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acceptance

Formal agreement that an IT service, process, plan
or other deliverable is complete, accurate, reliable
and meets its specified requirements. Acceptance
is usually preceded by change evaluation or testing
and is often required before proceeding to the next
stage of a project or process. See also service
acceptance criteria.

Saba sl ddee ol il slaall Lin sl €5 A00a e dpan; 488 50
Qw\o\é:\:\ub Laldie Y 5 d8al) 5 JLSY) Eua (e 66‘);] Gllasa
Leldle sa 5 e il HUAl ol ayiale 4881 sall (Bay Led 320mall
Aalaall g 5 piall oy A Al yall ) JEY) S Gy s 005

Aeaal) 488 5e julea gal)

access management

d}m_}n BJ\JJ

(ITIL Service Operation) The process responsible
for allowing users to make use of IT services, data
or other assets. Access management helps to
protect the confidentiality, integrity and availability
of assets by ensuring that only authorized users are
able to access or modify them. Access
management implements the policies of information
security management and is sometimes referred to
as rights management or identity management.

Opeaniasall Zladl e Al ol Aleall o (il 3 Aeadll i)
Jsa¥ ey g g bl 5 cila slaall L o) 6365 ciland Jlaatinis
EILPRI PO (S PR OV W P FEW VDR S PR | SR ST
G5 ) 51 T ng] ol (ppantineal) 4] (g ST

51 lhias J a5l e Ulal Glhy b Qiaedll 5 J sl
Jasell s i) 5 cladiall

account manager

Glua e

(ITIL Service Strategy) A role that is very similar to
that of the business relationship manager, but
includes more commercial aspects. Most commonly
used by Type Il service providers when dealing
with external customers.

Jandl Bl puaad lam adliia 550 sa (Uil 8 Aeadll dpagil yiul)
Oa ) ST 8 iy sa 5 JiSTR Jlad i e iy 43S0

accounting

(ITIL Service Strategy) The process responsible for
identifying the actual costs of delivering IT services,
comparing these with budgeted costs, and
managing variance from the budget.

Sl aaa e A g el Alaad) o (il 8 deadd) daasil yi)
LSl gt jlia g echla glaall Lia ol 9305 Chlaad Jaia 5l Alaal)
A el e 850 B )la) 5 Al el (A 83 gaca yall
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accounting period

(ITIL Service Strategy) A period of time (usually
one year) for which budgets, charges, depreciation
and other financial calculations are made. See also
financial year.

(3aa)y A sale) e ) e By oa (dgzgi JPLEOREN | EEN L))
Aallal) clbeal) e iy sladll ‘?}“')” il haal) e (Sl
LAY

AL Al Lyl s

accredited

Officially authorized to carry out a role. For
example, an accredited body may be authorized to
provide training or to conduct audits.

0585 O S (B i Ao e 5 bl Ly Al 2 peadll s
kLlL\:iL?.Ale ?\:\sﬂ _ji aﬁ‘)ﬁ Q\J}A ﬁﬁ:"‘ L@J Traa Badizall 4.4;.“

active monitoring Al 48l | (ITIL Service Operation) Monitoring of a [ e e W N (U JUE SN )
configuration item or an IT service that uses Ll ) LSy A1 5 dadaiia 2SU clilae aladiuly il ladll
automated regular checks to discover the current
status. See also passive monitoring. Aalod) 481 el Lol aa)
activity Ll | A set of actions designed to achieve a particular iy e Bale oy Aaa dal (38 Aeraall G1aaY) (e de gana

result. Activities are usually defined as part of
processes or plans, and are documented in
procedures.

JS e Lk 5 s claladll Sl lleall (e 6 Ll e ddazady)
_AL\\;\J_;)

agreed service time
(AST)

e i) Aerall cd g

(ITIL Service Design) A synonym for service hours,
commonly used in formal calculations of availability.
See also downtime.

(8 Bale axdig darall Clelu (ol je 8 (Uil (o dedl) apanal)
Al el il
dandl e il 5 Laf aal

agreement

EE

A document that describes a formal understanding
between two or more parties. An agreement is not
legally binding, unless it forms part of a contract.
See also operational level agreement; service level
agreement.

Aale e BV STl Gyl G ) paldS £ R0 4GSy (A
die Gas ja S 131 Y] G ils
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(ITIL Service Operation) A notification that a
threshold has been reached, something has
changed, or a failure has occurred. Alerts are often
created and managed by system management
tools and are managed by the event management
process.

S Lot s ol cloaa ety lad) s (Jd (8 Aeasl) Ja)
g alaill 35} <l gl (e il Y] jaaileddle 5 Jhe Jsany
a5 Adee IR (e sl ¢ dlgibad o

analytical modelling zilall [l ol | (ITIL Continual Service Improvement) (ITIL Service (Sl 8 Laxall ppanar) (il (3 Aa2all jatinaall (il
Design) (ITIL Service Strategy) A technique that ll Al ) Sl padion sl sa (Jil 8 Aaadl) dndl i)
uses mathematical models to predict the behaviour | sxius (s AY) dugill jualic 5l il slaall Lia o) iS5 cilaod o sl
of IT services or other configuration items. LAl sl Aaud) 3,0 Asale
Analytical models are commonly used in capacity
management and availability management. See Bl 73l ey zalaill by Liagl aal
also modelling; simulation modelling.

application Guki | Software that provides functions which are required ladd aaY 4y 5 i il s Ao sane pdly I Ganla el
by an IT service. Each application may be part of O dadd e ST e Te a anl o Guadaill Jiay 8 il shaall Lis 51 535
more than one IT service. An application runs on DIl aaly o Gadad JS Qi aly 5 ila slaall L o 55 e
one or more servers or clients. See also application i 8 el sl adlald) s eal e
management; application portfolio. )

lpdail) A (laglaill 5l Lia aal
application sl 0 | (ITIL Service Operation) The function responsible e landaill 3 )] e Al g gaal) Ak ) o (il 8 Aeadl) Juais)
management for managing applications throughout their lifecycle. Ll b5 lae
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application portfolio

Ay by Aaly iy el

(ITIL Service Design) A database or structured
document used to manage applications throughout
their lifecycle. The application portfolio contains key
attributes of all applications. The application
portfolio is sometimes implemented as part of the
service portfolio, or as part of the configuration
management system.

gy ) adly iy o

510y A28 A0S d38 s ol Clily sacE o (i) 8 Aeadll araa)
oailiadll e (s sind cilipdail) duda 5 Liba 550 JIA il
O e 3aS clipnlail) dpia oL a5 Blaal 5 clipdatl) gpead L0l
Al 5 1) alkai e 6 3aS o clanall dpia

application service
provider (ASP)

ikt daad aia

(ITIL Service Design) An external service provider
that provides IT services using applications running
at the service provider's premises. Users access
the applications by network connections to the
service provider.

Cladd wdiy o gy A Aedd adie g (i) 8 dendl) araa)
el e e Ll pl et 213350 e slaall L 5155
Al Sa g Bk e ikl ae Jalailly ¢ seodiuall o gd
Aesal) psie Y] Als sl

application sizing

(ITIL Service Design) The activity responsible for
understanding the resource requirements needed
to support a new application, or a major change to
an existing application. Application sizing helps to
ensure that the IT service can meet its agreed
service level targets for capacity and performance.

) sl il agd e J g pusall LI g (Sl A Aeadl) apana)
2ol 353 sa Gl oalid s 5l s Gulai se a4y ) 5
e il sleall L gl €5 3008 15538 lana A (Badail) aans 323
1Y) Al Cua e Leale (38 Aaadll (g sise Calaal (3adas

architecture

(ITIL Service Design) The structure of a system or
IT service, including the relationships of
components to each other and to the environment
they are in. Architecture also includes the
standards and guidelines that guide the design and
evolution of the system.

(e slaall L o1 5iSA0a ol Al IS & (Jsil (A i) aranal)
Bl G ey pmasl Lpwimns ol sl lBSMal) 3 Loy
avanai Ax 53 Al Clala Y15 ubeall Lad Al Jai g Ly Anpnal)
) ki
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assembly

(ITIL Service Transition) A configuration item that is
made up of a number of other Cls. For example, a
server Cl may contain Cls for CPUs, disks, memory
etc.; an IT service Cl may contain many hardware,
software and other Cls. See also build; component
Cl.

A g pualie e 2 (e (350 Agl peaie s (Readll JuEi)
Angd pualie o Jaidy 3 aold Slea Angi yuaie (JUall diss e
)aalsr;.'agﬁ} da e g3 S ‘u“)gi} A S yedallas Glaa g
W e 5 ilma sl 53 5eaY) (e el il slaa Lin 51 535 dadd g

Al jealie e

O5Sa paicelly s L.a:li c;\‘)

assessment ~u% | Inspection and analysis to check whether a «IaLE ) Ao sanay sl laadls ol V) (e SEN il s (and s
standard or set of guidelines is being followed, that Adladll 5 3oliSl Badaal) (ol Y (ad (ya s oSlanll 482 (e S
records are accurate, or that efficiency and
effectiveness targets are being met. See also audit. Gl Lyl aal

asset Jds=¥l [ (ITIL Service Strategy) Any resource or capability. Jseal Jadiiy <) )38 ol 3 ) ge g o (il 8 Aanall Apasil yin)
The assets of a service provider include anything g1l e s Aeadll Jua s (8 aalos o (S (5 g danal) adie
that could contribute to the delivery of a service. ¢l jaall eclileall s pall 3 aY) ;L e J saY)
Assets can be one of the following types: (gl JLl Gy 5 Aial) ) ecliadail) (e laal
management, organization, process, knowledge,
people, information, applications, infrastructure or o) iy seal daadl) Jseal (Jpandl J gual Lia gl
financial capital. See also customer asset; service
asset; strategic asset.

asset management Jsa¥ls,lal [ (ITIL Service Transition) A generic activity or Alaadl 5l el Lalis o J s 31 (i) 8 Aanall Jliif)

process responsible for tracking and reporting the
value and ownership of assets throughout their
lifecycle. See also service asset and configuration
management; fixed asset management; software
asset management.

Dae e Jpa¥ Asla s daf o ol @b s i oo A s asal
et 350
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asset register

(ITIL Service Transition) A list of fixed assets that
includes their ownership and value. See also fixed
asset management.

Lgiasd 5 LgiSle Jaii g &30 J sa¥l A8 g (i) 8 deadl) Jlanl)

AL J a1 30 Lyl el

asset specificity

Jsa¥) O hraa

(ITIL Service Strategy) One or more attributes of an
asset that make it particularly useful for a given
purpose. Asset specificity may limit the use of the
asset for other purposes.

(Dl 8 Aanal) Gl i)
ool JSy ke Lglaad 1 dyg.‘w oaibad e SSI glsaaly o
A

attribute u=iladll [ (ITIL Service Transition) A piece of information aic o Slastaall (g ¢ ja (A pailbaddl (il 8 deasl) Jlasl)
about a configuration item. Examples are name, oaibiad Jaud A5 jlaall ol ) cauda gall cansl) Jie digs
location, version number and cost. Attributes of Cls Aol 5 Lgle Lalial) oy 5 2l 5 )la) il 3ac B 8 dgil) jualic
are recorded in a configuration management Al 5l alas
database (CMDB) and maintained as part of a
configuration management system (CMS). See also Al 5 la) Al «lBall Liagl aal
relationship; configuration management system.

audit &8 | Formal inspection and verification to check whether 5l el saal o) SV (pe ST dpane 1) dna) jall 5 panill 5o
a standard or set of guidelines is being followed, CalaaY) (38a5 (hay il 48 (pa KB 5 (ol ) e pene
that records are accurate, or that efficiency and s A A s Adal Cle sanad (Sayy Aladll 5 3o liSH 3adadl)
effectiveness targets are being met. An audit may Adlaall
be carried out by internal or external groups. See
also assessment; certification. L Clalgdll laal capill Lyl aal )

authority matrix abadall Jsa | See RACI. Sl g gl Jgan xal )
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automatic call
distribution (ACD)

Ll G o 553l

Ay by Aaly iy el

(ITIL Service Operation) Use of information
technology to direct an incoming telephone call to
the most appropriate person in the shortest
possible time. ACD is sometimes called automated
call distribution.

gy ) adly iy o

dan 5 8 e laall Lin o) 53S0 aladi) oo (i) 8 Aanall Jai)
AiSan e 58yl b Canlial) padill 5o ) 5l Ailed) LISl
Ll Y1 5 s Lyl Ll S 5 5il) s s

availability 4auyl | (ITIL Service Design) Ability of an IT service or L sl i dand ) Agi eaic 538 (& (il (2 Al aranai)
other configuration item to perform its agreed AabY) paa ol 5 dalal die sadae Ak o e e sladll
function when required. Availability is determined iyl el sela W) deatll ipall 4010 dyalaie V) Aanl 53
by reliability, maintainability, serviceability, Leadll i s e Bale luall 138 5 iy she Lawi€ Sale ol
performance and security. Availability is usually Gl il b jlaall ey Jaall e Bl 5 4de Béiall
calculated as a percentage. This calculation is often L ol iS5 3003 (g B_abiall Jaal) s bl aladindy 2al5Y)
based on agreed service time and downtime. It is e slaall
best practice to calculate availability of an IT
service using measurements of the business
output.

availability aalyl sl | (ITIL Service Design) The process responsible for Laedle (o U (e A g gasall Alanl) o (Sl 3 23] el

management (AM)

ensuring that IT services meet the current and
future availability needs of the business in a cost-
effective and timely manner. Availability
management defines, analyses, plans, measures
and improves all aspects of the availability of IT
services, and ensures that all IT infrastructures,
processes, tools, roles etc. are appropriate for the
agreed service level targets for availability. See
also availability management information system.

K Al s Ala) Jlae Y1 cltlaiad e sleall L o) 5385 cilara
ok Jagladi g Jilat g 3yaay 3alY1 3 )l a gy a03le iy 5 Al sne
OS5 e shaall Lin 5l 535 daxs laliia] a5 aaes ki
AaDle algall 5 <l a1 g cilplandl 5 il sheall Al dgal) di)
AalYl s lele itall Aaaall il siusa)

AalEY1 50l e sbee s Liagf gl
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back-out

Ay by Aaly iy el

(ITIL Service Transition) An activity that restores a
service or other configuration item to a previous
baseline. Back-out is used as a form of remediation
when a change or release is not successful.

gy ) adly iy o

31 aa2all gl sl o 5 (Aghac ) i o (il (b Aeadll Jlii) )
Jla (b gmaai€ g il a2y (s an s 13 ) Qg jualic
O] gl s Jid

backup

(ITIL Service Design) (ITIL Service Operation)
Copying data to protect against loss of integrity or
availability of the original.

Ellaa LA s (D] A Tesl) Jpa) (0l A sl e

balanced scorecard

o) siall elaY) Aslay

(ITIL Continual Service Improvement) A
management tool developed by Drs Robert Kaplan
(Harvard Business School) and David Norton. A
balanced scorecard enables a strategy to be
broken down into key performance indicators.
Performance against the KPIs is used to
demonstrate how well the strategy is being
achieved. A balanced scorecard has four major
areas, each of which has a small number of KPIs.
The same four areas are considered at different
levels of detail throughout the organization.

DS Wy skt al8 5 1) 8ol o (il 8 Ae2al) yaiasal) (ananiill)
0S5 s )5Sl s (Juee 3 e AS) IS &
1ol ) e ) A il manads () giall YY) ddlay
zenn i At 1 10D ) e 5 ooV ALY padiod 5 A
Ol siall e )oY Alay Jadiiy Apagl yiuY) aladll 35 25 sae gl )
Y1 850 e QB 2ae e Lgie US (5 sing ddanlad 3hlie o )
Adlide il giusey Jlie V) (8 3355 Aay ) V) (Bhaliall Gl (i g Ay )
D s eladl gea 3 Jpealil)

ITIL® Glossary of Terms English - Arabic v.1.1
2013 AXELOS Limited®©

zest g dss s sk,

e gosg s2e 1da 1 1 uasd £ dis 130 a0 1o sos dgpca,

Swirl logo™ s gl <zl gs - AXELOS Limited

10



Ay by Aaly iy el

gy ) adly iy o

baseline

(ITIL Continual Service Improvement) (ITIL Service
Transition) A snapshot that is used as a reference

point. Many snapshots may be taken and recorded
over time but only some will be used as baselines.

For example:

e AnITSM baseline can be used as a
starting point to measure the effect of a
service improvement plan

e A performance baseline can be used to
measure changes in performance over
the lifetime of an IT service

e A configuration baseline can be used
as part of a back-out plan to enable the
IT infrastructure to be restored to a
known configuration if a change or
release fails.

See also benchmark.

e s (Jil o Al Jlan)) (il b Aeadll paivsall Gyl
s AadaS A (e ST s g 38 Tpman po AaEiS a0 (s
JM\@MQQ;‘@A)A.L.;SLEEA\,A&M;“USJJ

uiu&gﬁuju\\:\;j}aﬁuuhﬁ‘)hyﬁfh .
A.AA;M grveN '4.1:;)33‘:\ u&\-..}ﬂ ¢-\J4-1=SAS X (a-\A-muW g

L;n;bt\ﬂ u‘)ﬁu‘@emu‘u&ﬁ“bm@)‘h .
Ol sleall L ol 935 daad Bl Hlae

Ejbpcwejﬂugu‘u&gm‘ 5y L;IA‘)ALA .

ie Ha slea A8l Al e slaall L ol 5380 Agial) da)
e BB 5 s Jd

benchmark

FOERFUTS

(ITIL Continual Service Improvement) (ITIL Service
Transition) A baseline that is used to compare
related data sets as part of a benchmarking
exercise. For example, a recent snapshot of a
process can be compared to a previous baseline of
that process, or a current baseline can be
compared to industry data or best practice. See
also benchmarking; baseline.

L (di 8 aeasd) ) (Jil A cleadll i)y skaill)
e Lo Aland Bpaa i Adle (g Lo A5 (JEall Jpas e oSy
by ae Mall n yall Jadll 4 jlie Liagf 5 diln (updi Ladle
stie il jlae o) dclica
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benchmarking

(ITIL Continual Service Improvement) The process
responsible for comparing a benchmark with
related data sets such as a more recent snapshot,
industry data or best practice. The term is also
used to mean creating a series of benchmarks over
time, and comparing the results to measure
progress or improvement. This process is not
described in detail within the core ITIL publications.

Al yo b s 44 aa) Zedle (s e 2,8al (o ALy penal) dulaall
otie Gl jlaa

A il cledle (g e sy aliill ) 5LEN sllacaall ardion
sl g ol sl bl &5 laa s 5

Y Tl S b dlaall - 2 )

Best Management Jia¥l s,laY) sakdl | The Best Management Practice portfolio is owned e a Jaall & i) il slaall 5 JiaY1 (5l Gukill 4y

Practice (BMP) by the Cabinet Office, part of HM Government. Gl B ilS 5 A dialia 4 S (i o)) )5l (alae S
Formerly owned by CCTA and then OGC, the BMP | «ia ) L) &5 o (a5 cciWlaiYl g i sl 4y 3 all AUS Sl el
functions moved to the Cabinet Office in June e el el sl Gl S )l ge R sSall 3 el
2010. The BMP portfolio includes guidance on IT Ciladd 51 B Slean 58 JiaY) (glaY) Gadaill duia Jaii 2010
service management and project, programme, risk, Aaal) 1) 5 eciliall ¢ lalaall el sl cgo jliiall el slaall 4585
portfolio and value management. There is also a lallaiag (osald ) ALY 3 IaY) ) ghail 23 gai Ll 3a
management maturity model as well as related
glossaries of terms.

best practice Sl wls Ll | Proven activities or processes that have been s sall o el e oy Lgaladinl &5 cllae sl ddadil &
successfully used by multiple organizations. ITIL is sl b jlaal) ALl aa Jiid R
an example of best practice.

billing alsill jlaa) | (ITIL Service Strategy) Part of the charging Dl s umad e Ay ) dalaad) o (il 3 deaddl duad) jiul)

process. Billing is the activity responsible for
producing an invoice or a bill and recovering the
money from customers. See also pricing.

e Saall (e ) gad) pan syl sl

el daa Loyl
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brainstorming

(ITIL Service Design) (ITIL Service Operation) A
technique that helps a team to generate ideas.
Ideas are not reviewed during the brainstorming
session, but at a later stage. Brainstorming is often
used by problem management to identify possible
causes.

el sl g (i) (8 sl Joaei) (Jsil (A Aead)) apanal)
Chaal) duls ol Y daal yo a5 Yy JSEYI 2l o Lo 3y 58
51 8 Bale Al sda Y e palll 25 A3aY Al je 8 oSl5 ¢l
e sl Alaiaall L) pyaasl (KL

British Standards
Institution (BSI)

Ol il sead)

The UK national standards body, responsible for
creating and maintaining British standards. See
www.bsi-global.com for more information. See also
International Organization for Standardization.

