This terminology list has been established in 2004, in a project
terminology list in CHINESE with participants from China, supplemented with employees from

. global service providers that have a Chinese background as well.
Version: v1.0 Zuo Tianzu of SinoServiceOne has acted as lead auditor, and will
Date: 2004-05-24 do so during the maintenance part of the life-cycle of this list. Zuo
is also the chief editor of the Chinese edition of ITSM PORTAL.
Reviewers came from organizations like Shanghai Information
Training Center, Microsoft, Wuhan University, China Center of
Information Industry Development, Computer Associates, IBM,
etcetera.
The list is meant to support the dissemination of ITSM knowledge
and information in the Chinese language in such a way that one
common terminology is used in all Chinese speaking communities.
The project to establish this terminology list is an initiative of Jan
van Bon, chief editor of ITSM publications, working in Inform-
IT/Editors & Innovators, and representing ITSMF-NL as vice-chair
in the ITSMF-International Publications Executive Sub Committee.
The resulting list is part of the Compendium IT Service Managemer
This terminology list is available to all at no cost on the condition th:
The terminology list is a living document. The team that created this

Compendium IT Service Management:
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ENGLISH TERM Chinese TERM
Absorbed overhead Aoy 2
Absorption costing WSS AD, A AR
Acceptance L5Asd
Acceptance environment EOA g
Acceptance test 3o i
Access control U I 45 1]
Accounting SR
Accuracy RS

Action lists RIS
Activity Based Costing (ABC) YEMVEAT: (ABC)
Adaptive maintenance SO A
Additive maintenance Hb 7 PR e
Adjustability Al
Agreed Service Time (AST) 2 5 e 55 I B
Alert T

Alert phase FEG B
Allocated cost CINERC PO M %S
Application N, N RS
Application maintenance I 4EP
Application management I B
Application sizing IV FH 3
Application software A
Apportioned cost (owaniuAGIE AN N
Architecture L]

Archive e

Asset ighe




Asset management

I~ [

TRRCEL]

Assurance LRAE

Attributes &

Audit il

Auditability ]

Authentication IR

Authenticity S

Authorisation B

Automatic Call Distribution (ACD) HEEEE R (R4 (ACD)
Availability Al

Availability management

AR

Availability Management Database (AMDB)

n] PR PRI 1E (AMDB)

Backup “sy
Balanced Scorecard (BSC) A
Baseline ek
Baseline security G AFER
Batch processing rate b A B
Benchmark PRt
Biometrics A e 2
BS7799 BS7799
Budgeting O G )
Bug BUG (b r[E G ey “ R dt” )
Build ke

Building environment F IR 5
Business k%, Rk
Business capacity management b 25 BE D) R

Business Continuity Management (BCM)

Mb S5 s R (BCM)

Business function

W55 Dhig, NP UREEES]

Business Impact Analysis (BIA)

b 55 i o AT (BIA)

Business process N
Business recovery objective M5 H b
Business recovery plan framework MV 25 P S T RIHE SR
Business recovery plans N&ae =Rl
Business recovery team Mk 5P SN
Business Relationship Management (BRM) V4556 2453 (BRMD
Business request Mk 55 R
Business Unit (BU) M55 (BU)
Bypass [N E

Call Iy

Call center LRI SR
Capacity Database (CDB) e ) 5dE 1 (CBD)
Capacity management FPAN=8LH
Capacity plan Ay vK
Capacity planning fE ) &

Capital investment appraisal PR AN
Capitalization PR

Category Kal, R
Central point of contact Iea
Certificate kD

Certification Authority (CA) WIEHLAE (CA)
Certify AIE

Change AR

Change Advisory Board (CAB)

AT & (CAB)

Change Advisory Board /Emergency
Committee (CAB/EC)

AR TR ) 2 4/ N AR T4y (CAB/EC)

Change authority

AR R




Change builder AR R
Change control AR S ]
Change document AR Y
Change history AR
Change log AR H R
Change management ARSI
Change manager AL
Change model A B A
Change processing A B Ab P
Change Record B RTE
Change request AR SR
Chargeable unit I
Charging itk

