERE S HrFD
Cold Standby AEE RER EEAE
Commercial off the COoTS TIFRERE FRANK Crisis Management EHER ENEE
Shelf / FRIR R Critical Success CSF FSERIIAEZ  EKEAEZR
B2 Factor
Compliance BiEM FEIN Culture ik it
Component a1 A Customer ®F =R
Component CCM HHAEEE HAHREERE Customer Portfolio EFMHE EPEE
Capacity
Management D
Component Cl MR HEH Dashboard ESIZRATIR U FRR
Component Failure CFIA MHERMEE  AHREZ Data-to-Information- ~ DIKW ER-E-H HiEzERE
Impact Analysis X S to-Knowledge-to- H-EgEig  miRnEHE
Computer Telephony  CTI EEERES HENBRIEE Wisdom il
Integration R 24 Definitive Media DML AR REE RENRE
Concurrency = 5 = A HE Library
Confidentiality B REM Deliverable RZATIEE A4
Configuration 4Hge mE Demand FREE wREE
Configuration AEREEE BEEE Management —_ .
Baseline Deming Cycle | BR IR AR IR
Configuration Control AHREE I ELE = Dependency gt W%'I‘i
Configuration 4B RERE: A BRI Deployment & &
Identification Depreciation e B
Configuration Iltem Cl 4HREIEE BLEIN Design A ®it
Configuration HEEE BEEEHE Detection 1538 |
Management Development B FE
Configuration CMDB MREEEEN REEEHE Development BAESIRIE FEINE
Management IEd E Environment
Database Diagnosis B il
Configuration CMS HREERE 2 RETERSR Diagnostic Script FZERRIAR BRI
gllatnagement Differential Charging ERIFHE =5l
ystem . . Direct Cost HIERAK BHEMA
Configuration Record zEE:Eﬁ Eagzzi Directory Service H 8k BR75 BRRE
Configuation R ReE LM Do Nothing TREUTE  EBHKE
; ) Document X 3
FERTS N E 4 BR 55 oL : " RS
Colrrglgrlg?llesrir;/:](;e Csl FHERTEH FRAR 55 B Downtime oh A S oh [ A e
Continuous HET M EG M Driver RENE & &z 7
ConHE e B E .
ofEt = Early Life Support HEVHATIE  RRAXE
Contract au &F Economies of scale IR MIEE T
Contract Portfolio S ARES Economies of scope E e SEREF
Control - #3:"‘%1]— Effectiveness B %R
Control Objectives for COBIT I B AZ BHEY 2 ES: Efficiency ﬁfm .s&f.n_
| — Ais| B iR Emergency Change g..,xinﬁ . Py-turd \
related Emergency Change ECAB BZLBFHE EETEmMG
Technology AdVvisory Board §§:?§ §E‘;%‘
Control perspective PR, EHA R Environment R 2R
Control Processes EAr bk bk prink Error EEES BiR
Core Service ol BRFE BRILIRE Escalation Tk F&
Core Service CSP BMLBRBERE ROBRES eSourcing Capability eSCM- RPAZIE HMEEPM®E
Package Model for Client CL FILBRFS AL FINEEENIE
Cost A AR Organizations ERE i)
Cost Benefit Analysis BAMES T BAMES eSourcing Capability  eSCM- RFsRMER RS RME
Cost Centre A AL Model for Service SP BETFRISHK  @EHETFINE
Cost Effectiveness BABHIE AR Providers FAERE BE N iRE
Cost Element MATTE MAEER Estimation HE HE
Cost Management MAERE RARETR Evaluation s E
Cost Type RAFERY AR AR Event =21 =4
Cost Unit ARAEE L 2% N:-X 72 Event Management EHEE EHEE
Countermeasure R POE- Exception Report BoNR&E SERE
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Term Term

Expanded Incident EREWEE  TREKESE Interactive Voice IVR BEEIREEE TERIEBEMN
Lifecycle EESY A EI A Response & %