Ll e Ay sl a5 chanial) ASLaall 3 el i 5l Al
Leale adlaall g dgilay yall yulal)

Sl sbaall e 2 3l www. bsi-global.com 3L o>z

8 pdbacall allall Aaliiall Linsf

budget 4350 | A list of all the money an organization or business Jsemall Lo dae 83n 5 5l s 3o Talads ) ) 5071 ppan AalE 0
unit plans to receive, and plans to pay out, over a B0 Agie ) 3y A LBl ol Lo
specified period of time. See also budgeting;
planning. Analaddll s ) gall Liagl aal

budgeting 45154l | The activity of predicting and controlling the 353 (e A3 sall ()5S0 48 oSl A1 5 Jlall (31a5) o8 53 Alee o

spending of money. Budgeting consists of a
periodic negotiation cycle to set future budgets
(usually annual) and the day-to-day monitoring and
adjusting of current budgets.

(i 055 Bl ) linnall il a1 32 il sl
A S Saal o5 el 315l
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Ay by Aaly iy el

(ITIL Service Transition) The activity of assembling
a number of configuration items to create part of an
IT service. The term is also used to refer to a
release that is authorized for distribution — for
example, server build or laptop build. See also
configuration baseline.

gy ) adly iy o

OsSal Al jualic e 2o ead Ll s (il (8 Aanall Q)
s L clill mllaias aadind e glaall a5l 55403 (e e 3a
oy sl aalall Slea ol JUal dass o ) 5ill 43 2 pacaall (33ULY)

NEFPEONRENEN |

REEGVS NI PG

build environment

oLl 4y

(ITIL Service Transition) A controlled environment
where applications, IT services and other builds are
assembled prior to being moved into a test or live
environment.

il cannd oy Cym il e K b (il B Lasl) Jl)
Al gl U8 lelial) (g s e 5 e slaall Lo o1 535 Clads
Agladll 2l ) laay)

business

Jaall

(ITIL Service Strategy) An overall corporate entity
or organization formed of a number of business
units. In the context of ITSM, the term includes
public sector and not-for-profit organizations, as
well as companies. An IT service provider provides
IT services to a customer within a business. The IT
service provider may be part of the same business
as its customer (internal service provider), or part of
another business (external service provider).

055 A 5 ) RSl KU S s (O 8 Rl il i)
Gl sleall L of 35 ladd 3500 (Bl gd s Jardl Clan g (e 220 (0
LS gl e il gall g alal g Usil) Jady Jonl) ellaas
Cladd 8 g il laall L 6l 935 203 890 ) adiad S i Jady
b 553 Aaxs adie s Jaad) Ul (A dpandl o slaall L 5l 533
(Ln;sua.q.\segs‘)w\&M\@wi;}wsm?uju\
(@)\Ahhem) )';Id.q.c[)q\cﬁji«

business capacity
management

Sandl das E)\J!

(ITIL Continual Service Improvement) (ITIL Service
Design) In the context of ITSM, business capacity
management is the sub-process of capacity
management responsible for understanding future
business requirements for use in the capacity plan.
See also service capacity management; component
capacity management.

303 a3 (sl (8 i) aranal) (i) 8 Aanall el yy skaill)
Oe e b Aglee e slaal) L 51 53S5 a3 )] (Blans (& and) A
o LealatinY Aliiaall Janll illlaia agh e A5 asa 5 daaddl 5513
Gl 3dad
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business case

Ay by Aaly iy el

(ITIL Service Strategy) Justification for a significant
item of expenditure. The business case includes
information about costs, benefits, options, issues,
risks and possible problems. See also cost benefit
analysis.

g ) bl iy o
i i) 35l 2 0 ke 5 (U b Ansal Al )
«)LB.AU ¢ Jilusall gecnl HLadl «é\.’mﬂj il e Glaslaa L;s:
Al JSLEA) 4

Asdiall 5 S Qa5 aal

business continuity
management (BCM)

M\ a:y‘)\‘).qlu\ 3‘)\3“

(ITIL Service Design) The business process
responsible for managing risks that could seriously
affect the business. Business continuity
management safeguards the interests of key
stakeholders, reputation, brand and value-creating
activities. The process involves reducing risks to an
acceptable level and planning for the recovery of
business processes should a disruption to the
business occur. Business continuity management
sets the objectives, scope and requirements for IT
service continuity management.

8 Al Rl 51y e Al g ) dleal) o (i) 8 Aendll araa)
Linall Gl RY) llae leny a5y daall e 508y i

Al 3 i) 5 4 jlaill Aadtal) 5 Janll daanle Jadlas ge A )l
«J siia (5 siusa ) a1 8 Jaal) 4y ) satad 3510} Jadi g

LS Jardl 3l ylaal (ol han 13) Jasll clilee gla jin Jadaddll
Aalall bbbl g eJaall 3laig ccalaa’y) Janll 4 ) el 5 la) 2as3
e laal) Lin o 1S5 Badd Ay ) el 35100

business continuity
plan (BCP)

(ITIL Service Design) A plan defining the steps
required to restore business processes following a
disruption. The plan also identifies the triggers for
invocation, people to be involved, communications
etc. IT service continuity plans form a significant
part of business continuity plans.

4 sl <l ghaall a3as all Adadl) o (il 8 deadl) arana)
il line Loagl 233y Lge Uniil aay Jaall Cililee g la iy
4 el Jalad Jiaiy b e 5 «YLai¥l Alall g b palaill

business customer

Janl Jiac

(ITIL Service Strategy) A recipient of a product or a
service from the business. For example, if the
business is a car manufacturer, then the business
customer is someone who buys a car.

8 Jandl e dand A il Alia g8 (dgsg\ PR UXEN R TEN )|
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business impact
analysis (BIA)

(ITIL Service Strategy) Business impact analysis is
the activity in business continuity management that
identifies vital business functions and their
dependencies. These dependencies may include
suppliers, people, other business processes, IT
services etc. Business impact analysis defines the
recovery requirements for IT services. These
requirements include recovery time objectives,
recovery point objectives and minimum service
level targets for each IT service.

3 bl s Jead) o i) o (Jil 3 Aol Al i)
Aalaie V) ClEall 5 4 gaa) Jandl Caild g 2aay iy Jaal) & ) et
Sillee 5 eal @Y1 5 () sl Aoalaic W1 clEdall ol ki 8 Leiy
Jiladany 5 a5 il slaall s o155 Clads 5 (5 AN Jeal

A g6, sheall L o) 535 Ciladd pla jind cildlaia Jaad) e 3l
aall g o la yiwY) ddais Cilaal s o s yiuY) c g Calaal cilillaial) o2
Lin o] 35 CHladd (e ead JST Aeadl) (5 gioe cilaaly ia)

Lla glaall

business objective Jesll Gl [ (ITIL Service Strategy) The objective of a business | o sl dedl cilee (s3a) (e laa¥) (b (il (o8 Aoasll Lnd) sins)
process, or of the business as a whole. Business Lball g ¢ aafi g Jaall 3y ) Jaall Cilaal pexi JSS Jaall
objectives support the business vision, provide Gilead dago e (5585 e Bale 5 oile slrall L gl g3l i) Y
guidance for the IT strategy, and are often e sleall L ol 33
supported by IT services.

business operations Jeall Juais Sllee | (ITIL Service Strategy) The day-to-day execution, Ll 5115 A1 all s 2l o (Sl A Aand) dnsl i)
monitoring and management of business el cilleal
processes.

business perspective Jeall sk [ (ITIL Continual Service Improvement) An iladd 5 Aaadll axie agh b (il 3 Ae2all jausal) (il

understanding of the service provider and IT
services from the point of view of the business, and
an understanding of the business from the point of
view of the service provider.

i dgn s (o aall pgh s edenll L Agn 5 (o e sl L1 555
ORISR
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business process

A process that is owned and carried out by the
business. A business process contributes to the
delivery of a product or service to a business
customer. For example, a retailer may have a
purchasing process that helps to deliver services to
its business customers. Many business processes
rely on IT services.

b deall Allee aaliiiy Janll adahy g LeSlay Al Slleal) o
058 8 4550 &l ol QU i o aaallAard f e Juan 3
Baall addie agal Jaall ¢3ae ) Gleadll Joa 58 (A el Agdae 433

Ll sleall Lia of 035 Ciland e Jall Gillae (10

business relationship
management

Jazll clidle 3 )

(ITIL Service Strategy) The process responsible for
maintaining a positive relationship with customers.
Business relationship management identifies
customer needs and ensures that the service
provider is able to meet these needs with an
appropriate catalogue of services. This process has
strong links with service level management.

e o Bl oo A sl Alenll o (il o8 el o)
Laaall aoie of U 5 Jpeal) Cilaliing dpaay o 68 g Sl pe 322
laadll ol (e ol Lyl 5 ki

Aaddll (5 siuse 310l 5 90 Aalaall s2a Jasi 3

business relationship
manager (BRM)

Sandl Cl8de Py

(ITIL Service Strategy) A role responsible for
maintaining the relationship with one or more
customers. This role is often combined with the
service level manager role.

e A e Bl (e Jgpaall sl (i) 8 deaad) dasi i)
.L&\dwﬁkjjdcnﬁéb)}ﬂ\\&&ﬂdﬂj,‘;\sijiw

business service

Janll da2a

A service that is delivered to business customers
by business units. For example, delivery of financial
services to customers of a bank, or goods to the
customers of a retail store. Successful delivery of
business services often depends on one or more IT
services. A business service may consist almost
entirely of an IT service — for example, an online
banking service or an external website where
product orders can be placed by business
customers. See also customer-facing service.

Cleadll Jaa 65 Jia o Deadl ) daal) Clas 5 Lo il dandll 4
s e (¥ (e IS 8 ey Jeal) dadd o adiny 25 5
e slaall Liad €5 Ciladd (e SST ol 2al

Glaad Jie Glaslrall Lin ol 935 Chland (gaa) Jaall dads <5 08
5 (S Can a A ) e o i ) e il
Jerdl eSlee dau) 93 il cilillal)

e Maxll dgal sall darall Lingf gl
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business service
management

Janll dead 5 )

Ay by Aaly iy el

The management of business services delivered to
business customers. Business service
management is performed by business units.

gy ) adly iy o

Oa dandl Ailaad 5 )la) g eeDlaadl ) dadiall Joall leds 3 la) o
aadl Cilas 5 48

business unit Jee 3325 | (ITIL Service Strategy) A segment of the business 4ssplia g allad 4l danll (ge 6 5 (o (Sl (A Aaatl) ot i)
that has its own plans, metrics, income and costs. pasids Y gual llich Jao Ban 5 IS 5 ABISE 5 alin GllXS 5 ¢ Aalal
Each business unit owns assets and uses these to lexd gl dliay 35k e e Dleall A il J suaY) o2
create value for customers in the form of goods and
services.

call L& | (ITIL Service Operation) A telephone call to the Al iSa ) padine (g Als AallSa 0 (i) (A Aol Juai)
service desk from a user. A call could result in an At lls ol Zals Jisadi g ) AallSall e iy 38
incident or a service request being logged.

call centre Juai¥l X« | (ITIL Service Operation) An organization or Jla 2xe aa el Jae 83a 5 5l Ay s (i) 2 Aaad) Juas)
business unit that handles large numbers of Bodkall 5 ) sl dsiled) ClallSall (1
incoming and outgoing telephone calls. See also
service desk. Aaadl) e Lyl el

call type Juai¥le 5 | (ITIL Service Operation) A category that is used to bl el padioy sl s (i) A Leadll Jindi Cllec)
distinguish incoming requests to a service desk. ala e g3 o Aadlill YL )l Aeadl) oSl )
Common call types are incident, service request LS 5SE a5l dad il
and complaint.

capability 5,4 | (ITIL Service Strategy) The ability of an dalae 5l (padd ol o duza 308 o (D) G Aeasll dadl i)

organization, person, process, application, IT
service or other configuration item to carry out an
activity. Capabilities are intangible assets of an
organization. See also resource.

il o jaldigs paie (gl ol e sles La o) iS5 d0a f ¢k
gl Al A pale ye J gl o il paill Lo Ll

_JJ\}AX‘ L.a:li @\‘)
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Capability Maturity
Model Integration
(CMMI)

Jalsil)

(ITIL Continual Service Improvement) A process
improvement approach developed by the Software
Engineering Institute (SEI) of Carnegie Mellon
University, US. CMMI provides organizations with
the essential elements of effective processes. It can
be used to guide process improvement across a
project, a division or an entire organization. CMMI
helps integrate traditionally separate organizational
functions, set process improvement goals and
priorities, provide guidance for quality processes,
and provide a point of reference for appraising
current processes. See www.sei.cmu.edu/cmmi for
more information. See also maturity.

Lﬁoﬁ#éc@.\nu@@m BY (%i@hj}ﬂw\ u,p.u;ﬂ‘)
gl gl 333050 5he (o 2S Aasla (B Slina ) Audia 2¢2e
) gt Allad llaal ) palially Ciladaiall Jal<ill ol a8

o «&;ﬁyw\@»%ﬂe&»&uiu&u_;lﬁ\w
Aaglatll qs\%;l\ @;L‘;w el s leleSh dakiia 4 cand
A Clleal) apEil dgea o Ada5 b 535 (lgland) 53 gl 4 il

Jwww.sei.cmu.edu/cmmi 5ok o <l slaall (e 2 3l

capacity

Al

(ITIL Service Design) The maximum throughput
that a configuration item or IT service can deliver.
For some types of Cl, capacity may be the size or
volume — for example, a disk drive.

aie aakiin aliY) (g (5 sine ol o (Ll 8 Lead)) areca)
s b Aradl (585 38 La 55 o slad L 5153 Ans S Al
o=l Y e Al 8 LS caaall o8 gl jualic g il
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capacity management

Ay by Aaly iy el

(ITIL Continual Service Improvement) (ITIL Service
Design) The process responsible for ensuring that
the capacity of IT services and the IT infrastructure
is able to meet agreed capacity- and performance-
related requirements in a cost-effective and timely
manner. Capacity management considers all
resources required to deliver an IT service, and is
concerned with meeting both the current and future
capacity and performance needs of the business.
Capacity management includes three sub-
processes: business capacity management, service
capacity management, and component capacity
management. See also capacity management
information system.

gy ) adly iy o

Alead) o (Uil 8 Aeaddl apena) (Uil (4 deaall jaivuadll y ghaill)
i) 5 e glaall L o) 9385 ladd Ra 338 (laca (e A 5 sl
Giall e1aY) 53 a8l clalia) (st e e glaall Lia ) €50 Asiadl
30 sal) e Sliie VI 8 Al 3))0) 24l paalia 5 5 A4S Lele
Lapladilly o 5855 el slaall s 5l S5 Ao o 511 45 ) 5 pucall

31 (s siad Alinaall 5 A0 ehaY 5 dad) (e Jandl cilillaial
Cilaadll da 3 1) (el a3 ) e 8 lidae SO e dadl
LSl A 3 Hlal

4.1.“:“ EJ\JJ ALILA_,L.A ?Um La.ag\ &\‘)

capacity management
information system
(CMIS)

Aall EJ\J! LILQ}L(.A eLE.'\

(ITIL Service Design) A set of tools, data and
information that is used to support capacity
management. See also service knowledge
management system.

51 acal Aexiiine e sheall 5 UL < 52V (0 Ao gane A
Al

Aaaall aﬁ‘)u EJ\J! (:\L.'\ L.a:li c;\‘)

capacity plan

Laud) ddas

(ITIL Service Design) A plan used to manage the
resources required to deliver IT services. The plan
contains details of current and historic usage of IT
services and components, and any issues that
need to be addressed (including related
improvement activities). The plan also contains
scenarios for different predictions of business
demand and costed options to deliver the agreed
service level targets.

4y s pall 3 ) sall BlaY ardivd Al & (Uil A i) aranal)
L Gy o Aadll 5 giats o slaall L o) 585 Gl Jrua 1)
Blose 4l 5 ¢ LTS 5 e slaall i 51 535 il aladin (e dap
Aol aai LS (Gl Aileiall cldaliil) @lld 8 Lay) Lgindlas sy
Call<il) aaae <l HLid) 5 Jaxdl e llall daliae cilad o3 Jilas
Lo (38l 1aadl) (5 givee Calaal Gaiadl
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capacity planning

(ITIL Service Design) The activity within capacity
management responsible for creating a capacity
plan.

Ll (e Jgsme daall 313 8 Llis s (Jsil (A i) aranad)
Aadl ddas

capital budgeting

Ll o, 43 5m

(ITIL Service Strategy) The present commitment of
funds in order to receive a return in the future in the
form of additional cash inflows or reduced cash
outflows.

] V) YT Lty ) IS (b (S (B Aeasl) Bl i)
oatda e Jaa sl i) e a0 J<6 e Jitd) 8 ile

capital cost

Ol Ll a3

(ITIL Service Strategy) The cost of purchasing
something that will become a financial asset — for
example, computer equipment and buildings. The
value of the asset depreciates over multiple
accounting periods. See also operational cost.

a T laaY maan b (o8 ol b ol b (Jil 8 deaad) daail yiul)
Aadiy Sl 5 V) Gaulall 3 jead JUall das e ALl J pal)
Baac duulae <l 8l e LSOl 23 Jual) 1

Aolsal) 440 Syl aal

Capital expenditure Jll L, cliss | See capital cost. Wl ul ) 445 pal
(CAPEX)
capitalization i | (ITIL Service Strategy) Identifying major cost as Jle Gl S At ) LSl aas s (il (3 Aeasll dasi) i)

capital, even though no asset is purchased. This is
done to spread the impact of the cost over multiple
accounting periods. The most common example of
this is software development, or purchase of a
software licence.

Gl il w5 Chag @y Aded Jgeal o)yl pte s 8
ﬁ#ﬁﬂgﬁkﬁﬁy\dm\jhﬁﬁ\ﬁﬁm&c
ey daad ) o)yl 5l Sl il
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category

Ay by Aaly iy el

A named group of things that have something in
common. Categories are used to group similar
things together. For example, cost types are used
to group similar types of cost. Incident categories
are used to group similar types of incident, while CI
types are used to group similar types of
configuration item.

gy ) adly iy o

padiui s Lo i o ik 5 (ume aud Lggle Gl cL3Y) (e de sane
g5l aaind (JUal Jaaws e Lo Fgaliiiall el gpeat] clial)

il sall liyioas 5 CallSall (e dgitiall £ 531 apen] Calsall
alic g sl Jenind 5 lae ol sal) (e gliiiall 1 5391 wrendl aaiin
Al yualic (e dgdbiiall ) 531 aaan dygl

certification @il =ie | ISsuing a certificate to confirm compliance to a e ey Al liial gall 2al ae (38153 ASll 50l Hlaal 8
standard. Certification includes a formal audit by an gllaanediing g Badine Aliive dga 8 (e A Alae Shaled
independent and accredited body. The term is also Ledia <l el 5 ol e LEY Balgd e sray Liadl cilalell e
used to mean awarding a certificate to provide e i
evidence that a person has achieved a
qualification.

change il | (ITIL Service Transition) The addition, modification O (S s o ) ol Jaan 5 Adlial s (il (8 aaal) Jla)

or removal of anything that could have an effect on
IT services. The scope should include changes to
all architectures, processes, tools, metrics and
documentation, as well as changes to IT services
and other configuration items.

Al ¢l paasdl) JUai o amy g ilaslaal) Lia g €5 cilard e i
Ln ol €5 cilaad ) A8l (3306 5l 5 Ganliadl 5 el gaY) 5 cilalaall
Al yealic il gleall

change advisory
board (CAB)

el g LEaY! Gl

(ITIL Service Transition) A group of people that
support the assessment, prioritization, authorization
and scheduling of changes. A change advisory
board is usually made up of representatives from:
all areas within the IT service provider; the
business; and third parties such as suppliers.

sl 8 aalod (aladV) (e de gana Ay (il 8 daaaldl Qi)
Calaall (58 La ale 5l il e 31 A gl 5 sl W) s
Ladd i 5a Gann lgall mien e Galfias (e jpill (5 Ly
L0 sall Jie A jlall lgall s cJandl 5 ecla slaall L 5l 533
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change evaluation

(ITIL Service Transition) The process responsible
for formal assessment of a new or changed IT
service to ensure that risks have been managed
and to help determine whether to authorize the
change.

Y il il e A g anal) Aland) o (il 3 deaal) JUai)
a8 gall A sreludll g phaladll 3 )y e A<l saaa o Aaa daad

owsdl) e

change history owdll & )5 | (ITIL Service Transition) Information about all chiaa A G i) aaeas Joa e slaa s (i) (8 Aexsl) du.u\)
changes made to a configuration item during its life. | e ges 0o O3S aadll f )l aila A gl yualic aY
Change history consists of all those change records Augill jaie (b ddleiall sl
that apply to the CI.

change management oaadll sl [ (ITIL Service Transition) The process responsible Bln 550 b Sl e Al asal) laall 4 (sl 3 Aeaall Uil
for controlling the lifecycle of all changes, enabling b G (San )38 JBL Badall il yuadll 3855 Aa) ) i) asas
beneficial changes to be made with minimum (Ciloslaall Ls 51 935 Cilada
disruption to IT services.

change model el 7350 | (ITIL Service Transition) A repeatable way of e Aana 438 e Jalaill ) S ALE 45yl s (il 3 Aaadl) i)

dealing with a particular category of change. A
change model defines specific agreed steps that
will be followed for a change of this category.
Change models may be very complex with many
steps that require authorization (e.g. major software
release) or may be very simple with no requirement
for authorization (e.g. password reset). See also
change advisory board; standard change.