Cl level BC B T J00)
Clarity 5 BRAR I
Classification 9K, R
Clean desk SV BE, SRR
Client “w)

Cold stand-by e X i

Command, control and communications

i\ PR

Communication facility

{5 e, JE A POt

Compatibility Hew
Completeness SERLPE
Complexity 2otk

Component Failure Impact Analysis (CFIA)

2 IO 52 S BT (CFIA)

Compromise

s

Computer

i 5L

Computer Aided Systems Engineering
(CASE)

A RS TR (CASE)

Computer center AL

Computer operations B RAE

Computer platform HENCES

Computer system IHEHL RS

Computer Telephony Integration (CTI) NGRS (RG)  (CTDD
Confidentiality PR

Confidentiality, Integrity and Availability (CIA)

PR L. SEsEEAE I (CTAD

Configuration LN
Configuration baseline [ Y4
Configuration control i 4
Configuration documentation [
Configuration identification [ A
Configuration Item (CI) BB I (CT)
Configuration management e 5 5 2

Configuration Management Database
(CMDB)

il & TP (CMDB)

Configuration management plan i B PR
Configuration manager fic B 22 B
Configuration structure WiC B 45 1
Configure [
Connectivity SR
Contingency manager NASEZE L
Contingency plan MYzt &l
Contingency planning IV A&
Contingency planning and control N 2R R 7 )
Continuity FELL




Continuity manager

b2 B

Continuous availability

FELE A I

Continuous operation stk

Contract & 1Al

Control Gkl

Controllability A<

Cookie Cookie (WBTIEZMIEN “FHYE” , PEHT)

Correctability A EE

Corrective controls AN e il

Corrective maintenance A E ey

Corrective measures 2 R it

Cost A, B

Cost effectiveness AR

Cost management B B

Cost unit AT

Costing AR

Countermeasure 7 e it

Cracker [

CRAMM CRAMM (e [H Hh s vh- B4 5 oA S AT XU 2 A R
PRI PV

Crisis fE L

Crisis Management fERLE

Cryptanalysis AR}

Cryptography LA

Customer %)

Customer liaison

RS B (MR H Fra i “ &, FE
aD)

Customer Relationship Management (CRM)

B REH (CRW)

Customer Satisfaction Survey (CSS)

% EJE T (CSS)

Data LG

Data center B
Data collection LIS

Data infrastructure B L fk 400
Data mining G Rt
Data warehouse B
Database B
Decryption fift 55

Definitive Hardware Store (DHS)

IR ZAEEE (DHS)

Definitive Software Library (DSL)

A A (DSL)

Degradability RSP
Degradation WA

Delta release R AN, M &R AN
Demand management FiokE
Dependency M
Depreciation YilH
Detection controls RS W 4 il
Detection measures il Eri
Detection time AL B (]
Development environment TR
Differential charging ZEREAY
Digital signature HrE
Direct cost HEESA
Disaster KA

Disaster recovery KAEVKST
Disaster recovery management RO A B
Disaster recovery plan KA 1K)




Disaster recovery planning

FAMEPR L IR

Discounted cash flow

NEILDL G i A (DCE)

Discounting Giakeq|
Distributed computing AT
Distributed system ATl G
Documentation SCHY

Domain 1,

Downsizing S A e
Downtime (DT) L AL E (DT
EDP-audit EDP' 11
Effectiveness BOR, G
Efficiency &S

Elapsed time FF 411 [a)
Elements of cost AR
Emergency release RS RAN
Encipher JIES
Encryption NG

End User g ] )

End User Availability (EUA)

28 v L AT PR

End User Down Time (EUDT)

Lo S g5 ML 1] (EUDT)

