JIP-ITSMS131-1.0

B1E
1-1
1-2
1-3
1-4
1-5
1-6

~ Bk ~
DTIRRERD T BB ..ottt sessenes 1
DTTIRELE D ot sess bbbt asbanes 1
DIIRAVEL=TALT DRI ... ssnssssssssns 2
I7RAVELI-FT1VEZABREM ARIBE ... 6
DIIRDY—ERBT IV TTIRT =T ) eeeeersensrsssesssssssssens 7
IT BBPIDBEEIDTEL.........coooeeeeeeeeereerseesnsessvsseesssssssssssssssssssssssssssssssssssssssssssnnns 8
ISO/IEC 20000 ICEFBITFIRY—ERRIID ... 11

58 2 ¥ ISO/IEC 20000-3:2012 OfgfiEE ITSMS (CH1TD7F 9K —ER

2-3

2-
2-
2-
2-

............................................................................................................................. 14
BEER ...t AR bR 14
ITSMS 70t RICEITIAMBEFICHITZIFRFIAZERTS ..cccooeecc. 15
ITSMS IC& 12N BERSEOMELHNF ADOKIEDAFICALT............... 21
3-1 B3 YFVA4: WBISBOT= D TINEIFIH .o 22
3-2 B4 JFVA S HEBREEENTMRAE ... 23
3-3 B.5 JFVHF 6: SHEBFEEESNIMERUY—EA ... 24
3-5 B.6 JFVA T KBUBBHEBERST .....ccoooooeeececcernnncccennninnne 26
TBED ...ttt s R e e 27

58 3 ¥ ISO/IEC TR 20000-9 D& : 757Ky —EXA®D ISO/IEC

20000-1 DBERADTES] .........oooereeireeeissseseessssesssssssssssssssssssssssssssssssssens 29
BT BBEER e s 00 29
3-2 7R —EAAD ISO/IEC 20000-1 DFH..........cooovvvveemrrrrreennrrsresrssessesans 30
3-3 ISO/IEC TR 20000-9 DI F T ........coooerreeecsrrrssserssssssssssssssssssssssssssssssssssess 31

=31 DFVADBER ........oooeceeceeeeetmseesssssesssssessssssssssassssssassssens 31
B2 DFVF..c...ooreccereticcsesssisse s ssssssaa s sssssiaaaees 33

3-3-2-1 2FVAHI S03: 777K Y—EADHZOTERMTS .................... 33




JIP-ITSMS131-1.0

3-3-2-2 FVAH S06: 77 KRB E Y —EARRERIULTS................ 35
3-3-2-3 JFVAHI SO7: 77— EAGEBERILTS.....cccoovererennne 38
BATE 777RRIBICHTS ITSMS FBEERRFU .........cooeees 42
A1 BEUBDIC ... ecettisecsesesessssssssssassssssssssssssssasssssssasssssssasssssssseses 42
4=2 H—BERBREE .........oeoeeceteceesectiss s ssase s sss e sesas s sssas s sasassnes 42
A=3 BHIBBEIR ... ooeoeeececcreesieceessssssse i ssssesssaas st ssssaaassssssssees 45
B8 FTEE .ottt R s 00s 47