‘;L@GMYMQFWAA\}L;)M\CJ}MJMJ A_ﬂ‘)ua_d\
M}\.\;a.\suub.\.u_d\cabuu)&.\s a4l aMw):\:\z_\LS\
Q}ﬁ}\(suu.\)u\_\u).\d)kldu)uhl.ucldm“‘).ﬁsu\}h
(Lol AalS s &)Jw\uubud\u}m‘hm

el parill (5 LEY) (alaal) Ll aa)
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change proposal

Ay by Aaly iy el

(ITIL Service Strategy) (ITIL Service Transition) A
document that includes a high level description of a
potential service introduction or significant change,
along with a corresponding business case and an
expected implementation schedule. Change
proposals are normally created by the service
portfolio management process and are passed to
change management for authorization. Change
management will review the potential impact on
other services, on shared resources, and on the
overall change schedule. Once the change
proposal has been authorized, service portfolio
management will charter the service.

gy ) adly iy o

G5 AR s o (Uil G Aeaad) JEn)) (Bl b deaddl dagl yiu)
dpzad ) ALyl «ebs )ﬁﬁ;iﬁaﬂu:ﬂﬁhﬁﬂﬂeb Caag e
@;3)\3}@&%\;4@}\ o2 ;Lm!eﬁ:vd.qﬁa.né:\sﬁd}hjw
Aral ey sl 5 )la) o685 A8 sall juil) 5 )l () Lehy a3 5 ileadl)
A jidall ) gall Bals (e s AY) cleadll e Jaisall il

Ay padll Gy leadd) a5 la) asiig alall il Jas s
ol (e o A8 )

change record Jxdll Jaw | (ITIL Service Transition) A record containing the o IS Lo st Janalih (5 9 Janas 58 (il (3 Laal) Jlal)
details of a change. Each change record GllalS 80 day yuad Javs oL oy g canl g pnad Bln 390 3 g s
documents the lifecycle of a single change. A ) by o3 e s
change record is created for every request for
change that is received, even those that are ¢l 130 5 0al Al jealie ) pudll e i of g
subsequently rejected. Change records should e slaa B la) allas & 5 (gl 31 aldas b yuall Cidlass Jadas
reference the configuration items that are affected Aeadll
by the change. Change records may be stored in
the configuration management system, or
elsewhere in the service knowledge management
system.

change request owadll Gl | See request for change. ol Gl 3ol ya
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change schedule

ol a5l Jsaal)

(ITIL Service Transition) A document that lists all
authorized changes and their planned
implementation dates, as well as the estimated
dates of longer-term changes. A change schedule
is sometimes called a forward schedule of change,
even though it also contains information about
changes that have already been implemented.

g baainall ol yurdll apen e A8 5 sa (il 8 Aeadld) Jlanl)

O s (b A gial) gyl il ) ALY 63l i) ) 55
Jsaall bl Lasall a3l Jsaall o 5 2l (saal) e il
s e e glaa o (g gian GIS1A) ¢ Qpnall Ll e 3l
RUREEP

change window

yuaill 3280

(ITIL Service Transition) A regular, agreed time
when changes or releases may be implemented
with minimal impact on services. Change windows
are usually documented in service level
agreements.

20 Lgle (Bie 5 Aalitia dyia 35 38 o (Uil 8 el i)
Siglesale gecnlardll e Saa ils Jil claday) 5 el sl
il (5 sise clglis) 3 sl 3158

chargeable item

Haatiall Al 28K paie

(ITIL Service Strategy) A deliverable of an IT
service that is used in calculating charges to
customers (for example, number of transactions,
number of desktop PCs).

Sl slaall Lin ol 935 Cilada (o yeaic g (il 8 deadll Aol yin)
e Jia) Saall (o 2 gllaall g Adatiuall Adlall AAH) a3 8 a2k
(u:\u\}aj\ 3‘}@‘ Qe }i Glaaall

charging

PN

(ITIL Service Strategy) Requiring payment for IT
services. Charging for IT services is optional, and
many organizations choose to treat their IT service
provider as a cost centre. See also charging
process; charging policy.

lead il Jlall ypany AdUaall o (Sl A Aeasl) Ladl i) (
s sall o paal) Juaii 5 g LR el (b sectila sheall Ln o 5183
ALK S 5 agual il sheall La o 535 ladd 8 g e el

A dUaal) Al Ailall Allaal) dlee Lyl aa)

charging policy

FRIFR RN

(ITIL Service Strategy) A policy specifying the
objective of the charging process and the way in
which charges will be calculated. See also cost.

T lee G Cangl g 5 Ay A (Ol o Aenall ol i)
Lo 251 2L

ALK Loayl a5
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charging process

L) AUl Alee

Ay by Aaly iy el

(ITIL Service Strategy) The process responsible for
deciding how much customers should pay (pricing)
and recovering money from them (billing). This
process is not described in detail within the core
ITIL publications.

gy ) adly iy o

Cliaie 3 e A g sl duleall o (i) (8 Aeaad) dasi) i)
() 58 agie adaall aBin) 5 (prsill) ¢ Slasll

Y L) il 8 dlaall o )

charter 3w | (ITIL Service Strategy) A document that contains B dadd Jualds o (5 sini 488y (i) (o8 deadd) dpasil jinl)
details of a new service, a significant change or Ul 52 282l) 5 sl Haumy Lesale ola JaTE 55 ol S i
other significant project. Charters are typically Ll ellanall il g jLiall 5 la) i€ sf ilasal) A 5,1
authorized by service portfolio management or by a | .&ss8all sl axall juad alails coglhaall Janl) Flew didee Caua gl
project management office. The term charter is also )
used to describe the act of authorizing the work £l dudia ¢y ) 58] L aal
required to complete the service change or project.
See also change proposal; service charter; project
portfolio.

chronological analysis 0 ddasdll | (ITIL Service Operation) A technique used to help Gl pand  bae Lsall w23t 305 g (il B deadll Ji)
identify possible causes of problems. All available Leas 5 Al Jsa Aaliall bl S apend 2y | JSULN dlaisal)
data about the problem is collected and sorted by (o gy g Jlade e lod jig (Sl 5 )l s
date and time to provide a detailed timeline. This oA Glaal e it Sl (51148 jea (Sadl)
can make it possible to identify which events may
have been triggered by others.

Cl type A4l aie ¢ 54 | (ITIL Service Transition) A category that is used to a5 Aglll ealic Caiiall aadiud 338 s (Jiil 8 deas) Jlail)

classify configuration items. The CI type identifies
the required attributes and relationships for a
configuration record. Common CI types include
hardware, document, user etc.

gl Jad 4 slaall ClEdall 5 pailiadl) Ll yeaiad Cayiaill 13
Lo it s padinse, Ay ¢ Slen : Al Aiel) uslic g1 531 e
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ey Al iy el Lal) Al iy )

classification o The act of assigning a category to something. G lasal Capiatll aadfiin 5 Lo (o] Ciitall 30a% Ll ddee 58
Classification is used to ensure consistent Angill jalie Cayiial o e Bale 5« )Wl aadi g5l A
management and reporting. Configuration items, Lo e 5 il 5 (JSLEAD) 5 cnal sl
incidents, problems, changes etc. are usually
classified.

client il [ A generic term that means a customer, the e dead) eSae o) dandl Sl (Jaanll imay paiing ole pllias
business or a business customer. For example, GlBle paal Caal peS (padtiall jiae mllaias adding 8 (JUall Jp
client manager may be used as a synonym for Jadl
business relationship manager. The term is also )
used to mean: iy Layl pitiall llaias Janiony
A computer that is used directly by a user — for (Opeadiveall (3o 5 pilae addin 3 V) Culal) Jea @
example, a PC, a handheld computer or a work Claia o AN Gaulall 5f ¢ padidl) Cuulall Slea Jie
station .Janll

The part of a client server application that the user

directly interfaces with — for example, an email Jie 5t paitusall Lgns Jolily il Sliplai e e S 0

client. (5 A 3l e i
closed Gk | (ITIL Service Operation) The final status in the S s ol sl 5 90 8 Aledl) Al o (i R RN
lifecycle of an incident, problem, change etc. When bl 2y Y Gl el ) S5 Ladic 5oy 5l s o (AS
the status is closed, no further action is taken. e
closure &) | (ITIL Service Operation) The act of changing the S S sl diala gl Al yaay LAY s (il 8 deaall )
status of an incident, problem, change etc. to Sk Al s e ) s
closed.
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il laall aSaill Calaal
G S Alall cld L 5l oSl

(ITIL Continual Service Improvement) Control
OBijectives for Information and related Technology
(COBIT) provides guidance and best practice for
the management of IT processes. COBIT is
published by ISACA in conjunction with the IT
Governance Institute (ITGI). See www.isaca.org for
more information.

L 5d 53S0 5 il sleall aSaill Calaal (il 3 Aeadll paisall il
Bl (e i jlaay ol ) e B jle ga (Can ) Aball il

BB Lynan Aol 5o (ol 028 5 23 e slaall L 5l 535 il
AaS ) 5 Cle slaall L 515385 agma an (gl Sl e slaall i Lo

WWW.iSaca.org sk (> Sl slaall (a2 3l

code of practice

Lol sl

A guideline published by a public body or a
standards organization, such as ISO or BSI. Many
standards consist of a code of practice and a
specification. The code of practice describes
recommended best practice.

Jie Hulee Aadaia gl dale Aan Ji (e 0 s 2 ol ) QLS g8

O el e a5 laall (g sl agxall i 5 50Y)
ol i) ol A el sl s il ga s s lan sl
Lt o sall il jladll

cold standby AUl sla=iudl | See gradual recovery. PR PPN L P X W

commercial off the s als ailimy | (ITIL Service Design) Pre-existing application (5l a5 i S gl Gkt lana gy o (i) (A Aead)) el

shelf (COTS) software or middleware that can be purchased from A ) e e il
a third party.

compliance a5l [ Ensuring that a standard or set of guidelines is Gy 3SU Sl elaLZ Y 51 plaally o) V) (e S 58
followed, or that proper, consistent accounting or L(3mlila g ai3le JSy il jlaall (e la e ) liuladll
other practices are being employed.

component s | A general term that is used to mean one part of JEal Juas o cdina 100 (g0 5 sy a2 ale mlhias

something more complex. For example, a computer
system may be a component of an IT service; an
application may be a component of a release unit.
Components that need to be managed should be
configuration items.

Lin 5l 53 dadd 5K (e (038 (0580 O YD sl il (S
LOMh) Bas g (8 ()5S (5Sy O Lo Gl (Sl 5 ela sladll
A palic 0585 () Gaand 5,100 ) 2l ) Sl
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component capacity
management (CCM)

Lﬂ_vjs.d\ PP 3‘)\3‘\

(ITIL Continual Service Improvement) (ITIL Service
Design) The sub-process of capacity management
responsible for understanding the capacity,
utilization and performance of configuration items.
Data is collected, recorded and analysed for use in
the capacity plan. See also business capacity
management; service capacity management.

Alee o (Jiil (4 Aedl) paivuall Cpranill) (Ll 3 Aead)) ayanal)
e\&ﬁu\&;)d;&mﬂ\)d!d‘:“;}m@;caa.mn'&‘)bﬁ\w&_\s“)é
S Lelats Lebimud s Ll pen oy Al jualie e JS el

R TIPS e REN

Aaall da EJ\J} cJandl dms E)\J! L.a:li @\‘)

component CI

(ITIL Service Transition) A configuration item that is
part of an assembly. For example, a CPU or
memory Cl may be part of a server CI.

L g O e (38 o3 Al omie a (U] 3 Awall J)
G lega 0580 O SI3 5 458 e dndlaa Bas 5 Agh yeainl e (Say
A Slea digd pale

component failure
impact analysis
(CFIA)

Gl Jle 0 Jias

(ITIL Service Design) A technique that helps to
identify the impact of configuration item failure on IT
services and the business. A matrix is created with
IT services on one axis and Cls on the other. This
enables the identification of critical Cls (that could
cause the failure of multiple IT services) and fragile
IT services (that have multiple single points of
failure).

aie Jhe 5l naad g aely Gl s (Jil A sl apeal)(
4 ghime sl 4y Jandl 5l il slaall Lia 51 9385 Ciland e Aings
Ll jualic 5 la ) slae aal 8 il sleall L o) 535 Clladd (0 43580
O S ) Aalgl) Aggill jualic 48 jne Sy cllly AV gl B
Gledd 48 jaa g (Do slra b gl ¢35 ladd (e 22all Jhae s
(el 3ae e las ) Dl il laal) Lin ) 655

computer telephony
integration (CTI)

ol sl oyl

(ITIL Service Operation) Computer telephony
integration is a general term covering any kind of
integration between computers and telephone
systems. It is most commonly used to refer to
systems where an application displays detailed
screens relating to incoming or outgoing telephone
calls. See also automatic call distribution;
interactive voice response.

el ale mlhiae s Cailed) uulall Jal 53 (Jiil 3 deaal) Qi)
13 x|l sal) alii s IV Candall 5 Jeal Cpn dad i) (e g 53
2 L o gy ) Aaail) ) el ) el (i llaad)
55351 Aasilel)l LKAl Aliala Allade CHLILE (a e Cliydal]
bl

el 5 aall 3 )1 LSl S ) sl L g
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concurrency A measure of the number of users engaged in the o 8 A i) Aglaall ey Cpliatial) (Gaeadiuall 23el (e 5

same operation at the same time. Ll
confidentiality 4, | (ITIL Service Design) A security principle that ¥ il J g sl oty ol lase 58 (Uil (3 e2s)l )
requires that data should only be accessed by e g ) (alail

authorized people.

configuration 4 | (ITIL Service Transition) A generic term used to Oade sana e Jul s ale mlhaae s (il 2 deaald) Jlaiil)
describe a group of configuration items that work s s eila slae L 5l 5385 400s e 51 L om0 gl puslic
together to deliver an IT service, or a recognizable e YAl Lyl aodid Al 5 o slae Lin o) 935 003 (e e (52
part of an IT service. Configuration is also used to ST o &gl yualic e jeaind (ailiadll
describe the parameter settings for one or more
configuration items.

configuration baseline > = i s | (ITIL Service Transition) The baseline of a e G &5 Aipma gl 2 je ol s (Uil 3 Aeasll Jlaw)
configuration that has been formally agreed and is gl ok padtiny 5 puiil) 3l dalee Adas) 543 o5 5 Laans )
managed through the change management Adiaall a5 ¢ GEULY) s clebiall GululS s all

process. A configuration baseline is used as a
basis for future builds, releases and changes.

configuration control Al oSl | (ITIL Service Transition) The activity responsible for | 48lal ) o 0 SEI Ge Js el LI o (il 2 2xall Jiil)
ensuring that adding, modifying or removing a O e ¢aible Sy 43 1)y Aigd paie (Y ida ) Joass
configuration item is properly managed — for Aaxd Gl i sl Gl Jl ) Gk

example, by submitting a request for change or
service request.
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configuration
identification

(ITIL Service Transition) The activity responsible for
collecting information about configuration items and
their relationships, and loading this information into
the configuration management database.
Configuration identification is also responsible for
labelling the configuration items themselves, so that
the corresponding configuration records can be
found.

0o e slae et (e g pasal) LLED s (Jiisl  daadl) Jlaml)
312 by sacld 8 e glaal) el Jpan ge LeiEe 5 digdl) jualic
S Gy Lk Ll yualind elansd 30n e Jgpase 431 LS gl
e Aanlial) gl s sl

configuration item (CI) A4S paie | (ITIL Service Transition) Any component or other 8ol bty Aead Jual ol (558 (gl o (dil A Aeasd) Jlasf)
service asset that needs to be managed in order to | _saic JS e Sl slae Jannd 4l 5. Sila slaall L 51 6385 2ok Juary
deliver an IT service. Information about each e o Lo Abdlall o5 gl 5 )l alas (8 Al Jas (8 Ags
configuration item is recorded in a configuration Ledl) ualic (555 Aaxdll Aingly J gaal 5la) Aanid g2 3Lall 350
record within the configuration management system el gleall L 6135 Ciladd Jalii o 5 il 5500 3 jlaps Caas
and is maintained throughout its lifecycle by service Jie pan )l G M5 ¢l iV 5 ¢ Slaall s elma il 5 3 a5
asset and configuration management. Al (g gluse Ll 5 Clleall 315
Configuration items are under the control of change
management. They typically include IT services,
hardware, software, buildings, people and formal
documentation such as process documentation and
service level agreements.

configuration 4l sl | See service asset and configuration management. Aaad]) gl 5 Jgeal 3130 aal

management
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configuration
management
database (CMDB)

Ligil 5 ,)3) iy sacld

(ITIL Service Transition) A database used to store
configuration records throughout their lifecycle. The
configuration management system maintains one
or more configuration management databases, and
each database stores attributes of configuration
items, and relationships with other configuration
items.

Aggl) Bl Jadad aadind iy sacld 4 (Jsil A deasd) Ju)
Ga I gl Ban) 5 Jading Aggil) 5 o) ol 5 Lgiln 3550 e e
gl jualie (ailiad Lehe JS (380 5 digdll 5o by 21 8

AV Al jualie e lgildle

configuration
management system
(CMS)

Tl 5,19) S

(ITIL Service Transition) A set of tools, data and
information that is used to support service asset
and configuration management. The CMS is part of
an overall service knowledge management system
and includes tools for collecting, storing, managing,
updating, analysing and presenting data about all
configuration items and their relationships. The
CMS may also include information about incidents,
problems, known errors, changes and releases.
The CMS is maintained by service asset and
configuration management and is used by all IT
service management processes. See also
configuration management database.

Jsmal 31530 acal &l ga¥) (g0 e sana s (i) (3 deadll Uil

e ssing s Aaadll 48 pra 1) ol (e s n g ¢ daddll Aiggls
e iy (e 5 sty Cans 5 )l 5 0338 5 gend il ol
Cilaslaa o Lo Jaidy 885 andl Lpnann Lgil8dle 5 gl jualic
LEULY) 5 el il g Rd g yaall gUadY g o JSLE 5 eaal sall e

i 5 Aaddll Aigd 5 J gaal 31 50) A 5 Ll 313} allai s )l a3
(il glaall Lin o 6385 land 3 ) Sililee ayes (e

Al 5 ,)a) il 3aclE Loyl aa)

configuration record

(ITIL Service Transition) A record containing the
details of a configuration item. Each configuration
record documents the lifecycle of a single
configuration item. Configuration records are stored
in a configuration management database and
maintained as part of a configuration management
system.

Al puaie Jpealdi o (5580 das 5 (U] (3 sl Jlas)
G033 oy aa) g Al puaie Bla B 93 Agld o IS Biss e
AUl (e o jaSladad Cua Agill 3l Sliky Bacld 8 Al Sl

Al 5
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configuration structure

(ITIL Service Transition) The hierarchy and other
relationships between all the configuration items
that comprise a configuration.

G On A Y) ARl 5 e sel) Julall s (i) (3 danal) Jliwil)
Al 478l Al yualic

continual service
improvement (CSI)

Lol atondl) ol

(ITIL Continual Service Improvement) A stage in
the lifecycle of a service. Continual service
improvement ensures that services are aligned with
changing business needs by identifying and
implementing improvements to IT services that
support business processes. The performance of
the IT service provider is continually measured and
improvements are made to processes, IT services
and IT infrastructure in order to increase efficiency,
effectiveness and cost effectiveness. Continual
service improvement includes the seven-step
improvement process. Although this process is
associated with continual service improvement,
most processes have activities that take place
across multiple stages of the service lifecycle. See
also Plan-Do-Check-Act.

Laxd sl Blin 5 )50 A A jo A (i) 8 Aeaall jaiall aunill)
laadll 3l deadll il Cppanll Gacay 5. il slaa bia 5l S5

iligenil) Bl 5 2053 JMA (ge 5 _saiall Jeall cilalial we dadial)
Jandl a2 ) il glaall L g 635 Sladd e

o) a5 e slaall L o1 S5 Cilaad adia ool Gl ) ey oy
Agiatl) Al 5 chla slaall Lia ol 035 Ciladd 5 cchlilanll Cilipeas
Jedi 28K A1ad 5 Aulladll 5 3o LaST 30l ) Caags e glaall L ol o3
el e pe L 5 e shad madl @l Cppanil] dlee Al yall 038
adil Ll cilleall e U G V) Aaddll paiisal) (el Ay
Aaadll Bla 5 93 Jal je (e 2aell B

m_@\)_dﬂ\_kk;%hmw\ca\)

continuous availability

FURISIENEY]

(ITIL Service Design) An approach or design to
achieve 100% availability. A continuously available
IT service has no planned or unplanned downtime.