End User Processing Time (EUPT) 2w FH P A B ) )
Environment 5

Equipment level Hic 2% 2l

Error %

Error control e il
Escalation PAR

Escalation threshold SARZA PSS
Escrow B
Evaluation VP, VRO

Event A
Exclusiveness HEAth 14

EXIN EXIN (faf 245 BB E R B BEED
Expert system LRRG

Expert user LR
Exploitation AN

External audit AN N

External target A3 H b
Facilities (environmental) (FREE 7 I Bejif
Facilities management O B

Failure W, R

Fall back JER S

Fault R

Fault tolerance R (D

Fault Tree Analysis (FTA) AR R AT
Financial management for IT services ITHR S 4545 38
Financial year W KA

First Line Support 0“2 Sr R
First time fix rate EVN ES

Fix &

Fix notes 1652 i
Flexibility R

Forward Schedule of Changes (FSC) AR RIE (FSO)
Full cost SEA A

Full release B A
Functional escalation IR EE T2

Functional maintenance

et ey




Functional management D HeE
Gradual recovery B
Hacker B

Hard charging S 2
Hardware i £

Helpdesk oG
Helpfulness R
Hierarchical escalation ERITETE
Hoax A R
Hot stand-by HLFE

ICT ERAEHEEA D
Immediate recovery KW
Impact SN, 0
Impact analysis AL
Impact code AL AR
Impact scenario PALNE
Incident il

Incident call IRy
Incident control Ee kil
Incident life cycle =R A R
Incident management il
Incident processing ik
Incident Report (IR) Frilgk® (IR
Indirect cost [ e A
Information (=I5
Information & Communication Technology fFEERESEERAR (ICD
(ICT)

Information function

EEINEE

Information security plan

fr Sz et dl

Information security policy

{5 6 2 A B

Information system

EEARS

Information technology (IT)

EEEA dD

Information Technology Infrastructure Library

5 BHARSERE A A2 (ITIL)

(ITIL)

Informed customer B RAIEA
Infrastructure LR, i
Initiator A PN

Install U

Installability ] A

Integrated life-cycle management (ILM)

LA RIS LMD

Integration

e (M)

Integrity SEHE:

Intelligent customer L RUE N
Interactive processing rate A A HEH
Interconnectivity I

Interface N
Interfaceability g
Intermediate recovery RS

International Organisation for Standardization
(ISO)

FE BrbrEL 2L (1S0)

Interoperability

e, HHTE

Inventory management

{7 DR

Invocation (of business recovery plans)

Ja sl OSSP iR

Invocation (of stand by arrangements)

EERGESYES)

Invocation and recovery phase Ja B AR B B
ISO quality standards ISOJF R b




1ISO9001 ISO 9001
IT FEEAR AD
IT audit ITH

IT Availability Metrics Model (ITAMM)

ITl I PE4R bR (TTAMM)

IT directorate

N RS

IT infrastructure ITHEEREZER

IT Infrastructure Library (ITIL) ITHRLA AR 44 /% (TTIL)
IT manager IT4H, ITEE

IT service ITHRSS

IT Service Continuity Management (ITSCM) | 1T/l 45 F¢ 455 8 (1TSCM)
IT service continuity manager IR &S ek )
IT service continuity plan ITHRSS FEL T &I
IT service continuity planning ITRFEEME R

IT Service Management (ITSM) ITHR S B

IT service provider ITHR 25 Pt i

ITIL T fiti AR A4 22

Key 4

Key Performance Indicator (KPI)

KBS (T, YERE) fEbR

Key Success Factor (KSF)

R I N 3

Knowledge engineering AR TR
Knowledge-based system AR RS
Known Error (KE) AR (KE)
Known error database UL B i A
Known Error Record (KER) O R id sk (KER)
Learnability el
Legacy system 1B R4
Life-cycle A i A
Life-cycle management Az iy J B B
Live environment IIAHIAEE

Load JIE: G )
Logging Gk

Logical control Wy
Logical measure ARV
Maintainability [ ik
Maintenance Y
Maintenance window YEP T I
Major Incident Management (MIM) EPN e
Manageability R
Management iegil
Management information HHER
Marginal Cost B A
Matching UL