External Customer IEREF MR P Intermediate hEER R kE

External Metric IMNERIRAE SMNERIEFR Recovery ‘

External Service SNEBRRFSIRME  SMEBBRZSIRMA Internal Customer WERE MERE A
Provider = 51 Internal Metric NEBIEIE R ERFEHR

External Sourcing INERRIR SNERSR T Internal Rate of IRR PN EBEREM 2 RENEE &

Return

F Internal Service NERARFE IR 14 HERBR S 1R

Facilities RIEEE WHEE Provider & ]
Management Internal Sourcing AERZRIR MEBR M

Failure KM ES5 International ISO BPRAEEARL  ERRERERE

Failure Modes and FMEA KBRS HREERAR Organization for «Q
Effects Analysis M) 5> 4f7 Standardization

Fast Recovery R R RERE International ISO BREEAS  EFRRERE

Fault $HER bUE Standards f

Fault Tolerance ESE B Organisation .

Fault Tree Analysis FTA SR AT BRI A Internet Service ISP PEIRAEEARTE  EBMARSIE

Financial MEEE M &ER Provider Rt Lkl
Management Invocation 228) BA

First-ine Support —laLiE — i Ishikawa Diagram aeE Ishikawa

Fishbone Diagram = 2E &2 E 1ISO 9000 ISO 9000 1ISO 9000

Fit for Purpose IEA=L:0] EH 1ISO 9001 ISO 9001 ISO 9001

Fixed Cost BlEmA Bl A ISO/IEC 17799 ISO/IEC ISO/IEC

. . ine L 17799 17799

Fixed Facility [E E R e [E £ 1% 7

Follow the Sun KRBT BR TS “EMAETAR ISO/IEC 20000 IZSC%{)IEC IZS(%QEC

Fulfilment 58 g )

. s e ISO/IEC 27001 ISO/IEC ISO/IEC
Funciey , R B s 27001 27001
Functional Escalation IhRETEFHAR INREMEFER IT Directorate TR REE TE