Ay Aal) Giat) apanad ) Al o (il 8 Aeod)l apena)
Lia o] 935 Aaadl Banie daa jie 5l 3ae (il 65 Cii g aa 9 ¥ 5 <0100
Laila Aalie )55 Al il sleall

continuous operation

yatosal) Jazil)

(ITIL Service Design) An approach or design to
eliminate planned downtime of an IT service. Note
that individual configuration items may be down
even though the IT service is available.

i o) Cadad a5 A e & (i) 8 Aendll )
oany o Aasdle e eile shaall L 51555 Clard (gaaY G 20
il slaall L gl 935 dadd S gl Jin 48 g () 55 28 Aingdl) yualic

38 5l
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contract

A legally binding agreement between two or more
parties.

ST 51 0 ke G B 8 A e 3816 s

control =il 481 | A means of managing a risk, ensuring that a A Y el sl Jaall Cilaal (383 lawal Hlalaall 5510y Alus &
business objective is achieved or that a process is «le) Y s ecbubpd) Jai aatl) il Al 5 Aigma duleny
followed. Examples of control include policies, Lo 5 ) QU1 5 Alinal) Gl AU 203)) 28 shima ¢ ) 52Y)
procedures, roles, RAID, door locks etc. A control is ddles ¢l ya) sl slian el jal Gl Gany G oSl 301 e 3l
sometimes called a countermeasure or safeguard. ol e ) gl yualic aal @l gl i aladind 5 )] Load iad LeS
Control also means to manage the utilization or (e slaa L 5l iS5 dads
behaviour of a configuration item, system or IT
service.

Control OBjectives for 5 Slasheall oSaill il | See COBIT. G S gl

Information and
related Technology

Alall ¢l L gl Sl

control perspective

fSaill ) slaie

(ITIL Service Strategy) An approach to the
management of IT services, processes, functions,
assets etc. There can be several different control
perspectives on the same IT service, process etc.,
allowing different individuals or teams to focus on
what is important and relevant to their specific role.
Examples of control perspective include reactive
and proactive management within IT operations, or
a lifecycle view for an application project team.

L o1 535 ladd B,0Y Aa 55 s (Jiil 8 Aeadll Bl i)

ac da gy 3 Wy g sl il gl g ccibilaall 5 el slaall
Loy el e ol Alaall o glaall Ln 51 5363 add (puiil oSl 5 dalie
Aal) el 5 Aaled) a1 e S 5l daliaall (5l i o 3 ey
31aY) 5 Alladi¥) 3 )oY aSall julalie Al (ye Aualall aa )5l
all 5550 ) shaia ol el sleal) Lin o) iS5 Joans il A 300,
e il 5 e (B sk Aalall

control processes

r';Saﬂ\ Gllee

The ISO/IEC 20000 process group that includes
change management and configuration
management.

513 dadii 1 20000 533V (8 3 s sall Clilasll de gane A
Al 3l 5 il
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core service

JauluY) deaall

Ay by Aaly iy el

(ITIL Service Strategy) A service that delivers the
basic outcomes desired by one or more customers.
A core service provides a specific level of utility and
warranty. Customers may be offered a choice of
utility and warranty through one or more service
options. See also enabling service; enhancing
service; IT service; service package.

gy ) adly iy o

B e yall AullY il Jaa i dadd o (J.m! JPLEOREN | TEN )
M\de}mmbY\uAﬂ\)ﬂyM )AS\J\JM;JAAUA
P clilaall g adliall (e 220 Je eSlaall Juany 5 lazall

ledd Ao gana gl Baal g Al

ALy o slaal) L ol S5 Aa2d 37 Jre Aadd A€ Aedd Lyl )
leaaldl

cost

PR

The amount of money spent on a specific activity,
IT service or business unit. Costs consist of real
cost (money), notional cost (such as people’s time)
and depreciation.

Cla gl Ui o) 55 20k 51 (e B o ] a1 ALl el s
CallSall 5 (JLal) adadl Sl e Jaiiy ciine Jac 3355
UGN 5 (il ) il

cost benefit analysis

i 5 33 Jias

An activity that analyses and compares the costs
and the benefits involved in one or more alternative
courses of action. See also business case; internal
rate of return; net present value; return on
investment; value on investment.

e e il

alall | sl Alall Jaeae cdullal) daual) Sia (Jae Apcad Liayl &l
Ol dad laiiayl e

cost centre

(ITIL Service Strategy) A business unit or project to
which costs are assigned. A cost centre does not
charge for services provided. An IT service provider
can be run as a cost centre or a profit centre.

g aoba sl dae sans e 3oke s (Al 2 Aeadd) Al i)
Loty ) lasal) Ry RIS S 0 il ¥ 5 Sl ) s 5
5 A 3 5 e slaall L K5 Cldd adie S o O (S

o0 RoaS
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cost element

Ay by Aaly iy el

(ITIL Service Strategy) The middle level of category
to which costs are assigned in budgeting and
accounting. The highest-level category is cost type.
For example, a cost type of ‘people’ could have
cost elements of payroll, staff benefits, expenses,
training, overtime etc. Cost elements can be further
broken down to give cost units. For example, the
cost element ‘expenses’ could include cost units of
hotels, transport, meals etc.

gy ) adly iy o

o il e dass siall (5 giall s (Uil 3 daadl) Al yiul)

o Dl G (s st e b Aol 5 4 3) sall 8 ClSE Ll 2a i
e daidy B 1 A Al ¢ g U daes e Sl g 5

e )il eculaanl) ¢ pals gal) cﬁl_u i all B giS o 4l yalie
Glaa 5 ) A8 pualic awdi (Sayy W e 5 Y] Jaall i
Al Glan g e Jaidy Al sl v AaKEl) aie Jie 4SS
L g elia ol 5 el sall 5 oLl

cost management

oIl 5 )

(ITIL Service Strategy) A general term that is used
to refer to budgeting and accounting, and is
sometimes used as a synonym for financial
management.

LI i ale mllaias 5 (i) (8 Aanal) dasi) i)
Alall 3yl ool yaS Ulad anding 5 ol s 453 sall

cost model Al =340 | (ITIL Service Strategy) A framework used in Al el 8 axaied Jae U] o (il 8 deasl) dual yid)
budgeting and accounting in which all known costs | «3ae s Seal Lali 5 ddias oIS gian Janad oy Cua dalaall
can be recorded, categorized and allocated to b Jeall las
specific customers, business units or projects. See
also cost type; cost element; cost unit. AR 3as 5 S jeaie A ¢ g Lyl aa)
cost type kil ¢ 4 | (ITIL Service Strategy) The highest level of Led a3 A ) (g s s Ao sa (i) (3 Aaadd) Ao i)

category to which costs are assigned in budgeting
and accounting — for example, hardware, software,
people, accommodation, external and transfer. See
also cost element; cost unit.

ol 5 Sl yall 53 3ga ) ;e Lanlaall 5 4531 sall 8 o<l
LJail) gaay) Sl g
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cost unit

Ay by Aaly iy el

(ITIL Service Strategy) The lowest level of category
to which costs are assigned, cost units are usually
things that can be easily counted (e.g. staff
numbers, software licences) or things easily
measured (e.g. CPU usage, electricity consumed).
Cost units are included within cost elements. For
example, a cost element of ‘expenses’ could
include cost units of hotels, transport, meals etc.
See also cost type.

gy ) adly iy o

@M}@\Q@\wdweﬂgﬁ(@@igh;ﬂ\&#b:w\)
¢pila sall dac D) aal) Al AAKN a5 (5585 e Bale callall
Bas g aladinl Jasa) Lol SaYL bl 5l (el all (il jiaae

O e Ll LS (Aaatiianall el 5o a5 ¢3S 5l dallaal)

i 4415 a5 Sle "elaail) 28l juaie diay 38 AASH) jialic

G s 1 5 Sl gall ¢ aaliall

A g gL g

cost effectiveness ad<ill 43 [ A measure of the balance between the Jlaal sl dleall cdaadl) 4605 5 dallad G Lo 45 lall (ulie oo
effectiveness and cost of a service, process or Aian s Jal bl (ga 55 Sl A Allail) A8 <l Aleal)
activity. A cost-effective process is one that
achieves its objectives at minimum cost. See also Ol el ¢ laiiia¥) e ailall sl e 1Y) Cl e Liay] B
key performance indicator; return on investment; LdWll
value for money.

countermeasure Jas ¢l 2 | Can be used to refer to any type of control. The lhias Jerion LS aSaill Gl (g ¢ 53 51 () LA padiiy
term is most often used when referring to measures | ol 255 G ) se¥) LY vie Glall el i sliad) o) jaY)
that increase resilience, fault tolerance or reliability Lis o 935 axd (1 8 alaio W) 5 Ul dalans 5 ol 300 5
of an IT service. ila glaa

course corrections Ukl maai | Changes made to a plan or activity that has already 1 38 (e Bl 5l dima ddad e Lag)sa) ay ) Sl psl s

started to ensure that it will meet its objectives.
Course corrections are made as a result of
monitoring progress.

e iy s bl Sia 4df e 2SU) Caagy @lld 5 ¢ Jadlly o2ui
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crisis management

ORI

Crisis management is the process responsible for
managing the wider implications of business
continuity. A crisis management team is
responsible for strategic issues such as managing
media relations and shareholder confidence, and
decides when to invoke business continuity plans.

el 3] el e A yiall Y1 8,00 e Al asall laall
5130 i Aagl i) Ladl) e J g pasall ila 5315000 (3 58 i
25 ele il ol e ) s g lanal A8 5 dalal) CEM)
el 4y ) paias) Talad

critical success factor
(CSF)

2ol Gy ) Jal

Something that must happen if an IT service,
process, plan, project or other activity is to
succeed. Key performance indicators are used to
measure the achievement of each critical success
factor. For example, a critical success factor of
‘protect IT services when making changes’ could be
measured by key performance indicators such as
‘percentage reduction of unsuccessful changes’,
‘percentage reduction in changes causing incidents’
etc.

S ahs sl s e sl Alee ol Zlad GaTl Ay )5 el pualinl) (a
(83 (ulall Al e 1Y) &l e 2R 5 e slaa Lan o 535 Aadd
L 5l 35 laad Alea i e baill At Hl Jal sall (0 JS

Ll glal ) i ge Aol gy alE) AN ")y 2 die e glaall
oo Qi) Ao 5 Ml e ) 8 Julisl) At e

) a5 ) s Lgie ey Sl il

CSl register 4aaall jaiudl yskill Jaw | (ITIL Continual Service Improvement) A database Ll 43y o iy saeld o (Jii) 2 4eaall jeiaall (ppuanill)
or structured document used to record and manage Ll 550 JOA Laadlll gl a8 3 5la) 5 Jasaa] a2A03
improvement opportunities throughout their
lifecycle.

culture 48 | A set of values that is shared by a group of people, L Loy calas V) (e Ao sana o LS Jlia oy il (g0 Ao sama (A

including expectations about how people should
behave, their ideas, beliefs and practices. See also
vision.

el slaa 5 agilating can IS8 (il 43 i o Cang Le a5
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customer

Someone who buys goods or services. The
customer of an IT service provider is the person or
group who defines and agrees the service level
targets. The term is also sometimes used informally
to mean user — for example, ‘This is a customer-
focused organization.’

L}‘Lf‘ Jaee iiny s, Gilaaad) I Bl g il A el ga
233 Al de gaaddl 5 padiill il glaall Lia gl 635 Ciladd adia
o Ll 3lanl) ellaan adiiy Aaddll (s sise bl e (38153
:JEall Ja e epariiunall inay any e IS (s (an

Sedandl e 5 i Ao 28" J g

customer asset

Jeandl J g

Any resource or capability of a customer. See also
asset.

,M\Lﬁ\)ﬁ;id)\}a@

Jwal L el

customer agreement
portfolio

e Sand) LB Ay

(ITIL Service Strategy) A database or structured
document used to manage service contracts or
agreements between an IT service provider and its
customers. Each IT service delivered to a customer
should have a contract or other agreement that is
listed in the customer agreement portfolio. See also
customer-facing service; service catalogue; service
portfolio.

i Al A5 o) iy sacl b (Dl A Aeadd) Gl i)
e slrall L 5l 535 dadd e (s LAY ol deadl) 2 g 510y
255 o Jpend et e shaal) Lin 15385 Aaxd ISV gy 4Blee
Liadl gal ) e Dlaal) LA A Gann da e 48l 5 Ne (yaun

(leaal) s (cileadll (e ¢ e Dleall dgal ) daasll

customer portfolio

¢ and) dnaa

(ITIL Service Strategy) A database or structured
document used to record all customers of the IT
service provider. The customer portfolio is the
business relationship manager’s view of the
customers who receive services from the IT service
provider. See also customer agreement portfolio;
service catalogue; service portfolio.

A A0S A8 5 ol by saclE o (il 8 4easd) Aa jinl )
e ) Jiai 5 el sheall Lin 5l 55 A adie ¢ Dae apen Jamasd]
L 5l 935 Aadd ada (e el (55800 (] eDheall J ga Jaal) lEDle
.la glaall
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customer-facing
service

e Dlanll dga) sall deaal)

(ITIL Service Design) An IT service that is visible to
the customer. These are normally services that
support the customer’s business processes and
facilitate one or more outcomes desired by the
customer. All live customer-facing services,
including those available for deployment, are
recorded in the service catalogue along with
customer-visible information about deliverables,
prices, contact points, ordering and request
processes. Other information such as relationships
to supporting services and other Cls will also be
recorded for internal use by the IT service provider.

5 «Jaanll 5 jallall il sheall 43385 daxd A (il (3 Aeadll sl )
Jaead) cilaliia) A5 g Jaall Sllae ae 38 iladd 3ale 22 5

ol AL asal) L Lay #Shanll g sall Cilanll aan a2
«M\S M aaliaddl LI\.A)L.J\ e L;‘ 33\..4‘2114 «laadll ul,.u Lﬁ
10 5 ol lilee 5 Jlaiy) ol el

palic 5 3ailuall Gleadll 5 CUEAIS 5 AY) il glaall Jiaus 3y

Aasdl) e 8 (e R0 AR5 Rl

dashboard

oldas gl

(ITIL Service Operation) A graphical representation
of overall IT service performance and availability.
Dashboard images may be updated in real time,
and can also be included in management reports
and web pages. Dashboards can be used to
support service level management, event
management and incident diagnosis.

Glard oY aladl JAN by Jiial b (Sl b deadl) Jaoiii)
i O OSa abl) s ) il gy 5 AALY) 5 eilaheall L ) S5
Al ol ) Ltilia) Sy 5 ¢ ladll 5l G gt
303 acal Ll Lalatiinnd ¢Sy Gl s gl 5 i) ciladaa
) gall el g eulaa 5 5 daadll (s e

Data-to-Information-
to-Knowledge-to-
Wisdom (DIKW)

I~
¥

gz

3

E\ﬁ’_s
c
1."" £

(ITIL Service Transition) A way of understanding
the relationships between data, information,
knowledge and wisdom. DIKW shows how each of
these builds on the others.

5 Sl G B el 25, b (U Aesad) g
o3 (o IS o B (i A5 sl o2 5 AaSal) 548 jaall 5 e slaal
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definitive media

saninal) Lailus ol) 45ia

(ITIL Service Transition) One or more locations in

Ol a8 053 T 51 ol 1S o (sl 8 deaal) Qi)

library (DML) which the definitive and authorized versions of all OSars e pl) Ll jualic auaad Badinall 5 48 jaall @l jlaay)
software configuration items are securely stored. Jie d3ale dggd yualic Liayf sadinall Jailu )l 48 (5585 ¢
The definitive media library may also contain G sl s Baaly Adlale o jA5 Allale A 5 Sl sl )
associated configuration items such as licences Laiad 5 Aagill 55)2) 5 Aaxdll J gl a2 g oy Aalad SUal 3ae
and documentation. It is a single logical storage Al Bl allas 8 Ll
area even if there are multiple locations. The
definitive media library is controlled by service
asset and configuration management and is
recorded in the configuration management system.

deliverable <lilas | Something that must be provided to meet a 3 Aa2all (5 g 480680 il Sl Bt alia 5 Cony (53) (L5

commitment in a service level agreement or a
contract. It is also used in a more informal way to
mean a planned output of any process.

f.:..‘u GAM‘)‘).A.QL;S.HH ’L@”‘Qw 1@.54...4;.4@““ D 9 ’Asr_

demand management

bl 33

(ITIL Service Design) (ITIL Service Strategy) The
process responsible for understanding, anticipating
and influencing customer demand for services.
Demand management works with capacity
management to ensure that the service provider
has sufficient capacity to meet the required
demand. At a strategic level, demand management
can involve analysis of patterns of business activity
and user profiles, while at a tactical level, it can
involve the use of differential charging to encourage
customers to use IT services at less busy times, or
require short-term activities to respond to
unexpected demand or the failure of a configuration
item.

AV o (Bl 8 Aol dal yin)) (Jil 3 deadd) azenal)
Giin ) Gis Jend 5 cilaasl e e Dlasl) il 4an 555 pgd L o3y
Aalal) ie callall 40 LA Zaadl 3 gy e 2SUD dad) 5 510) ae

Jilas e Jaids of (S llall 31 (b o) jiuY) (s siuall e
shhadl) s sl e Ll Gpendiivall cliial so 5 Jasll daidil 73l
¢ andl aanitl 3 puriiall ALl Adlaall alasiivd e Jails of Sy
FIRESIN W RER P P J DR PO IR P J DR QIREYC M g
Al pealic aal g 5) adgie puall bl Qi sl <l i e
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Deming Cycle

Tl B 50

See Plan-Do-Check-Act.

M-@U-@/-Aﬁa@&m&];ﬂ/‘)ﬂ

dependency dalaey) @il | The direct or indirect reliance of one process or Lo o il el dle J Ll o ke alaic] g
activity on another.

deployment oe3xdll | (ITIL Service Transition) The activity responsible for ) e S J e J ghnnall L) s (il (3 Aeadd) Jam)
movement of new or changed hardware, software, el pa) 3l saas e el eillee Sl (@l ) cilina
documentation, process etc. to the live 5 UBYI 8l Alee (o s a s Gadaill 5 Agladl) ) ) dgle
environment. Deployment is part of the release and Lol
deployment management process.

depreciation iy | (ITIL Service Strategy) A measure of the reduction e Jpall aal Aad (ol Gubite 9o (il (8 Aeatl) ) i)
in value of an asset over its life. This is based on Glal e la e 5 S 5 By e el @l 5 il jlae
wearing out, consumption or other reduction in the Al dagl) ais
useful economic value.

design ~ai | (ITIL Service Design) An activity or process that o illlaiall aaa Lead o Alae 5l Bl s (Jibl (8 Aexd)) wanal)
identifies requirements and then defines a solution cbdliall oda (Gaas e o8 da ol o5
that is able to meet these requirements. See also
service design. Anill mpanai Liayl aal

design coordination Gulitdl axeaill | (ITIL Service Design) The process responsible for O Lad Gauaiill o Al g jusal) laall o (Jil 3 Aa2dl) mranari)

coordinating all service design activities, processes
and resources. Design coordination ensures the
consistent and effective design of new or changed
IT services, service management information
systems, architectures, technology, processes,
information and metrics.

d.mw\ M\ AS_’}Q.)_S ,a.AAA.“ MJJ‘_}AJQW}Q\L@
Aadail e slae Lin SISE Aard s 5l e ie Al 1 320y
oalidl 5 e gledll el Al Al cilasll e slen s
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detection

Ay by Aaly iy el

(ITIL Service Operation) A stage in the expanded
incident lifecycle. Detection results in the incident
becoming known to the service provider. Detection
can be automatic or the result of a user logging an
incident.

gy ) adly iy o

Al G gl 8Ll 55 50 3 Als e o (il B Aol (i)
055 of oSy Bala 3 sa g dandll pia ) ) SLIESY) e iy
s iy p28se a1 i 50 O (S Sl Lalali ELEY)

development

sk

(ITIL Service Design) The process responsible for
creating or modifying an IT service or application
ready for subsequent release and deployment.
Development is also used to mean the role or
function that carries out development work. This
process is not described in detail within the core
ITIL publications.