Maturity level S

Mean Time Between Failures (MTBF)

34 G i b [R] (MTBE)

Mean Time Between System Incidents

TR G F A R TE] (MTBST)

(MTBSI)

Mean Time To Repair (MTTR) S & BFR] (MTTR)
Metric ek

Mission statement i GED)
Modeling e
Modification B, R
Monitoring A

Network I 2%

Network Administrator WX 2% 45 P R
Network Manager W 4% 25 1
Nonrepudiation AR AE




Observation point Ko

Open Systems Interconnection (OSI) T RS HEE (0ST)
Operability AT ERAEE

Operational iz e

Operational Costs I8 A

Operational Level Agreement (OLA) e EZO L COLAD
Operational process BEVLEE

Operational reliability EEn] FE Mk

Operations

isfE, 8

Operations department

B

Opportunity Cost (or true cost)

PLESRRA (FLSERA)

Organisational control A
Organisational measures ARV
Outsourcing ZAMEN

Overheads ()42 2

Owner fifids, it
Package release kA, i A
Password 4, #h

Patch D T
Penalty clause SO 328
Percentage Utilization I

Performance

GG W, PERE, k&

Performance indicator (PI)

S (b, PERED 4Ebs (PT)

Performance management

L G, PERE) AT

Personal Computer (PC)

AN HLIK

Physical control Yy ER g ]
Physical measures Y it
Portability R R

Post Implementation Review (PIR)

St JE vEET (PIR)

Preventive controls

I A

Preventive maintenance TR PR
Preventive measures TS i i
Pricing JEHT

Prime Cost T E A
PRINCE2 PRINCE2
Priority Pk
Private key A%
Proactive problem management B i P
Problem i) 850
Problem analysis I 8553 AT
Problem control i 47 o)
Problem diagnosis i) @2 Wt
Problem management i 90 2
Problem manager o] 2 F
Problem processing I 25 4ob P
Problem Record ] i S
Procedure By, Jd
Process e
Process control Pl e il
Process improvement plan T A St )
Process manager IR

Process owner

Wik, kTt

Processing rate

A T

Product

=z K
T

Production

A i

Production environment

AR




Production plan A
Program LS

Projected Service Availability (PSA) RS P (PSAD
Public key NCs

Public Key Infrastructure (PKI) O EA AR it
Quality o

Quality assurance (QA) JiCE R UE (QA)
Quality control o i
Quality level S
Quality management i
Quiality plan JRE K
Quiality policy JF Uk
Quality surveillance i
Quality system JiE Rt
Quality system review JiE RGP
Query 7rif]

Reaction time SV (]
Recoverability A
Recovery W

Recovery time P S ]
Reference Data S5k
Registration d, ddsk, Bl
Registration Authority (RA) T AL
Relationships KA

Release RAf

Release management RATE
Release notes R A B
Release policy RAD RS
Release unit RATHIG
Reliability BERSES

Repair time &5 It [a]
Repairability S
Replaceability AL
Report EiLaE)
Repressive controls et P 4 i
Repressive measures I 45 it
Request for Change (RfC) AR (RFC)
Resilience S
Resolution il R TT %
Resolution time CRAE) g H]
Resource capacity management IR RE S
Resource cost P RAS
Resource management PR
Resource requirements TR T K
Resource unit costs gL AN
Resources BEYA
Response rate Wi )57 3
Response time M J87 Ff [)

Restoration (of service)

Ulk55) B I 1]

Return On Capital Employment (ROCE)

BAHIIRFE (ROCE)

Return On Investment (ROI)

B R 2 (ROD)

Return to normal phase PR B
Reusability ] AP
Review PP
Revision S

Risk X6




Risk analysis NS eaninn
Risk management A B
Risk reduction measure DS BEEALCHS it
Robustness fEH-PE
Role Mt
Rollout £k
Root Cause H2 5
Safety 2
Scalability AR
Scope 9 ]
Second line support SRR
Secondment e
Secret key S
Securability A
Security YA, EA i
Security awareness AR
Security incident TA Y
Security level LAY
Security management G
Security manager GG
Security plan LA
Security policy YA RS