) IT Infrastructure IT B f#2e4E IT B Rtz
==] \ 4l
Gap Analysis %*ﬁﬁﬁ %EE% 7()? IT Operations IT 4% ITiEE
Goveliialies s ks IT Operations Control IT 4EIE 3= ITiEEEH
E 51 E R e o oo e
gra_(;iultal ey ;%;]{EJ? ﬁ% (2 IT Operations IT 4B IR TIZEE
UICETE H H Management
H IT Service IT BRFS IT BRSS
Help Desk EEIES . IT Service Continuity ITSMC ITRRFSHHES T ERSZELSUE
= = Management i =
. q : EE 3 = - 4] AL TH g
E:eLaX:Vh;ﬁaE;Ealatlon EE{?Q& :%g@’& IT Service Continuity IT BRFSFRAERT T ARSSELLE
Hot 8 db Y Fryha s Plan E it
ot standby = IT Service ITSMC IT BRFS 12 T BRE IR
I Management
: IT Service itSMF itSMF IT RS EEIE
AN
Ident|t¥ %ﬁ’ . %ﬁi Management iz
Immediate Recovery IRPIER SRR E Forum
Impact we # HEE IT Service Provider ITRRFSIRIEE T RRFIEMES
Incident Bl s IT Steering Group ISG BEAREESE TESERS
Incident EiEE HEEIE INGE
Management Spgm 4k gp
ITIL ITIL/ &X I ITIL
Incident Record E BRI R Eﬁ%%i;;iﬂ]
Indirect Cost FER A [EERA f; a
Information Security ISM R EE EERLE
Management J
h ; Mmim o A A
Y el Job Description BRI el s
Systen? R R Job Scheduling T1EHRR 1ElEE
Information Security ERRLHER FRREBK K
Polic
Inforn:a)':ion i EHE samA Kano Model Kano &Y Kano &3
T ? e Kepner & Tregoe Kepner & Kepner 5
Infrastructure Service EMIERT  BEMiIRERS Analysis Tregoe ﬁ_ﬁﬁ Tregoe ﬁ*ﬁ_
Insoureing PRI R e Key Performance KPI RASEMEAENIE  EBESYUER
Integrity So i Ly Indicator = \
Knowledge Base FNEEE IR
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Knowledge MAEE HMIREE Operational Level OLA HEERE  EERIHL
Management Agreement
Known Error BsEER B 5 Operations Bridge HERRE BEEBEE
Known Error KEDB BHERER  SHEIREE Operations Control B BEEH
Database E E Operations MBS BEE
Known Error Record BAERLH CSHEIRIER Management
Opportunity Cost HE KA HE A
L Optimise =EN ik
Lifecycle 4 A EaEHE Organisation AR 4H4R
Line of Service LOS RIIBRFE BR %54 Outcome FEES #R
Live wE LR Outsourcing FTIMEZE e
Live Environment 1R EERIE ERINE Overhead fEEEA EHEA
M P
Maintainability AT A IS AP Pain Value Analysis BERHST  ERESH
Major Incident BEAEHY EPNE Pareto Principle TREEFEER / Pareto %M
Managed Services EIRRRTS TERSE 80/20 ;%8I
Management EEEM EIER Partnership Lo 2B SRR S EXR
Information Passive Monitoring HENKESIE W IR
Management of Risk ~ MoR B EE XU B E IR Pattern of Business PBA HEEEREMRE L EEMEX
Management System EERG THARS Activity
Manual Workaround ANIZ@AZ  FilBEEE Percentage utilisation FEREN BRI AER
Marginal Cost BIRR A JBBRA A Performance B 1% 5E
Market Space Gk o] iHE i Performance BEHAEEN EEERIN
Maturity FERE FUERE Anatomy
Maturity Level R EZER RBIKT Performance BYER [ REETE
Mean Time Between MTBF E kL 4 Fo R B B Management
Failures E%FEﬁ |‘E—J Pilot Eﬁ%ﬁﬁ{’ﬁ iﬁ:ﬁlﬁ H
Mean Time Between MTBSI THEWER  FHRSWE Plan FTE el
Service Incidents B A Plan-Do-Check-Act RE-BIT-HR HRI-IT-18
Mean Time To Repair  MTIR e ERE Ei& S/t E) B-17EN E-175)
Mean Time to Restore ~ MTRS THRSRE  FEHRESRE Planned Downtime HEIRERESE TR R PR
Service B S o) L]
Metric = 4T Planning 3R ki
Middleware PN o 44 PMBOK SREBAH  PMBOK
Mission Statement EHES (ERTETPEN R
Model 1an 1an Policy B B
Modeling B4 ey Portable Facility AIER AR BT
Monitor Control Loop BinfEmR BEEAIR Post Implementation ~ PIR BHEES XHEEEE
i B 475 1 30 Review
Monitoring BE = Practice — .
N Prerequisite for PFS RINGERGG  RThRIERE
Near-Shore #BiE bli = Success 2C3