) died 5 oLl (e A gsall dlandl o (il 8 Aead)) ayana)
sl 3B B ks il ikl aal 5l e slaall L 5l 535 Cilaaa
syl

Y Al il A el & 5ol

development skl Ay (ITIL Service Design) An environment used to Gilead Jaaad ol oL aadid L o (Jil 8 4exdl) araal)
environment create or modify IT services or applications. sl il (65 Y Bale ikt o e slaal) L 5l 655
Development environments are not typically Ll ol LERY) Ay G LS el (e A all Gl el
subjected to the same degree of control as test Al
or live environments. See also development. ki Ll aa)
diagnosis o=l | (ITIL Service Operation) A stage in the incident and | JSLial sf sl sall sla <l ) g0 3 Ala e b (Sl b Aeadl) Jiaiii)
problem lifecycles. The purpose of diagnosis is to AR (g0 Canall ypan ol alall el bl syl Caag
identify a workaround for an incident or the root
cause of a problem.
diagnostic script sl ai | (ITIL Service Operation) A structured set of Uil 53 233505 ALY (e 0S8 Ao sana sa (i) B aad) Juais)

questions used by service desk staff to ensure they
ask the correct questions, and to help them
classify, resolve and assign incidents. Diagnostic
scripts may also be made available to users to help
them diagnose and resolve their own incidents.

agiacbual 5 Asaall Al () sl agh e aSUl dansll (i€ ol
Casnai bl U O (S s Leean s Lela s Sl sall jad e
:ha\.;j\ ?@h‘}; da 5 il @ ?g_"ﬁ_\r_\.;.ml ug.o.\;u.mﬂ A )AM' sl
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differential charging

5 yrial) Alal) AdUadl

A technique used to support demand management
by charging different amounts for the same function
of an IT service under different circumstances. For
example, reduced charges outside peak times, or
increased charges for users who exceed a
bandwidth allocation.

UM%LMHLUM\@)LUQJHHJD\PGJ?MQ}J}A
cadlsl) Sl M;A\u\ﬁj}(\@uu}u\h;}b& CGledd dgla g
s sl Al cadlsall saly ) }i W) J3Y) i 51 3 daadadl)

MCM|uhM|dAJM

direct cost 5l 4dlS3 | (ITIL Service Strategy) The cost of providing an IT Cllo slaall Lin o) 935 Ciladd i 460K o (il 3 Aaadd) duadl jiu(
service which can be allocated in full to a specific e A5 S 5 S A diee Gl e JalSIL W o oS
customer, cost centre, project etc. For example, the SRS it e a8 el wal AIKH Dl 8 e sl (ara g s e
cost of providing non-shared servers or software il andl
licences. See also indirect cost.
Bdle e AT La aal )
directory service Jdall deas | (ITIL Service Operation) An application that il Aalal) il sleall 55100 o 58y Gaudad s (il (A Aol (e
manages information about IT infrastructure ALYl 4%l e daliall cila slaall L 5l i€l dgall
available on a network, and corresponding user e slaall () Jsea sl aeadiosadl Gladla
access rights.
document i, | Information in readable form. A document may be 35 4 058 Ol S ABF I 5 3o 5 jia ) s (8 e glae A

paper or electronic — for example, a policy
statement, service level agreement, incident record
or diagram of a computer room layout. See also
record.

Do sl (5 g Bl A (s :00m iy S 51 48
‘_A:)H &T\M\AM Epaﬁm_}lﬁm}iy‘) ’xmla

o Ll aal
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downtime

(ITIL Service Design) (ITIL Service Operation) The
time when an IT service or other configuration item
is not available during its agreed service time. The
availability of an IT service is often calculated from
agreed service time and downtime.

058 e gl g (Ll o Aeadd) Q) (Jil 3 Aead)) apena)
JOA dalie e Al jalic aad sl cila sleall Lia o) 535 dada 438
e Gaidl daadll i

L 5l 535 lead (e dand gy Aalall AalY) Cilaia) 30le a3y
gl g g e Gita) deaall iy e Teliy e slaal

driver

@’b

Something that influences strategy, objectives or
requirements — for example, new legislation or the
actions of competitors.

& Da ,lallaia o Calaal j«’\.};.ﬁbhﬁ\%«\;ﬁgﬂ (ol
LCmeadliall Jladl o ayas

early life support
(ELS)

Sadll pe

(ITIL Service Transition) A stage in the service
lifecycle that occurs at the end of deployment and
before the service is fully accepted into operation.
During early life support, the service provider
reviews key performance indicators, service levels
and monitoring thresholds and may implement
improvements to ensure that service targets can be
met. The service provider may also provide
additional resources for incident and problem
management during this time.

o 0585 Aa2a) Bl B ) 90 A Ak ) Al ye o (i) 8 Aeadld) )
4add adiae a iy B Ll Sl OUY) U8 5 deadll sk Ales

21 ) i 5e daand e jSaall acall 353 IS il glaall L o) 935
Cyaal Clina’ 48lca) 5 3 panl) 481 e s cdeadll il shoa s )
Jleadll Galaal 3adas

8Ll 3] g b s il shaall Lin K5 2ads i Liadf o5
A gl Zaalal 5 ylay

economies of scale

JERRTRERPEIOR:]

(ITIL Service Strategy) The reduction in average
cost that is possible from increasing the usage of
an IT service or asset. See also economies of
scope.

) 5 231 Jass gie QW85 g0 5 5le o (Dl 8 dendll Apagil yin)
e slaall Lia o) 955 ladd gaa) 5 J ) aal alasiiud 30y

(Uil sl Lyl gl
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economies of scope

olaill clala)

(ITIL Service Strategy) The reduction in cost that is
allocated to an IT service by using an existing asset
for an additional purpose. For example, delivering a
new IT service from an existing IT infrastructure.
See also economies of scale.

Cladd (52aY 53 s yall A8 85 g2 (Sl 8 A dal yiud)
CalaaY 53 ga gall J gl Il (33 sk e il glaall Lia ol 635
ll o yh e Buas Cllasbaa L o1 935 Ladd Jaua 5 1l (5 A
3353 gall e slaall Lia o) i€ Al

eaall il Liag gal

effectiveness 4ldll [ (ITIL Continual Service Improvement) A measure of | <yl culS 13 L SEl Gulie oo (i) 8 4eadll jaiuall (el
whether the objectives of a process, service or Lzl o dleall s Y sl ciag 8 Lo oL ol dand sl Adeny Lialal)
activity have been achieved. An effective process Lede séial) adlaal 3iay 53 b o Jladl)
or activity is one that achieves its agreed
objectives. See also key performance indicator. Aol oY) @l e Lyl aa)
efficiency 3.l | (ITIL Continual Service Improvement) A measure of DA aladil) saal Guliie oo (i) (A deadll el il
whether the right amount of resource has been Lleall 3835 Lo Lol gl deas 5l dlee Jpnm 531 3 ) sl (o ol
used to deliver a process, service or activity. An Ga L e 5 alad V5 Jlall s sl (g Saa a8 Jib Ledlanl oSl
efficient process achieves its objectives with the ) sall
minimum amount of time, money, people or other
resources. See also key performance indicator. Aol 1oV @l e Ll aa)
emergency change ss o wsd | (ITIL Service Transition) A change that must be Ao o il 0288 iy (o) il s (Jiil (A Aeadl) Juasl)

introduced as soon as possible — for example, to
resolve a major incident or implement a security
patch. The change management process will
normally have a specific procedure for handling
emergency changes. See also emergency change
advisory board.

Oe oial gnal Baadat ol A ) Dalad s alag) 1Dl AiSas
Ula i aels) aly e ol pa) a3 510 (sal i g5 Of andall
LA Ual) ol sl

AUl @l jpill g liial) (ulaall Lyl aal
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emergency change
advisory board
(ECAB)

Syl g Laia) ulsall
4,al)

Ay by Aaly iy el

(ITIL Service Transition) A subgroup of the change
advisory board that makes decisions about
emergency changes. Membership may be decided
at the time a meeting is called, and depends on the
nature of the emergency change.

gy ) adly iy o

L) Galaall (e A i Ae gana g (i) 8 Aeasd) Uil

Dbia) oy 28 48 Ul <l sl (a gemd Sl )8 230 a5 il
s glaial die calh vie & jUal) @l el 5 HLEY) Gualaall sliac
.u)u|)#ﬂ|@la&ﬂ3¢du’

enabling service

FEIVETRT

(ITIL Service Strategy) A service that is needed in
order to deliver a core service. Enabling services
may or may not be visible to the customer, but they
are not offered to customers in their own right. See
also enhancing service.

Al Aeadll 5 gl gllae dead o (Dl 8 Aeaad) dagl i)
8 pdle entS Lo oy ¥ (815 dsanll oo Aite ) 8 pall (S5 8
daell )

33):./4 4and L..ag\ &\‘)

enhancing service

5 jme dadd

(ITIL Service Strategy) A service that is added to a
core service to make it more attractive to the
customer. Enhancing services are not essential to
the delivery of a core service but are used to
encourage customers to use the core services or to
differentiate the service provider from its
competitors. See also enabling service; excitement
factor.

Lulud) &axal) ) Gilal dand oo (i) (o deaddl Al jiu)
Lpailly 4y ) 5 e 85 re exdl) ity Jpeall dpdla ST
4axd Jlanind o e Slanl) gaandiil 223005 L3S0 5 Lpulul) 4aaall

Omdliall e DA ol dauld

el Jalall Aiae Fand Lyl

enterprise financial
management

il gall A0l 3 5laY)

(ITIL Service Strategy) The function and processes
responsible for managing the overall organization’s
budgeting, accounting and charging requirements.
Enterprise financial management is sometimes
referred to as the ‘corporate’ financial department.
See also financial management for IT services.

313 o A g pasall Clgleal) 5 Cailla 1) o (i) 8 Aeasd) Dl yiu)
o Al B yla) Wl a5 Alall AlUaall 5 A sall ililisn 5 45 3) 5

la sleall L 5l 5365 Cilarad L) 5 oY) Lial aal
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environment

Ay by Aaly iy el

(ITIL Service Transition) A subset of the IT
infrastructure that is used for a particular purpose —
for example, live environment, test environment,
build environment. Also used in the term ‘physical
environment’ to mean the accommodation, air
conditioning, power system etc. Environment is
used as a generic term to mean the external
conditions that influence or affect something.

gy ) adly iy o

L sd 53S0 Ainill i) (e Ape i de sane (A (i (8 Aeaad) JU)
LAY Ay dgledl) ) 1 Jie o el (i jad deadiial) Cila slaall
Lol 4y

Loiod e g A A Al ca k)

error W | (ITIL Service Operation) A design flaw or die i by Jd g aaail) 8O s (il 8 deaddl (i)
malfunction that causes a failure of one or more IT | .o slaal) Lia 65 Cilao of Lgill yualic (o ST 5 paial Jlae
services or other configuration items. A mistake raie o S Cusy Bhla dilee Sl e padd (e ) lal) ey
made by a person or a faulty process that impacts Ll Uadl) ) 5 (g0 e glaa L 5l 535 Aadd 5f Al
a configuration item is also an error.

escalation xwaill | (ITIL Service Operation) An activity that obtains sie Aila) 3 ) se e Jomny Ll (o s (il L3 Aedl) Qi)

additional resources when these are needed to
meet service level targets or customer
expectations. Escalation may be needed within any
IT service management process, but is most
commonly associated with incident management,
problem management and the management of
customer complaints. There are two types of
escalation: functional escalation and hierarchic
escalation.

0585 38y Juaall il g of Aaadll (5 gine calanf (3s8adl L) dalall
5 ol shaall Lin 5l 535 lant 03] ales (51 (8 L) 5 e il
Slandl (5 0S5 5ol g JSWaall 5 1ol s il sall 5 ylals Wile a5y 431
et dmal 5 Al g dmaal s vl (e (e 5 aa g
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eSourcing Capability
Model for Client
Organizations (eSCM-
CL)

#Daall Clasusal g Y

Ay by Aaly iy el

(ITIL Service Strategy) A framework to help
organizations in their analysis and decision-making
on service sourcing models and strategies. It was
developed by Carnegie Mellon University in the US.
See also eSourcing Capability Model for Service
Providers.

gy ) adly iy o

o Sl sall baclial Jae ) g (Uil 8 deadll dpagil yil)
a3 laddll dgat 2 i 5 Cilasbyu Lualall ol ) jal Hasl 5 Qi)
Aol g e Dlaall Dl gal 3 g 5STY) dgatll ) 508 3 iy gl

ke (S Arals

laddll vl g SSTY) agaill ) a8 3 sai Ll pal

eSourcing Capability
Model for Service
Providers (eSCM-SP)

Gleadll andal g STy

(ITIL Service Strategy) A framework to help IT
service providers develop their IT service
management capabilities from a service sourcing
perspective. It was developed by Carnegie Mellon
University, US. See also e-sourcing capability
model for client organizations.

Gledd edie sacbual Jee Ul ga (Ji) (8 a2l cilulin)
Bl shia (e agilend 513 L gl b e slall Lis 5l 55
Glaadl) canfal (g SIY) dygail) Ol ja8 23 gai g ghai o3 leadl)
sk (S Aaals Aol

laadll adial g SSIY) agaill ) a8 3 sai Ll a5

estimation &5 | The use of experience to provide an approximate sl padia g A ) Gulfial Ay 5 el il 5 5] pladind) s
value for a metric or cost. Estimation is also used in | .48 Ll y 73l by 3k (e i 435S 2alY) 5 Al 5 l0) b Laf
capacity and availability management as the
cheapest and least accurate modelling method.

event &as | (ITIL Service Operation) A change of state that has aie 303 e il Al 8 s (Jil A Aess)) Q)

significance for the management of an IT service or
other configuration item. The term is also used to
mean an alert or notification created by any IT
service, configuration item or monitoring tool.
Events typically require IT operations personnel to
take actions, and often lead to incidents being
logged.

irar Ll Giaall mdlaiae wdding g e sbea L 5l i€ dand 5l Al
S Agd yeaie 5l el Lin 5l 535 Aa0d (gl (h ol i 1)
L s 9305 o Cllae 318 L8 Calaa¥) s L sale 5 381y 3l
L&) all o (Al ga8le 1S g ecpma Jad Jamy il gladll
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Ay by Aaly iy el

gy ) adly iy o

event management

a5l

(ITIL Service Operation) The process responsible
for managing events throughout their lifecycle.
Event management is one of the main activities of
IT operations.

DA a1 1) e Ay sasd) dlaall & (Readldl Jusdi Clilec)
L s 535 Qi llee (8 4l AW aal a5 eiln 550
.la glaall

exception report

Y EN ISR

A document containing details of one or more key
performance indicators or other important targets
that have exceeded defined thresholds. Examples
include service level agreement targets being
missed or about to be missed, and a performance
metric indicating a potential capacity problem.

Y Sl ydsa (e ST Sdige Jualili e (5 sini A58 o

el A5 ymall 2 ganll aaat il Al Galaal) e la ue o sl
el ol of Badill) (5 siose A8l Calaal dads o i ol add Dl
) 8 Alaing A5 Y iy

excitement attribute

5 Janall daal)

See excitement factor.

Al Qe

excitement factor

Sl Jelall

(ITIL Service Strategy) An attribute added to
something to make it more attractive or more
exciting to the customer. For example, a restaurant
may provide a free drink with every meal. See also
enhancing service.

D) alaail o 5 ) il B 50e o (il S Aol dual i)
e Ul Gl ) aeUnall aaf ey o) Jie ¢ Blaall 3,5 5 ddls
)

,33):./4 FUREY L..ag\ &\‘)

expanded incident
lifecycle

Aalall I«M}A\ Sw\ 3)})

(ITIL Continual Service Improvement) (ITIL Service
Design) Detailed stages in the lifecycle of an
incident. The stages are detection, diagnosis,
repair, recovery and restoration. The expanded
incident lifecycle is used to help understand all
contributions to the impact of incidents and to plan
for how these could be controlled or reduced.

Jal e o (il 8 Aadl) avenad) (il (8 Aeadll jaiisall (il
GLESY 1 A Jalyall 038 5 cle Fiala Bl 3 ) 90 (A Aluals

Blall 550 axdig s Balaiu¥) s gla i) (=Sl (payiil)

2l (G el jpalinl) pan pgd (A B30 Lusall Aidlall A 5ol
Ll i jualial) @l 3 Sall 43S Jaylads 5 A3alal)
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external customer

A customer who works for a different business from
the IT service provider. See also external service
provider; internal customer.

L ol i€ Aaad adie (e Adlida Jee dga s Jamy (53 Jaenll 58
Cila glall

L_;;‘J d:\.q.c ‘Lﬁ‘)& PUNTS eﬁ.« L.agj c;\‘)

external metric

PENS ENERE

A metric that is used to measure the delivery of IT
service to a customer. External metrics are usually
defined in service level agreements and reported to
customers. See also internal metric.

il slaall Ln o1 5385 2003 (o 58 ubl p2ii 53) alial) oa
Al s Laaal) (5 ginse i) b doa A Gunliall sale 2335 (Jaall
e Slaad) L

external service
provider

@‘)\A FUREY ﬁﬁ.n

(ITIL Service Strategy) An IT service provider that

is part of a different organization from its customer.
An IT service provider may have both internal and

external customers. See also outsourcing; Type llI
service provider.

S e slaall L o) S5 A28 e 98 (i) (8 Aedad) dasl i)
pie 52l (1583 3By Jpand) A3 e (AT Asnsse (ga s ey
.Qﬁjughjojéﬁhghﬁujuuﬁ;ﬂ)ﬁh&

) sl e ek adie g

facilities management

NN

(ITIL Service Operation) The function responsible
for managing the physical environment where the
IT infrastructure is located. Facilities management
includes all aspects of managing the physical
environment — for example, power and cooling,
building access management, and environmental
monitoring.

Aalal) A3l 5l e A g gusal) Al 1) & (dﬁiﬁ\ b Aaadl) i)
38 el 8 la) Jaiiig il laall Lin o) S A0l Al aa 8 Ca
a5 ZLAI Ja) Jus e ol Bl 513 4a sl en e

Al 281 el s ) re Jalaill g J g sl 30

failure

(ITIL Service Operation) Loss of ability to operate to
specification, or to deliver the required output. The
term may be used when referring to IT services,
processes, activities, configuration items etc. A
failure often causes an incident.

liaal gall T Juaill o 508l i g (Sl 3 deaal) Qi)
Ge dyaall vie 36 mllaias addig By 4 slhal) G Jpa i
Al palic o Gais § ccblaall 5 el gladdl Lia ol €5 cilead
Asala Ll Glaay) oo gy o
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fast recovery

(ITIL Service Design) A recovery option that is also
known as hot standby. Fast recovery normally uses
a dedicated fixed facility with computer systems
and software configured ready to run the IT
services. Fast recovery typically takes up to 24
hours but may be quicker if there is no need to
restore data from backups.

L.AJJ oy «tl;)imy‘ Gl aal B (d:ﬁ'.ﬂ L;:Lnéa.ﬂ araaall)
A6 il sale ay puall gla i) addiig s ALl dlaeinll
il s jala 5 e e s (I conslas o138 jemn s laiada
e 5558 gl o Sl s sl L 1585 as
Al By g pia llia (S5 W11 il o o<s a8 o< delu 24 J
Akaliay) gl (e il

fault

idalefUas

See error.

fault tolerance

Uaal) dalan

(ITIL Service Design) The ability of an IT service or
other configuration item to continue to operate
correctly after failure of a component part. See also
countermeasure; resilience.

aie ) Cila glaall Lia o] 0S8035 )08 (il (A dead)) mranal)
Y Jhe & gan g dagmaa s seay desll 8l et e Qs
Ll &l

,AL.'AA ;\ﬁ;\ “L\L.tm @\‘)

fault tree analysis
(FTA)

9LLAY\ E‘).;ﬁad:dai

(ITIL Continual Service Improvement) (ITIL Service
Design) A technique that can be used to determine
a chain of events that has caused an incident, or
may cause an incident in the future. Fault tree
analysis represents a chain of events using
Boolean notation in a diagram.

bl g (dii) 8 deodll avana) (il 8 deaall paivaall (i)
@ 3 ol Aala ) @l Elaa ) Alube et aaladiul oS
Elaa Y (pe Al eUad Y15 e Jalad Jiay 5 Juiiasall 8 &ala )
(g s e e (SE Gae il aadiug
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financial management

FREREY

(ITIL Service Strategy) A generic term used to
describe the function and processes responsible for
managing an organization’s budgeting, accounting
and charging requirements. Enterprise financial
management is the specific term used to describe
the function and processes from the perspective of
the overall organization. Financial management for
IT services is the specific term used to describe the
function and processes from the perspective of the
IT service provider.

5 lilenll G gl axiioyg slhaae g (il (8 4eaad) dasl jind)
Al AdUaall clalda) 5 daulae s 43 5) 50 51 0o A g asall ailda )
Crua o) aniisa) mllaadll sa il sall 4Ll 5 oY) Sl 4
Al 5 pla) Wl ale IS5 350l jlai dga g (e ailla o)) 5 Cilylanl)
llen) Ciua ol aativul mlhiadl) 68 e sleall L o 535 Cilaaal
e slaall Lin ) iS5 dd a3 Hlaidga 5 (e il 1

financial management

Claaad A0l 3 lay)

(ITIL Service Strategy) The function and processes

33 e A g el Cailla 1) 5 Cilalaall o (i) (S Aeaad) daasi i)

for IT services ile sladll a1 55 | responsible for managing an IT service provider's L sl i Claod el Allall dllaall claliia) 5 Al 5 45)) 5
budgeting, accounting and charging requirements. A 5y sl g aparail 203all (galall (5 siuall Ll 5 o 6T 5 il slaall
Financial management for IT services secures an A gine A e (ann AS il Al il pe 488) gial) Cilaal)
appropriate level of funding to design, develop and
deliver services that meet the strategy of the s 5all 4Ll 3 )12y Lial aal
organization in a cost-effective manner. See also
enterprise financial management.

financial year Al 4dl | (ITIL Service Strategy) An accounting period D 12 st lle daudlaa 8 58 s (i) (2 Aeadll dadl i)
covering 12 consecutive months. A financial year 31 ol 1 e D) e, (gl (A Adlall Al fag 85 (Llia
may start on any date (for example, 1 April to 31 E3E
March).

first-line support Js¥ Lall aco | (ITIL Service Operation) The first level in a el e gana b (ga J5Y) (5 simall sa (i) 3 aad) Juais)

hierarchy of support groups involved in the
resolution of incidents. Each level contains more
specialist skills, or has more time or other
resources. See also escalation.