Security Section

‘2 ()

Self-insurance

B AR

Serial number hilkes
Service 5

Service achievement SR 55 R
Service capacity management Mk 55 fie ) B
Service catalog R4 H %
Service contract iRl |
Service delivery Jk 55 P it
Service desk 4G

Service Improvement Program (SIP)

H 5% et Jy % (STP)

Service level

125 0]

Service Level Agreement (SLA) S 55 25 i
Service level management e 25 20l B
Service level manager 55 o 48 B
Service level report 55 AR £
Service Level Requirements (SLR) AR 55 2% m) 355k (SLR)
Service maintenance objectives R HEY H bx
Service management Sk 55 B
Service opening hours M 28 I T[]
Service point k55 Ak
Service portfolio i &
Service profit chain e 25 R i
Service provider Jk 55 PR BL R
Service provision Mk 25 1R 44
Service Quality Plan (SQP) B gs K (SQP)
Service request 45 sk
Service support MR 28 S Hr
Service window Jke 55 inf Bt
Serviceability Al kg5
Severity code et B2 AR
Signature B4

Single Point Of Contact (SPOC) 28— IR Ak
Single Point Of Failure (SPOF) P




SLA Monitoring (SLAM)

SLAMEHZE (SLAMD

Smart disc

Software A

Software control and distribution B SIS 0 K
Software environment ARG
Software item AT

Spamming G g CEP R SR PE, D
Specsheet BrERiE
Spoofing H

Standard brite

Standard cost Pl A
Standard costing PRUE AT
Standardisation britifl

Stand-by arrangements FHTE

State K&

Steadiness FeE 1

Storage occupancy 1At %
Strategic ik I 2%

Super user B

Support XFF

Support center SCREH L

Support desk XFEE
Surcharging B ot
Surveyability R

System N

System opening hours ZRYTT IR B
Systems Outage Analysis (SOA) Rt G2
System software ARGt

Tactical AR K

Technical management ARG
Technical Observation Post (TOP) AR A
Telematics TR AT BAG PR AR
Test environment AP

Test, testing pIREY

Testability S WA

Third line support Sy
Third-party supplier Ik A
Threat J3H

Tier one support — N CHF

Tier three support Y

Tier two support R CHE
Timeliness S

Tool TH

Total Cost Of Ownership (TCO) SATHA A (TCO)
Total Quality Management (TQM) A [T B
Traceability [EIBERil¢
Transaction rate AT I A
Transferability AR
Transparency ZE W
Transportability RS 2R

Tree Structures BB 458

Trigger fith e s

Trojan horse FRg AT
Trusted Third Party (TTP) ZAEHE =) (ITP)
Tuning ik, %

Underpinning contract (UC)

AR U




Understandability

] FE

Uninterruptible Power Supply (UPS)

ANTE] W HL R (UPS)

Unit cost AT AR

Upgrade PARS A

Upgrade notes THR ]

Uptime IE W IZAT I [R], ) ][]
Urgency KR

Urgent change sl

User P

User acceptance AR

User support H P S
User-friendliness H P R

Utility Cost Center (UCC)

BOH A L (UCC)

Validity AR
Variance analysis i 5o bt
Verifiability A g IE
Verification [
Version A
Version control A $5 il
Version identifier WA b A
Version number WA S
Virtual service desk REIRS &
Virus IS B

Vital Business Function (VBF) FHNL 45 The (VBE)
Vulnerability Tl

Warm stand-by Wz S EF
Waterline JE L

Work In Progress (WIP)

AREGUES, RETAES

Work instruction

AR (45

Work-around IV i

Workflow Diagram (WFD) TAERAEEL (WED)
Workflow position TAERIRES

Workload AR, fhEk
Workload management TAEEE L, s
Workplace TAEB T

Worm g