Net Present Value NPV BIRE FUE g;‘;\'ﬂ?ﬂ iﬁlCEZ I;,EHR?ILCEZ
! ) ot e
Notional Charging R ks 2 X Proity iz Ane
(@) Proactive Monitoring FENHET FH N
Objective BiE B¥r Proactive Problem EEAHEE EX Dk
Off the Shelf IBEEMR s Management b i
Office of oGC HEBMAEE  BAESL Problem e 198
Government W= Problem IR o] R & IR
Commerce Management
Office of Public OPS REAHER  AHEBIVER Problem Record FEREAC 8% 8] 1T R
Sector Information =z PANE Procedure B EF
Off-shore 1B B Process bk bk -
On-shore BN b= Process Control Pk AL Pk ek
Operate 1B24E B4E Process Manager ik A S L] mizE
Operation B EE Process Owner MEMERE mEMEA
Operational HEE BT Production HEIRIE 4 PINE
Operational Cost HEB R A EITHA Environment
Operational OPEX HIEH BT Profit Centre AR O G
Expenditure pro-forma EhRER =3
Programme S mEHE
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Project 5;5% InH Risk 0 R
Projected Service PSO REIRFEPET  TITRIARS Risk Assessment E LT R T
Outage B Risk Management R EE R &R
PRojects IN PRINCE2 {ZHIBRIERE  SEIRESH Role hel )
Controlled = b= Rollout HE i aallnk 5 2
Environments Root Cause RARE RARE
Root Cause Analysis RCA RARREST  IRAKEES R
Q ~ Running Costs BT BITERM
Qualification &g EREE
Quality mE B2 S
Quality Assurance QA mE R FRERIE Scalability AET AT {eRLE I
Quality Management  QMS %ﬁ%i@% o REBEBERER Scope il St
System ‘ Second-line Support ZHBTE 8
QU|Ck Win 'l%ﬁﬁﬂ% E% Secunty §$ ﬁﬁ
Security TEEE TEEE
R - Management
RACI ﬁi@mﬁ{ﬂﬁ RACI Security Policy REHE TR
X Separation of SoC A E XKimans
Reactive Monitoring WENE B I i) 7 5% B 4R Concerns
Reciprocal BEETH BEEMY Server {FIBR &S AR %585
Arrangement Service BRF%S [ii&3
Record %Eﬁ ieR Service Acceptance  SAC RRFSERUAZER] PR IGULHRIAE
Recovery BIE "E Criteria
Recovery Option BREIE RE IR Service Analytics BRFE S 47 BRE 42
Recovery Point RPO BIRELEIE % E = BHR Service Asset RISEE BR& &=
Obijective Service Asset and SACM RFISEENM  REZETME
Recovery Time RTO EEBEBRE  kEREBR Configuration e EMIE
Objective Management
Redundancy TLER TR Service Capacity SCM BREBREEE RSAEESE
Relationship BAZ EA Management
Relationship LSk KERRE Service Catalogue BR 7% B 8% REEZR
Processes Service Continuity PRFSIHEEIE RS ESME
Release 21T bz Management pi::]
Release and BATHHMEE AHMBEE Service Contract BRFE &4 RS&R
E/I?ﬂggrgrigtnt # e Service Culture BRFS 31k BBk
s o N Service Design R Fsasat BRIt
Release Identification TR Zv;*ﬁf:m,‘:l Service Design RS ERE REEHa
Release BITER EhmERE Package
Management . . Service Desk Ri%& RE&
Release Process BiTiRIE BARE Service Failure SFA BISEGNT RS
Release Record FITACER RWIER Analysis
Release Unit BITET Zv?#ﬁfrc Service Hours BRFS RS BR 55 Bt i8]
Release Window %Qﬂﬁl &Erﬁ’ H Service Improvement  SIP BRFFEE  BRFHHITR
Reliability AEE AT EH Plan
Remediation FEIE *h Service Knowledge SKMS FRFEAHEIE  RSMAERE
Repair 1818 H#iz Management R EX<
Request for Change RFC gEHEK TEiFkK System
Request Fulfiment FREBR/FE  IBKET Service Level BRF5E A AR 35 48 51
KRBT Service Level SLA RIS ERFE  REZEHIHN
Requirement Ek Ek Agreement
Resilience b)) e H Service Level RFEREE RERANER
Resolution fRR i Management
Resolution Processes 2 FRIRTRAZ Service Level SLP BRSHMER  RERAE
Resource &R =R Package N . I
Response Time EUEEH:—'—]:FEIEJ ﬂl'ﬁJF_‘L"E’f |\ET] ser;lecqe Lri\:slent SLR HE%%#%&%* HE%%?:'J%*
. e o ui
rect il B e Service Maintenance RAFHERE  RFZEPER
) , - Objective