DS Al a )l se s Jshal gy S
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fishbone diagram

See Ishikawa diagram.

)i bhid (il e

fit for purpose

(ITIL Service Strategy) The ability to meet an
agreed level of utility. Fit for purpose is also used
informally to describe a process, configuration item,
IT service etc. that is capable of meeting its
objectives or service levels. Being fit for purpose
requires suitable design, implementation, control
and maintenance.

Aadiall (5 siune 58 o 30l g (i) 8 Aeadd) dasl i)

o e 75 oy st IS5 plhad aadig s e (3]
338 ) 5S3 Cany ol e o) Cla sl i sl 53 dadd ) g puaic
Lo GBaiall aadll il gl 5l L Ao g gall Calaal) Bsgas e
r,S;;ﬂ\ ul,_db ccaliall el g ccanliall (’*A"Aﬂ\ el dee S allats
euid) lall 5 Al

fit for use

e\J&:u.uY\ daeda

(ITIL Service Strategy) The ability to meet an
agreed level of warranty. Being fit for use requires
suitable design, implementation, control and
maintenance.

Olaall (5 sina b i e 508l s (Ll 8 deadl) dual i)
w\} “T\.mu.d\ ﬁ.«.aﬂ\ e\Jile\ daca A._\Ua:ﬂ_j @L‘_ ds:ml\
Aouliall Blall 5 4Dl 8l Gl g el

fixed asset

Al J pal)

(ITIL Service Transition) A tangible business asset
that has a long-term useful life (for example, a
building, a piece of land, a server or a software
licence). See also service asset; configuration item.

e plaaiud dallis 4 gale Jae Jgeal (& (Jiil B 2eaal) Jlai)
U f Ji eé& BIVEN ‘u'a‘)i:\.:.]ns PP ):m) ¢ o ghall sadll
D

fixed asset
management

AN J gea¥) 31

(ITIL Service Transition) The process responsible
for tracking and reporting the value and ownership
of fixed assets throughout their lifecycle. Fixed
asset management maintains the asset register
and is usually carried out by the overall business,
rather than by the IT organization. Fixed asset
management is sometimes called financial asset
management and is not described in detail within
the core ITIL publications.

5 iy i o Al g peaal) Aleall b (i B Aeaadl )
(Jpa¥) M e Jadlat s et 350 IR 2N J sl 48k
sl 50 3,1l a5 ¢J ) Ja e A3 J a3 )y Ladlas
3ol Ao By la slaall Lin o1 9353 la) (e Yau Jaall 3 )0
Alal) U sea¥ 5 ) sl 40l J gea)

Y L) il 8 dlaall o )
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fixed cost

il dalsl)

(ITIL Service Strategy) A cost that does not vary
with IT service usage — for example, the cost of
server hardware. See also variable cost.

Aadd aladial ey e Y ) AASE o (Jil G deadd) dagl i)
A lea Lalall 5 3ea) A4S e (e sheall L 51 515

'E‘):\;:\AM 4al<il) c;\‘)

fixed facility

T i)

(ITIL Service Design) A permanent building,
available for use when needed by an IT service
continuity plan. See also portable facility; recovery
option.

A dals vie aladinM e culi ae s (il 8 2eadll araa)
A Sleslaall L o1 5385 daod &) et

follow the sun

(ITIL Service Operation) A methodology for using
service desks and support groups around the world
to provide seamless 24/7 service. Calls, incidents,
problems and service requests are passed between
groups in different time zones.

e gane s i) CailSa aladind Gislul s (Jail A deasd) Jaiii)
i ah Aol lae o b e dead il allall Jsa acal)

b le sana (pm Aeadl) il JSLEAN 5 ecal sall 5 ccslallall

) b, i 3 clilag

fulfilment

Performing activities to meet a need or requirement
— for example, by providing a new IT service, or
meeting a service request.

Faih i e alia Y|l Ikl aal G Al Al
Aaxd s (3t gl Bauaa e sbea L o1 935
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ey Al iy el Lal) Al iy )

function sl 5 | A team or group of people and the tools or other Aaaiall (5 AN ) sall sl 52¥1 5 231 (e Ao pana sl (B 58
resources they use to carry out one or more i) i 1Dl dlgia de pana ol AaiiY) ol cilileall (saa) il
processes or activities — for example, the service
desk. The term also has two other meanings: (AT Gatiae A4l o)) allaadl

e Anintended purpose of a configuration S eGasd sl (et sl gl aie e dgald) pa )l e
item, person, team, process or IT service. ailda gy san) Sle e glea L 95 Aad ol plee
For example, one function of an email iy 0233 (S8 Of S (g IY) 3 ) deas
service may be to store and forward ol oS Jlee V) cillee il (saal 5 b yaluall Jilu )l
outgoing mails, while the function of a e aal) ) bl Jlas ) (585
business process may be to despatch
goods to customers. Yl J 8 Jie cranaa S 5 paial gl el o
"(dar) Ak 5 a5

e To perform the intended purpose correctly,
as in ‘The computer is functioning.’

functional escalation bl el | (ITIL Service Operation) Transferring an incident, 8 il aes o) AlSie o) Wola Jiad e (i) S Aardl) Jau)
problem or change to a technical team with a i) (8 5acluall 3 58l (e el (6 s (53
higher level of expertise to assist in an escalation.

gap analysis @l sadll Jdss | (ITIL Continual Service Improvement) An activity O Al 4 2 Ll ga (Jii (A 2edll suesall (il
that compares two sets of data and identifies the i sadll Bl Bale andiud 5 DAY aaas s bl (e (e sana
differences. Gap analysis is commonly used to st Al U ae illlatiall (g de sana A5 )l
compare a set of requirements with actual delivery.
See also benchmarking. A lae ral

governance i<l | Ensures that policies and strategy are actually O e 2S5 ¢ Al iul) laladld) 5 Clupndl tedl) 2400 (e
implemented, and that required processes are et A sall Jadil mma JSG) Lee L) o5 4 glladl) cilleall
correctly followed. Governance includes defining (sl dad Clel pa ) 3ad) 5y &l 1 5 (el 5 el ghunall 5 ) 53y
roles and responsibilities, measuring and reporting, ALK Jilall (e

and taking actions to resolve any issues identified.
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gradual recovery

il gl i)

(ITIL Service Design) A recovery option that is also
known as cold standby. Gradual recovery typically
uses a portable or fixed facility that has
environmental support and network cabling, but no
computer systems. The hardware and software are
installed as part of the IT service continuity plan.
Gradual recovery typically takes more than three
days, and may take significantly longer.

N2V Lal Gy gl jind Sl s (Jsil (A i) aranad)
Ll A3 5l A gana (381 50 Bale ooyl s i) aading 3 )
S el AT ala ol Ll G (ST 5 oSl Sl 55 A e
Lo 1385 Ao 4y ) i) Aad (g0 5 528 Sl all 53 36 Y)
sl 3 e ST B A o )il gl i) (5 sy ke sledll
S skl 8 i Ly

guideline a3 | A document describing best practice, which V5 o208 o sllaall Jaally (a5 g (el s jlaall 7 584805 (A
recommends what should be done. Compliance el pua gl 8 Lal 51 Leae (381 531 ()5S
with a guideline is not normally enforced. See also
standard. oalall aal

hierarchic escalation Sledll sl | (ITIL Service Operation) Informing or involving ble 4 lal iy siuse ) ) 2dle) sa (Jiil A aadll Joroiii)
more senior levels of management to assist in an Al 5ac Ll
escalation.

high availability 4l aaBY1 [ (ITIL Service Design) An approach or design that Jhe B aay ol Jlis asead 5l rslul o (Jil 8 desdl) maca)
minimizes or hides the effects of configuration item s o sleall L 6l 535 Ciladd (ga] (e2dsa o gl puaie
failure from the users of an IT service. High AalyY) e 4o (3 (5 slue GRadl Alal) AalY) Jsla arenas
availability solutions are designed to achieve an aondl gla il s il (Uadll dalon Jia cullul G 83l
agreed level of availability and make use of la il 5l gall e Julasl
techniques such as fault tolerance, resilience and
fast recovery to reduce the number and impact of
incidents.

hot standby cAludl slaiuY | See fast recovery; immediate recovery. ol gla iV sl a pudl g la U ool e
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identity

(ITIL Service Operation) A unique name that is
used to identify a user, person or role. The identity
is used to grant rights to that user, person or role.
Example identities might be the username SmithJ
or the role ‘change manager'.

Ji‘r\ \mu;‘),_d A% \m)s‘,“\}m(d.\.d@ma;ﬂ‘bw)
J|3M\dlﬂuh;)..4@dmxj|emj D829 i um

M oanll e sall gl Maeal axdtid) and e ¢ sl o sl

immediate recovery sl gla Y | (ITIL Service Design) A recovery option that is also AotV L) oy gl il LA o (Uil (8 aadll ppanal)
known as hot standby. Provision is made to recover | s Sbeglxall ba ol iS5 2033 g la iy Jabda¥ldlae) ol AL
the IT service with no significant loss of service to i sale 5 5ill g la i) axdiun s Jreall (e dexal) Uil
the customer. Immediate recovery typically uses sl s iy Jlaa Y ) 5 b lalial
mirroring, load balancing and split-site
technologies.

impact s | (ITIL Service Operation) (ITIL Service Transition) A | s il Guld sa (il 8 deaad) Jlil) (il 8 deadl) Jsu)
measure of the effect of an incident, problem or i o il awin e lle Jead) cllee ey 4l A gl
change on business processes. Impact is often Aardl) il e o eliy il de g a3ad s Feadll il e s
based on how service levels will be affected. RPNEN ) PRSts il S PR W P { IRV I TPRR 3 L
Impact and urgency are used to assign priority.

incident @ila | (ITIL Service Operation) An unplanned interruption | e stae L ol iS5 dasal a8 gie e i g5 A (Sl A deadl) Jse)
to an IT service or reduction in the quality of an IT Lgd yeaie Jhae jiinys Clasbea Lin s 55 a3l B3 53 & (il
service. Failure of a configuration item that has not aaf Jhae :Sle daddll J) ey o pilE Joa ol 5l s Ll 2als
yet affected service is also an incident — for 3kl A gana B (al AV
example, failure of one disk from a mirror set.

incident management Galsall syl [ (ITIL Service Operation) The process responsible JS8la 3559513 e A paaall dilaall o (i) A deadll Juais)

for managing the lifecycle of all incidents. Incident
management ensures that normal service operation
is restored as quickly as possible and the business
impact is minimized.

) il glrall L ol 035 3004 33 50 ) gall 3 jla) el Eaal gal)
el e lal) Jile5 g 4iSan de sl Jaall
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incident record

(ITIL Service Operation) A record containing the
details of an incident. Each incident record
documents the lifecycle of a single incident.

Ape Rala Jaualis o (5 sias Jans 5o (i) (3 Aead)) Jia)
Baa) g Adala a3y g Aals Ja IS Fi g

indirect cost 5 il e 4G | (ITIL Service Strategy) The cost of providing an IT o slae Lo 5l 53805 At o005 JAIST o (il (8 2easll D) s
service which cannot be allocated in full to a £ A3l Bl e Jiee s e LK laaea ) oS Y Gy
specific customer — for example, the cost of e YU Lial o pad Cilaaa o (st 5 1 48 jidia palA 3 g
providing shared servers or software licences. Also
known as overhead. See also direct cost. 3_pdlaal) 483 Ll aal
information security <l steall el 300 | (ITIL Service Design) The process responsible for Aal) 5 Aadls 5 Ay o Ganad S Aleal) b (Ll B Ae2d]) aranald)

management (ISM)

ensuring that the confidentiality, integrity and
availability of an organization’s assets, information,
data and IT services match the agreed needs of the
business. Information security management
supports business security and has a wider scope
than that of the IT service provider, and includes
handling of paper, building access, phone calls etc.
for the entire organization. See also security
management information system.

Loy cila sbeal) L 51 9365 il 5 il 5 il shaall g s 3all J saal
O T sale il sheall (gal 5 l0) Jiai 5 Jandl laliinl e ae3k
Ladd adie (ga sl (3 13 (0 5S0 (61 5 (41 B )10Y s 5l Aa il
LSl 5 ¢ Haall 5 ¢35V an Jabaill Jady g e glaall L 51 iS5
LelS Asnpall (5 e Sl cla e 5 Al

(a1 551 il sl pUn Liayl aal

information security
management system
(ISMS)

e sleall (gl 3 )] aldai

(ITIL Service Design) The framework of policy,
processes, functions, standards, guidelines and
tools that ensures an organization can achieve its
information security management objectives. See
also security management information system.

(ol g ccbilaall 5 cdulod) Jas )U=| B (d:ﬁ'.ﬂ Lﬁ da2all (‘*A‘és)
ol (gaia apdaiond A sal) () aniad 3 <l a1 5 ol JY)
Lo Aalall il gladdl (yal 3500

QAS“ EJ\J! LILA}L.& P\L.'\ L.a:li @\‘)

information security
policy

e shaall el asls

(ITIL Service Design) The policy that governs the
organization’s approach to information security
management.

310 A sall 43 55 a8 A Anlpad) o (il 8 Aead)) apena)
e gladl) oyl
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information system

Ay by Aaly iy el

See management information system.

gy ) adly iy o

information
technology (IT)

el T 55

The use of technology for the storage,
communication or processing of information. The
technology typically includes computers,
telecommunications, applications and other
software. The information may include business
data, voice, images, video etc. Information
technology is often used to support business
processes through IT services.

Jadiiy ila slaall dallas 5 Joa 585 (33580 s o1 9301 aladinl 8
cligdaill 2y e VLAY 5 ¢ IV Culall 5 gal sale L ol il
& gaall 5 cJanll by il glaall Jadd 385 eyl e la e g
el sale e slaall Lin o) 935 202l s Wyt 5 sodll 5 ¢y aall
Ll sleall Lia ol 633 Chland JOA (e Jandl cililae

infrastructure service

FERCERIFIY

A type of supporting service that provides
hardware, network or other data centre
components. The term is also used as a synonym
for supporting service.

Sl (o AT Sl Al 5 65 3ead) i g decly dadd A
bt

Aee )l Glarall Conl yaS Lial el aall ardioy

ensures data and configuration items are modified
only by authorized personnel and activities.
Integrity considers all possible causes of
modification, including software and hardware
failure, environmental events, and human
intervention.

insourcing Sl ne=dll | (ITIL Service Strategy) Using an internal service 31Y Al dard aie aladi) g (i) (S Aeadd) daasl jin)
provider to manage IT services. The term Jo dilee Cava ol Loyl mllacadll padind il laall Lia o iS5 Cilara
insourcing is also used to describe the act of L 51535 e 230 J (e o glaall L 5l 535 423 55
transferring the provision of an IT service from an aale ) o ls e sladll
external service provider to an internal service
provider. See also service sourcing. Aexd) ygad Lyl aa)
integrity 43l | (ITIL Service Design) A security principle that alie 5 Gl o Ganay il Tase sa (dai) & deadll araa)

=5 W 7 adll Aaii¥) 5 (alas) ddau) 5 Jaid Lelies a5y Al
Gl Jhae @l Ley cJpanill Aldiaall L) ases 2Dkl
i) Jaxill s ) Slaal) g ¢ s 3eall s
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interactive voice
response (IVR)

Al i guall 2

(ITIL Service Operation) A form of automatic call
distribution that accepts user input, such as key
presses and spoken commands, to identify the
correct destination for incoming calls.

a5y LSl S a5 5il) JWSET aal s (Jil 8 Aol Qi)
Sl DS el Y1 ol ilial) Jasia (Jie aadivuall i iy
ﬁj\)\}” Gl 3;7\;..4!\ :&(A}H

intermediate recovery L il ela i1 | (ITIL Service Design) A recovery option that is also | laeie¥! anls Lad Coye gla jiul L s (Jid 3 el apena)
known as warm standby. Intermediate recovery Ugana sl A3 G s s2le Jons siall pla i) aadiun s (8l
usually uses a shared portable or fixed facility that 85y Zlindy el i sSay I ala plain 8 jene S jidia
has computer systems and network components. A e o jaS Sl Balaia) ang LS gl ) Slma )5
The hardware and software will need to be sale Lo giall g la yiul) (3 paien | Lo shaall L 5l 93€5 daad 4y 5 yai)
configured, and data will need to be restored, as A3 s on ety
part of the IT service continuity plan. Typical
recovery times for intermediate recovery are one to
three days.

internal customer 3 dwe [ A customer who works for the same business as L ol o35 Aaod adie Jae Aga (i gl Jamy (53] Jipenll 58
the IT service provider. See also external customer; ke slaall
internal service provider.

R A e (o A Jiae Ll aal
internal metric 3l i | A metric that is used within the IT service provider Al yal Cila sleall L 5l 935 dad adia (gl padiisal) (uliall 58

to monitor the efficiency, effectiveness or cost
effectiveness of the IT service provider’s internal
processes. Internal metrics are not normally
reported to the customer of the IT service. See also
external metric.

adia (5 Aol Cleally alal) Al Adlad S clladll o c3oliS)
il shaall La o) 1S5 dand

il slaall Lin 5l 635 AR ¢ Dlaad Al Ganliall il ol 3 Y
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internal rate of return Sl xlall Ja=a | (ITIL Service Strategy) A technique used to help a3l G saclusall aadion sl g (Jii) 3 deasll Ladl i)
(IRR) make decisions about capital expenditure. It Clony Aol silall Jana o sy g Juall Gul il g jmn Jga il )l
calculates a figure that allows two or more Slall Jame el s i) iy e ST 51 ) 4 iy e B
alternative investments to be compared. A larger Qb i ) e sl
internal rate of return indicates a better investment.
See also net present value; return on investment. Dby e ailall dilall dal) dla Lyl aa)
internal service Sl deas axia | (ITIL Service Strategy) An IT service provider that ) o sheall Lin 51535 daxk aia s (il (2 Al dpnil i)
provider is part of the same organization as its customer. An EOXENA PR BEX\ ISR SR PRNS L W DUW vy P Ny
IT service provider may have both internal and OB eSee 5 il eBlee Gila slaa L 5l 653
external customers. See also insourcing; Type |
service provider; Type Il service provider. L & sl e Rank a5V g il (e e adie Ll aal
ol gl
International Ualaall 4 gl Alaidl | The International Organization for Standardization 3 Apldl) lial sall ghaa 5T oo (Y1) alaall 4 sal) dalaiall
Organization for (52:¥)) | (1SO) is the world’s largest developer of standards. | S| (48 e 5 ke s duasSa e dalaia a5 callall (& yuladll
Standardization (ISO) ISO is a non-governmental organization that is a Al52 156 (& dxib sl Al Clial sall
network of the national standards institutes of 156
countries. See www.iso.org for further information WWW.iS0.0rg 53! oo e staall (e 2 3al
about 1SO.
International bl 450l dulaidl) | See International Organization for Standardization. (5291) 3252 5 bl liaal gall Lallall dadaiall o) 5
Standards
Organization
internet service < iyl 4l L35 | An external service provider that provides access to phe p sy i Y () Jpea ol Aedd oy (a8 Bk pie 8
provider (ISP) the internet. Most ISPs also provide other IT AT il sl L 5l 5505 ladd iy Ll i jiY) ciless e
services such as web hosting. S Y ol e Adlaiul Jia
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Invocation

(ITIL Service Design) Initiation of the steps defined
in a plan — for example, initiating the IT service
continuity plan for one or more IT services.

Lo ddad 8 saoaal) ol gladl) i oy s (Uil 8 Aeadl) anena)

ol an) o) il sladdl Lia ol 635 el By ) i) Adad 0dS ey Mia
Cla slaall Lia o 935 Ciland (pe S

Ishikawa diagram

1ol sy

(ITIL Continual Service Improvement) (ITIL Service
Operation) A technique that helps a team to identify
all the possible causes of a problem. Originally
devised by Kaoru Ishikawa, the output of this
technigue is a diagram that looks like a fishbone.

slal s (il 8 Aaaal) Qo) (Jii) (8 Aensll yeiesall (ppaanill)
gl o Aisee A Aldinall liw) aen 22a5 8 Lo By 58 acloy
plae Jia g an )y dde gibys o ol 5 5lS Uand 50 sl 138
A

ISO 9000 9000 533 [ A generic term that refers to a number of Sl Y1 s Al dll Cliaal sall (g0 230 s ple allaias 58
international standards and guidelines for quality B35l 5 l) alail dpallall
management systems. See www.iso.org for more
information. See also International Organization for il slaall e 2 36l WWWLiS0.0rg &)
Standardization.

(552Y1) Labaall 4 50 dadaiall Liagf o)

ISO 9001 9001 s | An international standard for quality management Basall 5 )lal alail Apalle 4pul ddal 5o g
systems. See also ISO 9000; standard.

(ae) Ll diaal 50 9000 552 el

ISO/IEC 20000 20000 53 [ An international standard for IT service L 51555 i 51l Galal) 5 5091 il jlae oshal 5 linal 5o 5
management. e sheall

ISO/IEC 27001 27001 sY | (ITIL Continual Service Improvement) (ITIL Service 5 (Dl (B Aaod) pranal) (il (8 0ol auaall Gl

Design) An international specification for
information security management. The
corresponding code of practice is ISO/IEC 27002.
See also standard.

il jlaall lad 5 cila slaall cpal 3510l Aalal) 301 Cilial g
227002 531 s i)

(Onlae) Al ddial 5o Lall aal
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ISO/IEC 27002

27002 532

(ITIL Continual Service Improvement) An
international code of practice for information
security management. The corresponding
specification is ISO/IEC 27001. See also standard.

3k Aalall il jled) sl 5o (Jsil (8 4easll yaiesall (ppaanill)
27001 5531 sa bl cle laall Goslad 5 cila slaall el

(nlae) Ll ddial 50 Liasl aal

IT accounting

Tl G 5 e

See accounting.

Aladl el

IT infrastructure

L 51550 il Al
Cila sleal)

All of the hardware, software, networks, facilities
etc. that are required to develop, test, deliver,
monitor, control or support applications and IT
services. The term includes all of the information
technology but not the associated people,
processes and documentation.

o Bt 5 3l 5 S el Aol U S
Cladd aed 5 aSaill 5 48l pa g Juasiy Juial s s ohail 4y )5 pua ()5S
(e slaall L 5l 533

Bl La S e shall Ui 5155830 i) i) ellane Jadis
Dy illaal) 5 ) fae e e shaal) L ol 5i€0

IT operations

el L 15585 Jis

(ITIL Service Operation) Activities carried out by IT
operations control, including console management,
job scheduling, backup and restore, and print and
output management. IT operations is also used as
a synonym for service operation.

(o8 pSall Ayl g Al gy o A AV o (Ll 8 Aeadd) Qi)
A gan g olalall 5 0a) Lot Lay cila shaall Lia o) 655 it Cillas
e salaall s il il 5 1) 5 salaia¥) 5 Jhlia ) sl 5 (Jlec )

(il i oS Lo e sl L 5155 s e poins
Alasll

IT operations control

L o 55 i 5 oSl
Cila sleal)

(ITIL Service Operation) The function responsible
for monitoring and control of the IT services and IT
infrastructure. See also operations bridge.

Ll 5 381 el e A5 pesall Aika gl o (i) 8 dandll Juas)
[FEA RS S (- W PRCH DA POV PP S JER DRE QU B
la glaall

il s Lyl a5
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IT operations L 1535 Jsdi s 0 | (ITIL Service Operation) The function within an IT Ui 5l 535 Aadd e (pana Al ) & (s (8 Aens) Juaolii)

management <l gdedll | service provider that performs the daily activities Cladd 3 1aY Ay 5 el dpe sl Aalil) (255 S il sledl)
needed to manage IT services and the supporting il shaall L o1 383 Atiadl) Al (e Loy Lo g i slaall i 515355
IT infrastructure. IT operations management L ol 6365 s A oSl e glaall Lia o 935 Qa5 M) Jali g
includes IT operations control and facilities G381l 3 )la) 5 e gladll
management.

IT service Gilesleall La 165 400 | A service provided by an IT service provider. An IT dead (S il glaall Lin gl 935 d00a adie b 8 gy ded (&
service is made up of a combination of information 5 eblaall 5 65 ) Sl e gz e (e e slrall L 5l 515
technology, people and processes. A customer- Clilee daandl dgal sall e sheall Lia 5l 935 Clladi ae 5 5 L ol 30
facing IT service directly supports the business 8 8330 lasdll (5 ginsa il (65 O s STl Jaaal Jaall
processes of one or more customers and its service | slawalls (s AY) Cila slaal) L 5l iS5 Cilaad Lol Aedll (5 sinne 4814)
level targets should be defined in a service level Lealing (1 Jaall U8 (e 3 5lie 237503 Y Lgild cAaclall ilandll
agreement. Other IT services, called supporting raall dgal sall ciladal) b il dandll a3
services, are not directly used by the business but
are required by the service provider to deliver laadl) 63 jae dadd ¢ Aa0 dadd pulul) Clardl) Lial aal
customer-facing services. See also core service; Lcaleadl) dal,

enabling service; enhancing service; service;
service package.

IT service continuity lead 4yl yaind 30 | (ITIL Service Design) The process responsible for 3 A a5 e Al s psal) Llaal) o (Jii) 8 Ae2i]) mana)
management (ITSCM) Gilasleall L 1 65 | managing risks that could seriously affect IT A il 3] Gauialiy | il slaall Lin ol 5305 clead e Bady i
services. IT service continuity management Cla sleall L o) 935 daad adia 5 508 o slaall L 5l 535 dada
ensures that the IT service provider can always Gk e Legle il Aaadl) il sise (e (V) 3all a5 ) saiuly
provide minimum agreed service levels, by Glard pla i Il 5 Jsia (5 e ) Hlaliall (mid
reducing the risk to an acceptable level and L sl 5305 Aadd )yl 3l (050 O i 5 il shaal) L 1 955
planning for the recovery of IT services. IT service aadl G ) el 3 1) 4o X Cias dadias Cla sleal)

continuity management supports business
continuity management.
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IT service continuity
plan

i sl L 555

Ay by Aaly iy el

(ITIL Service Design) A plan defining the steps
required to recover one or more IT services. The
plan also identifies the triggers for invocation,
people to be involved, communications etc. The IT
service continuity plan should be part of a business
continuity plan.

gy ) adly iy o

gla in Ay slhall ol shaall s3ai ddad o (Ll 3 dead)) ayenal)
Loayl dadl) 038 2385 5 Cila glaall L ol 935 Cilead (e ST f 2al
Jiaiy e s YLaiyl 5 dlall g b (aladl) 5 canll cliag
Al paiad Aad e e 3o ilaslaall L o 955 dadd 445l el ddad

aall

IT service
management (ITSM)

L o} 5i€5 ilada 3,12
Cila sleal)

The implementation and management of quality IT
services that meet the needs of the business. IT
service management is performed by IT service
providers through an appropriate mix of people,
process and information technology. See also
service management.

Gilalial b Al 32 sad) Cld Cila sleall L ol 6385 Cilaas 3 Hla) 2adi
Lin 519365 iladd 3 1als e sbeal) L 1 S5 2003 gadia o i g . Jaal
laleadl 5 2y i) a8 e cansliall Qi Adas g9 e sheall
e slaall L ) 935

MAA.“ EJ\JJ La.ag\ &“)

IT Service
Management Forum
(itSMF)

Lia ol 63K5 Clad 35l (gaiia
Cila sleal)

The IT Service Management Forum is an
independent organization dedicated to promoting a
professional approach to IT service management.
The itSMF is a not-for-profit membership
organization with representation in many countries
around the world (itSMF chapters). The itSMF and
its membership contribute to the development of
ITIL and associated IT service management
standards. See www.itsmf.com for more
information.

ualade Alitue duue 9 Glagleall L o 035 Chladd 3 13) (saiia
51 (stia s il sheall i o) 535 Ciladd B 10Y gl sl il
ld 5 Agac Gl dmn ;) pe dnse 98 Cila glaall L of ¢S5 Cilaad
L o 535 ladd 3] (st g g j8) alladl Jga (e pa2ll 8 (o sbiaa

s 3bac 5 il sleall Lin o 535 Cilada 5 )10) (siie adluy 5 (il sleal)
0o W 3l Lo g ol slacll Lo 51 €00 Al i) K0y 8
e sleall Lia o 0305 Clans 350y Al Clial gall

lasbaall (e 3 3 wwwitsmf.com eal)

IT service provider

L sl iS5 Land o
Cila sleal)

(ITIL Service Strategy) A service provider that
provides IT services to internal or external
customers.

Cladd i o) Aaadll adie s (il 3 Aeadl) Al jiu)
oma oY eSaall o cpalafall ¢ Saall e glaall L ol 655
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IT steering group
(1ISG)

Cila slaal)

Ay by Aaly iy el

(ITIL Service Design) (ITIL Service Strategy) A
formal group that is responsible for ensuring that
business and IT service provider strategies and
plans are closely aligned. An IT steering group
includes senior representatives from the business
and the IT service provider. Also known as IT
strategy group or IT steering committee.

gy ) adly iy o

Jaall Glai) s 5 lalad o e U (e A ase dans ) de sana o
o s Lol 4l s s 4881 i a el Lo 515365 1add e

i 5 Janll Ulall 8 31 (e Cnlian cila shaal Ui o iS5 A 5 gan
lasladl s 5l i5 Bad

a5 Aiad 5l e shaall Lin 51 935 Al i) e panas Lol il
e sleall L o 55

ITIL®

b ol Sl Agial) Ail) AiSa

A set of best-practice publications for IT service

\,};J}}.’\Sﬁ&bh'&\)b}{#\ uu)u‘u‘du)!wkw&

(Jif) wlasl=dl | management. Owned by the Cabinet Office (part of | 4Se (AMall dalia da Sa e e 3a) o)) sl ulae elliay il sladl)

HM Government), ITIL gives guidance on the b)) Jii il e slaall s sl S5 Ciladi 310y il 4l
provision of quality IT services and the processes, Gl 5 Ll 5 5 clgTlalas 5 Cila sheall Lin o1 535 Clad 30 52 i 5l
functions and other capabilities needed to support A dactall
them. The ITIL framework is based on a service
lifecycle and consists of five lifecycle stages Aaa) jind) dal e (eed e Adlgall g danad) Bl 5 ) 9o Sl a5
(service strategy, service design, service transition, el il g Aeaddl Jand deadd) JUs) (el avanal derdll
service operation and continual service oald QS s e J95 (Aeaadl
improvement), each of which has its own
supporting publication. There is also a set of lelaill Gand dalade ol ) aed 5 Al S a5 LS
complementary ITIL publications providing Al A0 5 Jaaall 3l olS )5 e liall
guidance specific to industry sectors, organization
types, operating models and technology e shaall G 31 30 wwwitil-officialsite.com el
architectures. See www.itil-officialsite.com for more
information.

job description Jesll caas | A document that defines the roles, responsibilities, Ay 5 puall A jaall 5 i jleall 5 Sl g pusall 5 ) 5aY) 23a5 A0Sy o

skills and knowledge required by a particular
person. One job description can include multiple
roles — for example, the roles of configuration
manager and change manager may be carried out
by one person.

s (o Jarll Ciaas (558 Of Sy  Gine i (90 Ay slladll
ol e s Agdll j0ae (5 ) s ALY 2a) 5 Gl (S Sl ¢l 50
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job scheduling

(ITIL Service Operation) Planning and managing
the execution of software tasks that are required as
part of an IT service. Job scheduling is carried out
by IT operations management, and is often
automated using software tools that run batch or
online tasks at specific times of the day, week,
month or year.

A slhaal) daa yll alea 20553 la) 5 Japhdd 4 (il B aadll Juii)
Jands il 3 )l) o 55 il slaall s o iS5 A0 (e 2 28
AiiSan sale. 5555 L Janll e 31 A5 lly il slaal) U 1555

ot A alea o) Apmand alge Jdhy o 58 Cilina gy Sl 5 plasiuly
Al 5 edll Sl g sl sl a sl (e Ageae B

Kano model

A s

(ITIL Service Strategy) A model developed by
Noriaki Kano that is used to help understand
customer preferences. The Kano model considers
attributes of an IT service grouped into areas such
as basic factors, excitement factors, performance
factors etc.

égjy&u\ybﬁ)hejcd}m‘ﬁ (M\&hdﬂ\@\)ﬂu\)
zisad 3hy Jieall @dliaba g il ol o) agh 8 Baclusall aadiig g ¢ IS
@uﬂ‘;@g@u\gﬁx,ﬁhauﬁsm{ww@ﬂs
L e s el dalse Y1 el se g cdaaladl) Jal sl Jie

Kepner and Tregoe
analysis

555 uS dlas

(ITIL Service Operation) A structured approach to
problem solving. The problem is analysed in terms
of what, where, when and extent. Possible causes
are identified, the most probable cause is tested,
and the true cause is verified.

A Jalas oy JSLER JaT S 4n 55 s (Sl (A Aenal) Jaii)
Gl a3 g s2e ) (s s el s ile A~k
) Gl e il g el s )l laial 5 Alaiadl)
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key performance
indicator (KPI)

TaulaY) elaY) <l yia

Ay by Aaly iy el

(ITIL Continual Service Improvement) (ITIL Service
Design) A metric that is used to help manage an IT
service, process, plan, project or other activity. Key
performance indicators are used to measure the
achievement of critical success factors. Many
metrics may be measured, but only the most
important of these are defined as key performance
indicators and used to actively manage and report
on the process, IT service or activity. They should
be selected to ensure that efficiency, effectiveness
and cost effectiveness are all managed.

gy ) adly iy o

o s (Uil (8 Aead)) apenad) (sl (8 4exsll yaiosall (ppaanill)
@Ahad sl dgles sl (il shaa Lin 5 535 dad B l0) 8 BacLusall pading
) Gebl Al Y1 @ e padind Ll ol g g e

O 0 OS5 Bl (e 2=l Gl (S Lol 4 )11 a5l
PUBIRERW Toulad elal il y5peS pd2aaT oty () aa Lasd Vm“)!\ AN
oLl i il slaall Lia o) iS5 Aeni gl Agleall e )5 gy 55 1Y
BliSll 8 aSail) (panal Camy Al ooV 0l pipe LA ray
A Adad g Al

knowledge base 4 ».52c8 | (ITIL Service Transition) A logical database Gl e (s gins Agilaie il Bacl8 (il 8 deadld) Jlaf)
containing data and information used by the service Ae2dll 48 jae 5 )] ol Adan) 5 Aerdinuall
knowledge management system.

knowledge 48 =l sl | (ITIL Service Transition) The process responsible Dbl Clea 5, A4S jlie e A g pesall Auleall o (il 8 Beaad) Qi)

management for sharing perspectives, ideas, experience and CR PR CON PP RPN PP G [PRIr DYA PO [PRCH VN PR LS i
information, and for ensuring that these are Oy A g Haall ) AN MAS) (848 jeal) 510 bty (ppanliall
available in the right place and at the right time. Ad jrall bS] sale Y Aalall Ji& 3y 5k e 3elaSl)
The knowledge management process enables
informed decisions, and improves efficiency by 4 jea s ) ol S o5 A jea oo il slee oo lily Liagl aa)
reducing the need to rediscover knowledge. See Aaadll
also Data-to-Information-to-Knowledge-to-Wisdom;
service knowledge management system.

known error <5 Waa | (ITIL Service Operation) A problem that has a i) sl 5 50 Ll Al o (il b Aol Qi)

documented root cause and a workaround. Known
errors are created and managed throughout their
lifecycle by problem management. Known errors
may also be identified by development or suppliers.

559 e (o g padl llad1 5 )l 5 (s dls (Bsas gy
Ll 45 ymall s LAY GLES) Ky S 5 1a) A 51 Leiln

el b g sl Alee Ao 5
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known error database
(KEDB)

A jaall fUadl) cilily sac

Ay by Aaly iy el

(ITIL Service Operation) A database containing all
known error records. This database is created by
problem management and used by incident and
problem management. The known error database
may be part of the configuration management
system, or may be stored elsewhere in the service
knowledge management system.

gy ) adly iy o

sad ¥l il an anal iy saclE o (dai) A Aol Jaai)
e&';:\.»ﬁ} SRR IKY ak.wb.\ oda clilull sacld L) abg Ad g yaall

el il sacld Jiady , JSLEN 3 la) 5 Cual all 3 la) 2o 5
S A Lehaia S o, Aaaill) A 5 yl) aldas (g e Ja 35 yaall
Aaall :ﬁ)a.q 5l (:\LJ Lf )A]

known error record

(ITIL Service Operation) A record containing the
details of a known error. Each known error record
documents the lifecycle of a known error, including
the status, root cause and workaround. In some
implementations, a known error is documented
using additional fields in a problem record.

s:dlaj\&ﬁgw‘q}ﬂkﬁgaﬁ))d&ﬁqj}nmdyds
ST PRIRE | U PRTNTRI S o b RUP M PPN T [
A Jas ) J sis A8l Cig yaall (sl

lifecycle

3@\ B‘)Jé

The various stages in the life of an IT service,
configuration item, incident, problem, change etc.
The lifecycle defines the categories for status and
the status transitions that are permitted. For
example:

e The lifecycle of an application includes
requirements, design, build, deploy,
operate, optimize

e The expanded incident lifecycle includes
detection, diagnosis, repair, recovery and
restoration

e The lifecycle of a server may include:
ordered, received, in test, live, disposed
etc.

sl daala ol shea L o) iS5 A0 (gl s 8 Baaeial) )l (8
A Y 5 cilivioai slall 5500 iy W g o s o A5G

c;mbc*ﬂ\}cﬁw\wuéﬁﬁibﬁjjj °
FUTNENPRRTE R | PRSIl

el g (GLESY) Jai Blall Akl sLall 3 s @
E\A‘)Auy\_j CM\} ‘C)...a‘;”_j (i il

Y5 endlall s Jai 8 a3al) Sleasais e
Aeaal gl Adladlly gAYl
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line of service (LOS)

(ITIL Service Strategy) A core service or service
package that has multiple service options. A line of
service is managed by a service owner and each
service option is designed to support a particular
market segment.

13 clead A8l o 458 je dead & (i) 8 Aeadd) dasl i)
J< pranal (‘3-'3} daaall Slile ;Ua...nbg 4aaall A Dl Baaie Gl A
Bl e (e gl ae 5 Cumy Aaaall Gl A (e

live Js=édl e/ o~ | (ITIL Service Transition) Refers to an IT service or raie ) Slasbeall Lia sl daxd Wl (il 8 deadll Jla)
other configuration item that is being used to deliver e G deas Jua il alaain¥) il 65 Latie Al
service to a customer.

live environment 4l 4l | (ITIL Service Transition) A controlled environment gl pualic o (g st oSall i Ay b (il A deasd) Jla))
containing live configuration items used to deliver s el () e sleall L o 535 Cladd Janaa 51 Aeadisall Alladll
IT services to customers.

maintainability Al 404 | (ITIL Service Design) A measure of how quickly e Blaid lad g Aoy (gaal (e s (il (8 Bsl) e
and effectively an IT service or other configuration 2 Dgmglall Jeall Al ) Aine o slae Lin g1 53S0 Aok 5l Ayl
item can be restored to normal working after a Balaiual 5 Jaws i las g Bale lgal) AlSa) (g el Sigas
failure. Maintainability is often measured and Drsh ) el (Bl (A L) Ailanall 4ulSa] padindy Aeadl)
reported as MTRS. Maintainability is also used in Asgn 3y ) sl 3] Saay Gila slaall L 5l €5 Ciladd
the context of software or IT service development
to mean ability to be changed or repaired easily.

major incident sS4 | (ITIL Service Operation) The highest category of oo gy Aol il Caiad e T o (il b deadll Jiis()
impact for an incident. A major incident results in el (3 50S Ql jlanal (o Sl 3alal)
significant disruption to the business.

manageability 5 la¥! 44 [ An informal measure of how easily and effectively Claad b)) AlSa) Allad 5 A sgs (ulil] cans ) 2 mllaias 52

an IT service or other component can be managed.

AY) b Sl i il shaall L sl 655
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management 5l <lesles | Information that is used to support decision making | s3le alsiiy el ) daul s ) Al JAT) aedl Aesdivsal) Cila sladll o

information by managers. Management information is often iladd 31 ciblenl dae ) 2l 52y dausl 53 Lalali 5510y e slae
generated automatically by tools supporting the Gl plise o ale B aY) e glae Jaliiy Ba2elall ila shaall L 5 33
various IT service management processes. Jana' gl ¢"eial ga () da el ol paandl) dans” Jie i) 1Y)
Management information often includes the values MY B Al (e 2Ol
of key performance indicators, such as ‘percentage
of changes leading to incidents’ or ‘first-time fix
rate’.

management 4,y e slaall JUsi | (ITIL Service Design) A set of tools, data and 5 el 5 () 52V e Ao gane (A (Sl 8 Aard) maaca)

information system
(MIS)

information that is used to support a process or
function. Examples include the availability
management information system and the supplier
and contract management information system. See
also service knowledge management system.