Retire PR =/ - i e s
Rewmoninvestment ROl HAWME  BAEM senice Managoment OEEES  MAERES
Return to Normal EfREE REIEE Lifecycle B =k
Eie\;:fsw zﬁ Eg‘g Service Manager BRF5 AR BRI
9 Service Operation RRFS4EIE BRFEE
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Service Owner EE-F=PN BRERBEH
Service Package RIFEH R a T
Service Pipeline RIS RIEE  REBEE Tactical BT R AR 1
Service Portfolio RFSEE REEE Tag E8 FRil
Service Portfolio SPM BRFSHESEE RESESEE Technical Biem RS
Management Management
Service Potential BRFSEaE R 4 Technical TO FATER A FARYE
Service Provider RRFSIR & R IRIES Observation i
Service Provider SPI RFsiREEN RFEESE Technical Service HHTRRTS HARS
Interface & O Technical Support R HAZH
Service Provisioning SPO RRFS s fE 1k PR 55 45 R fE 1k Tension Metrics E‘Ej]#‘at% FEER
Optimization Terms of Reference TOR RFSECIERAE  BSEEN
Service Reporting RR#% E*“ RERE L3N
Service Request RRFEEE> R & 1EK Test Bl izt
Service Sourcing BRAFRIR &M Test Environment Bl RS MR IR
Service Strategy AR TS BE BR &%k Bg Third Party B=FH $=h
Service Transition AR 758545 BR 4515 Third-line Support =BXIE =T
Service Utility BRFE3 AR Th A Threat BB B
Service Validation RRFSHERE R BRSSAETE AN Threshold EERME &
and Testing =t iR Throughput BIBREE Hi=
Service Valuation BRFE(EHB SR Total Cost of TCO VEG AR SRRERK
Service Warranty BRFSIRE BREITh3 Ownership ‘ ‘
Serviceability AR FE4E TIRE Total Cost of TCU ERMRRA BIRERBAE
shift L ®HE Utilization i o
Simulation modelling T HEER Total Quality TQM tHREEE 2EREEHE
Single Point of BEEEO  B—BRS Management N N
Contact Transgcnon ;; i ;; -%
. : . T T & Transition S =
achat e O aGka  sawm Transition Planning BRABEE  SRANSE
BAR A E and Support # i
SMART SMART SMART Trend Analysis BT bRkl
Snapshot R R Tuning Rk ek
Source IE SkIE Type | Service E—RBIRTE  —LRBREM
Specification HigE 3B Prowder. i%@t\% Ff N
Stakeholder FIEREA FEFEA Type Il Service BB T RARZREM
Standard @ s W Provider RItE ]
Standard Change (EEEE RS Type lll Service B =HERIARAS E%Hﬁ%hﬁz{#
Standard Operating SOP EEEERERF  REREER Provider R_iE ]
Procedures U
;Z:frgim of SOR g?gﬁﬂﬁ %?‘;EH}% Underpinning uc INERMEER S XESRE
requirements Contract 2 o
Status HARE K Unit Cost BITHA BT R A
Status Accounting HRBE &R KRG Urgency Vi gaE
Storage HEERE it EE Usability &R SR
Management Use Case EAESY] {ERAxBI
Strategic RERME 54 User FR&E AR
Strategy 74 hik % User Profile UP {ER & J=F:3 1
Super User BARFERE BRAR Utility A Ih A
Supplier e EI0AE)
supplier and scD BEBREY BEASARE \
Contract ERE IR Validation B IS4
Database Value Chain LR MEsE
Supplier HEEREE HEHEE Value for Money ReEE MB A
Management Value Network EELR MER
Supply Chain firEsE k)i $i% Value on Investment  VOI KREEE ?1 SME
Support Group FiB/H A Variable Cost BEIRA TR A
Support Hours TR AT Variable Cost BB AENRE —I}'ﬁizk BIEh
Supporting Service ZI1BRRTS SHERE Dynamics SO
SWOT Analysis SWOT 247 SWOT 447 Variance b ==
System Rk RY Verification EnE [N
System Management RipEE REERE Verification and By BREAZ UWIEFIE 4%
Audit
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Version hR A %N
Vision RS B=
Vital Business VBF EEZEDE KBS
Function
Vulnerability EER g%
W
Warm Standby REfEE EEA
Warranty 1RFE boj g
Work in Progress WIP TEigfTH T
Work Instruction TEiEEE IER%
Workaround WRFERRIART  MEHETE
ES
Workload T#= TR
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