5)13) e shea ol ;D Aada g ol dglee acal deddial) Cile sladll
Asiall g () sall Claslaa pUat 5 ALY

Aaaall aﬁ‘):ux 3)‘3} P\L.'\ L.a:li c;\‘)

Management of Risk
(M_o_R®)

SLEl s,

M_o_R includes all the activities required to identify
and control the exposure to risk, which may have
an impact on the achievement of an organization’s
business objectives. See www.mor-officialsite.com
for more details.

Dhall ol e o yaill 4 sllaal) 3asil) 28 laladdl 5 )l Jadi
Lalall Jandl Calaal Gaiad o Jainall o il a4y oSl iyl puiag s
A el

Jealddll (0 3 3 www.mor-officialsite.com ga!s

management system

EJ\J:}“ eLE.'\

The framework of policy, processes, functions,
standards, guidelines and tools that ensures an
organization or part of an organization can achieve
its objectives. This term is also used with a smaller
scope to support a specific process or activity — for
example, an event management system or risk
management system. See also system.

colaal ckJSLEJJ\J «lilaall ’QL..:\:\.\.‘JU ¢Jazd) )U=| $A
FRAPEIEYY AVETIS PO P I ¥ G JVEN g G PO PRCHE )
Alaii¥l g clleall 3L jral (5 siue o pllaadl axiig
Ll 5 51a) ala el gall s yla) alai Dl
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manual workaround

Sy k) sl

Ay by Aaly iy el

(ITIL Continual Service Improvement) A
workaround that requires manual intervention.
Manual workaround is also used as the name of a
recovery option in which the business process
operates without the use of IT services. This is a
temporary measure and is usually combined with
another recovery option.

gy ) adly iy o

A ) zliag calail) Coglud s (il 3 3eoall vl ()
W gl ) LT wdS Tl g saul) V) sl andind s g5
L 5! 555 Claad aladial ¢ 53 Jaadl lilee Joadi 48 o5

gla iV Gl LA aal sale Cgall ol a1 13 Ganay 5. Cla sleall
gAY

marginal cost 4l 23 | (ITIL Service Strategy) The increase or decrease in 2o U A5 A glati 5l 8l o (Jii) A Aeadll dal i)
the cost of producing one more, or one less, unit of (stba] aadiin Jand AKH Jie s yie Slas g (e S8 Sl
output — for example, the cost of supporting an
additional user.

market space Gl dalu | (ITIL Service Strategy) Opportunities that an IT Ak pdial (K Al G il o (D) 2 deadll da) i)
service provider could exploit to meet the business Aalall Joall Clals 2l LIMaiu) Sla sheall bn ol 933
needs of customers. Market spaces identify the AiSaal) e shaall L 515385 e Ll (3 sl s 203 5,6 Slanlly
possible IT services that an IT service provider may Lol 8 il glrall L ol 935 Ao adae a2y 8 )
wish to consider delivering.

maturity =il | (ITIL Continual Service Improvement) A measure of 3eliSll 5 cdpalaie W (i 5o (Jii) (2 Al peivaall (ppuanill)
the reliability, efficiency and effectiveness of a Claleall (5S35 oy sl dssspo 5l il 5 5l cdlens Tualall A il
process, function, organization etc. The most calaal s dat) il e Lay 4 ) e s 480 sia Loy Y Cailla gl
mature processes and functions are formally el paill Jae HUals A se e (5S35 cJanll
aligned to business objectives and strategy, and
are supported by a framework for continual
improvement.

maturity level =il s 5e | A named level in a maturity model, such as the JalSiall il jaal) peaad 3 gad Jia graad o3 gald (A (fime (5 e g2

Carnegie Mellon Capability Maturity Model
Integration.

sl i S aalad gl

ITIL® Glossary of Terms English - Arabic v.1.1

2013 AXELOS Limited©
zest g dss s sk,

e gosg s2e 1da 1 1 uasd £ dis 130 a0 1o sos dgpca,

Swirl logo™ s gdlss <zl s - AXELOS Limited

73




Ay by Aaly iy el

gy ) adly iy o

mean time between
failures (MTBF)

Iac Y1 s €8 ) Jas e

(ITIL Service Design) A metric for measuring and
reporting reliability. MTBF is the average time that
an IT service or other configuration item can
perform its agreed function without interruption.
This is measured from when the configuration item
starts working, until it next fails.

Laxd A i () gl g Jlae ) G 8 6l o g
O e (el Aauda gl o] Al jaaie sl ila slaa Lin 5l 5SS
dhall Jsan a5 Al juaic Jae Ay e clld (uldy 5 g Uil
al

mean time between
service incidents
(MTBSI)

Gl ga G ) Jaus gia
Aaadll

(ITIL Service Design) A metric used for measuring
and reporting reliability. It is the mean time from
when a system or IT service fails, until it next fails.
MTBSI is equal to MTBF plus MTRS.

AplaieY) e ol s (Ul Gabite g (il (& Leadll apenal)
Jhe Gigan e gl o gia g Aead) Gl ga o i gl) da gla g
5. Jlaall Jgean i g e sbrall Lin o) 935 Fand ol Lol b
+ JUac Y1 i gl Jass gie = daadl) Gl ga G i )l Jass e
Aaadll galatind i g Jass gie

mean time to repair
(MTTR)

ooaY) S g bk sl

The average time taken to repair an IT service or
other configuration item after a failure. MTTR is
measured from when the configuration item fails
until it is repaired. MTTR does not include the time
required to recover or restore. It is sometimes
incorrectly used instead of mean time to restore
service.

Tl gl L 51555 a2 Yomy 5y o)l 5l T i ga
dhe Go g3lal) Ci g b gia (uliy 5 (Jhae &gaa ey gl eaic

Jhall 138 ~Sa) cpa ) Gl slaall L gl 935 dand ) Ll jeaic

o fla ol Gllaall 0 OaY) s o sia o ¥
(s <5 Ul 23y 5 daus sia llaadl) a3t s saleinY)
Aandl) salaid 5 Jas gie nas

mean time to restore
service (MTRS)

Loaall 5olein 8 5 Jaus 5ie

The average time taken to restore an IT service or
other configuration item after a failure. MTRS is
measured from when the configuration item fails
until it is fully restored and delivering its normal
functionality. See also maintainability; mean time to
repair.

Lia ) 65 3003 o Agt juaie alaiud osllaall € g Jas gia sa
) O dedd) Balatind g da gla iy g Jae G gas e Cila glas
iyl 5 43130 5 JalSIL aialain) Goa N L) yuaie 8 Jlae Cigan

Axudal)

obaY) 5 Lo sia chilyall 8] Lingl gl
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metric

Ay by Aaly iy el

(ITIL Continual Service Improvement) Something
that is measured and reported to help manage a
process, IT service or activity. See also key
performance indicator.

gy ) adly iy o

o8 bacluall aic ol g Gl (o8 g (Jil (3 Aol el (il

Lol of el sl bia 1 €5 2004 5l e 3,00

Aol oY) @l e Lyl aa)

middleware dbyu s s | (ITIL Service Design) Software that connects two or o S 51 0 G ol i (b (] (8 Aendl) e
more software components or applications. G sale Aagus g1l Slama ll (5 5255 Aasas g1l Slma il 5l Syl
Middleware is usually purchased from a supplier, (e glaall L 5l 935 A2a e (g2l s skl (e Y 350
rather than developed within the IT service
provider. See also commercial off the shelf. oalall wiliadl Lyl aal
mission dag« | A short but complete description of the overall Oy La e 1wl s G sl SLalS s i ady jeaide Ciias o
purpose and intentions of an organization. It states Al S el (8] geaiiat o sllas sale e
what is to be achieved, but not how this should be
done. See also vision. Ay, L aal
model z3si | A representation of a system, process, IT service, 5l Agd paie ) laglae b sl siSi dand sladdee ) QUi Jiiai s
configuration item etc. that is used to help colinall Ly 5uil) ol agh A sacluall aadiid g W e
understand or predict future behaviour.
modelling ziil <l | A technique that is used to predict the future s Addee ) pUasy alall Latuall o ghally giill axdind Cysld oa

behaviour of a system, process, IT service,
configuration item etc. Modelling is commonly used
in financial management, capacity management
and availability management.

il by ardiidy W e jiaﬂj)asc,iqu}mgﬂljﬁﬁas
ALY 5l s Amaad) 5510 5 il 5 1Y) TS
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monitor control loop

Al yall aSa 3 i

(ITIL Service Operation) Monitoring the output of a
task, process, IT service or other configuration
item; comparing this output to a predefined norm;
and taking appropriate action based on this
comparison.

Loxd gl dlee 5l dogo il jhe A1 50 (o (Uil (8 Aed) Jiai)
o e Al o3 4l s Aingd jeaie g Cllasbaa a1 iS5
A o3 e Telis duuliall el ja ) 3431 5 s 2300

monitoring 48,4 | (ITIL Service Operation) Repeated observation of a Aok 5l Aiggd jeainl 3 ) jShe llaadle o (Jiil 3 Al Jiaii)
configuration item, IT service or process to detect Al G e 2S5 cloanY) GLESY lae 5l il slaa Lin 5l 5i€
events and to ensure that the current status is Ad g yra daal )l
known.

near-shore Bl 8 [ (ITIL Service Strategy) Provision of services from a | <8453 (e cleaall hldial jid g g (Sl 3 deasd) dual yiul)
country near the country where the customer is L sl iS5 daad 5 il Gl ) 6 38 Jranll g 2 5y A A 5
based. This can be the provision of an IT service, Aol (oS Jie dae ) Cailda ) o e slae
or of supporting functions such as a service desk.
See also offshore; onshore. Bl 7 ola blall e Ll aal

net present value Ll dedll s [ (ITIL Service Strategy) A technique used to help 3 A sac Lol andiid bl g (Jl 8 deas) duasl i)

(NPV) make decisions about capital expenditure. It O Al Al ila o )l s Jlall el 5 i g joae J a2l ) 3l
compares cash inflows with cash outflows. Positive | Zllall dadll dla Juy da Al A sl 48 ja 5 Al A gud) 3 a0
net present value indicates that an investment is plaY) Baty sl e A sall
worthwhile. See also internal rate of return; return
on investment. ) e il o Aalall dited) Jaee Lial aal

normal change @de s | (ITIL Service Transition) A change that is not an wndll ay ol ol oot e s e (il 8 Aeasl) Jla))

emergency change or a standard change. Normal
changes follow the defined steps of the change
management process.

owsl) 3500 dolae 8 3a3as i sl (galall
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normal service
operation

el galal) Jil

Ay by Aaly iy el

(ITIL Service Operation) An operational state where
services and configuration items are performing
within their agreed service and operational levels.

gy ) adly iy o

nalie 5 ladall ) 5S5 Cua Bl s a (Ui A Aeadl) Joaii)

notional charging

2 el ZlLall 2l

(ITIL Service Strategy) An approach to charging for
IT services. Charges to customers are calculated
and customers are informed of the charge, but no
money is actually transferred. Notional charging is
sometimes introduced to ensure that customers are
aware of the costs they incur, or as a stage during
the introduction of real charging.

L 5535 et Jilie Alall Alaal) s (il (3 Aol Al yiud)
Y S5 e Deall Lgs it s eDlanll dgan sall cildllaal) Consnt e slasl
o SN Tilal 2 e 1 0L A0l i Jlall Jlad s g3 (ol iy
Al AdUaall (U Als jeS g cagale A5 yiall AdSAN o Slaadl &l )
Aladl)

objective < | The outcomes required from a process, activity or ind o aSlll A ge 5l Tl 5l dolae (g 373 all iliil) &
organization in order to ensure that its purpose will o mdlaian aadiin s alSl ALE Calaal) 0)5SE L Llle 5 il 2 Y)
be fulfilled. Objectives are usually expressed as ccbllaiall ()3 LI e ) e Adeay
measurable targets. The term is also informally
used to mean a requirement.

off the shelf el e)Lal | See commercial off the shelf. Boalall diliadl aal )

Office of Government
Commerce (OGC)

A Sa) 5, s
el

OGC (former owner of Best Management Practice)
and its functions have moved into the Cabinet
Office as part of HM Government. See
www.cabinetoffice.gov.uk

s slae Juadl Biladl Gl g yall e sSall 5 e ii€a i 3

Aabo dasSa gaein ) el sl udae () adilla gy ((31Y)
(A

www.cabinetoffice.gov.uk !,
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offshore

Ay by Aaly iy el

(ITIL Service Strategy) Provision of services from a
location outside the country where the customer is
based, often in a different continent. This can be
the provision of an IT service, or of supporting
functions such as a service desk. See also near-
shore; onshore.

gy ) adly iy o

e S e clexal) sl yidg g (il 8 deadldl Al i)
Q;Sg:é},@)sisjlﬁgojﬁuzabj«M\@A.}ﬁ&d\ﬁjﬂ
e Aaclall il gl 5) e glae L o 935 Aanad Lalgial g5 Gl
Aeadll (i

‘L;ELJJ\ u)§ «‘L;bhﬂ\ L.;r‘ L.a:li @\‘)

onshore bl e | (ITIL Service Strategy) Provision of services from a | &sall g (ye cileaall aldial b g8 sa (sl 3 dexal) Lo i)
location within the country where the customer is Srend) g as g )
based. See also near-shore; offshore.

LBlEl i LAl 7 A Laal sl )

operate Jaisy | To perform as expected. A process or configuration | &4 saic ol dimadilec jfad  adgie s LS Gslladll jlad) 58
item is said to operate if it is delivering the required el Lyl Jasell iny 5 Lgie 4 slhaall il a5 il 13) Qoo Al
outputs. Operate also means to perform one or 25 58 V) sl Jsni e o Jill ililae (g0 ST 5l 3380
more operations. For example, to operate a el Y (g3 S5 puall de sl Jprdill lilee
computer is to do the day-to-day operations needed
for it to perform as expected.

operation Jsii | (ITIL Service Operation) Day-to-day management b il slaa L 51 555 Aaxal da sall 30Y1 (& (i) 3 Aexdll Ji)

of an IT service, system or other configuration item.
Operation is also used to mean any predefined
activity or transaction — for example, loading a
magnetic tape, accepting money at a point of sale,
or reading data from a disk drive.

aﬂ)u&&l.'\\*d\'&;\ﬁ}i c@uﬁy@dbﬂd;ﬁj Jairas
oal
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operational

Ay by Aaly iy el

The lowest of three levels of planning and delivery
(strategic, tactical, operational). Operational
activities include the day-to-day or short-term
planning or delivery of a business process or IT
service management process. The term is also a
synonym for live.

gy ) adly iy o

¢ ol inl) Jaa il 5 Taadill il giase S (g (5 san S 50
wad sl Taglaatl) Al il A Jady (L ¢ Jaghads
Lo sl clas sl Blee ) daall clilee 55 ) sl

il Gal S Lyl Lt ellaas oy 5 e slel

operational cost

Aalia dl) dal<al)

The cost resulting from running the IT services,
which often involves repeating payments — for
example, staff costs, hardware maintenance and
electricity (also known as current expenditure or

revenue expenditure). See also capital expenditure.

e ale ol gleall L 6l 935 ledd Jiadis e Aaslil) Adsal) s
sLoeShl s 3 3eaY) Alua s (Jand) A8 28S5 ;D 5y jSie Cilad
."JBL:J\ QGJJ.\AA" Ji "Azi‘)\éj‘ Q\j}‘)a.a.d\" = Lag‘ u‘)aﬁ

operational
expenditure (OPEX)

Al il Ol g padll

See operational cost.

Al gl 4l &b
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Ay by Aaly iy el

gy ) adly iy o

operational level
agreement (OLA)

Joiill (g ghana A8lE5)

(ITIL Continual Service Improvement) (ITIL Service
Design) An agreement between an IT service

provider and another part of the same organization.

It supports the IT service provider’s delivery of IT
services to customers and defines the goods or
services to be provided and the responsibilities of
both parties. For example, there could be an
operational level agreement:

e Between the IT service provider and a
procurement department to obtain
hardware in agreed times

e Between the service desk and a support
group to provide incident resolution in
agreed times.

See also service level agreement.

AL o (il 8 Aead)) arena) (Ll 3 deall vl ()
pe iy Aupall (ud (e AT 6 g e sheall L o1 5385 A0 o (o
Laxd oo 5 8 il sheall L o) 555 Faad e Joreiil) (5 siase 3L
s leadll ) alad) AEEY) 03a3 LS e Dlaall e slaall L o) 535
5 e 1 0T o (S M Ll S il g pune 5 s

s el

S yihal) and g Gla glaall Lin f 9T 2004 a2 (p @
Lo GBita gl 35 el e Jsaanll

b Sl Jgla aail acn e sama s dacdll a0 @
e (3o i

operations bridge

(ITIL Service Operation) A physical location where
IT services and IT infrastructure are monitored and
managed.

Clada 3 la) 5 Al e 4 o35 (g3 a8 gall s (il 8 Aeddl) Juaii)
Ll glaall Lin b 31 Aviail) Al g e glaall L ol 938

operations control Juidll & Sl | See IT operations control. e slaall L o 583 Jiadis 8 oSal) ral
operations Juidll 3y [ See IT operations management. e slaall L 51 585 Jdi 5 )l el
management
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opportunity cost

Ay by Aaly iy el

(ITIL Service Strategy) A cost that is used in
deciding between investment choices. Opportunity
cost represents the revenue that would have been
generated by using the resources in a different
way. For example, the opportunity cost of
purchasing a new server may include not carrying
out a service improvement activity that the money
could have been spent on. Opportunity cost
analysis is used as part of a decision-making
process, but opportunity cost is not treated as an
actual cost in any financial statement.

gy ) adly iy o

s G LU A O AR (sl (A Aeasd) das) i)
a3 13 agle J sanll (S IS A ailal) dua jall 8IS ity | laiiaY)
Slea o)l da ) AASH Qo 38 e AT Gy 3 ) sall alasid

Jla slas) r;go‘\ JU-SNIU LR EOREN P TVEN PYSEN IPETIRTRENSE BN
OS5 QA Alad) Cllee (a6 3aS daa jal) AdST il padiig 5 48
Agdle il i€ (gl 8 a8 AAISE a3 Y

optimize

Review, plan and request changes, in order to
obtain the maximum efficiency and effectiveness
from a process, configuration item, application etc.

3eli€ ef o Jpanll il ypaill (il g cdagadiill g cdaal yall sa
Ao sl Gadaill o Al jemie 5l dleal) (e Alads

organization L..3 | A company, legal entity or other institution. The L pal) llame padion s (s A) A ol 5l 508 (LS STAS 0 o
term is sometimes used to refer to any entity that e il e 53 55 (adh ge 40l LS (5 ) 3Lad Lgal
has people, resources and budgets — for example, Jas Baag 5l g5 e
a project or business unit.
outcome L | The result of carrying out an activity, following a ledd s3a) Juasi sl e dlee plal ) e Lol M Aahs sa
process, or delivering an IT service etc. The term is ) 8L ) llaae padiog 5 b () La g Sla slaal) L ol 1S5
used to refer to intended results as well as to actual Lol Al il 5 83 gl i) (g0 JS
results. See also objective.
RETTRIC PN
outsourcing >l aeadll | (ITIL Service Strategy) Using an external service 31Y o la dead adie aladiind g (il 8 deadll dpasil yinl)

provider to manage IT services. See also service
sourcing.

Ll glaall Lin ol 63K5 Chland
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overhead

ele Yl

Ay by Aaly iy el

See indirect cost.

gy ) adly iy o

Bl e dalSH) &\J

pain value analysis

3Ulal) Zed Jilas

(ITIL Service Operation) A technique used to help
identify the business impact of one or more
problems. A formula is used to calculate pain value
based on the number of users affected, the
duration of the downtime, the impact on each user,
and the cost to the business (if known).

LAl 3aad b ac Luall aadiin coslal g (diil 8 dendll Jua)
Alos Aalaa pa35 ST Baal g AlSiia (e gl Jaall e
C 5 e oo el Cpeadiial) axe e el sUlaall dad ilua)

Of) Jandl o Ga8) gl 28K 5 ardiose IS o 5l 5 ocad il
(&b e

pareto principle

il e

(ITIL Service Operation) A technique used to
prioritize activities. The Pareto principle says that
80% of the value of any activity is created with 20%
of the effort. Pareto analysis is also used in
problem management to prioritize possible problem
causes for investigation.

Green Al G i andion sl g (Jail A easd) Jaii)
%20 oo Lai Ll gl Aad (e %80 (b sil e G855 AslsY)
Gl i il JSLEal 30 & Ll 5 5L alas padid s gl (e

partnership 8,3 | A relationship between two organizations that alaal dal e @ e Lgw deall e Jaids (e se o A8e o
involves working closely together for common goals Lin sl 55 Aadd e (5 ()5S0 O g Aol ailia 5l 4 e
or mutual benefit. The IT service provider should Al diad A Faa A Cleal ae s Janll e 3S) 5 e ladl)
have a partnership with the business and with third e sleall L o 85 Cladd Jpua il
parties who are critical to the delivery of IT
services. See also value network. Al A0S Ll aa)

passive monitoring 4uldl 48140 | (ITIL Service Operation) Monitoring of a L s i€ dadd o A juaic 481 5e & (Jii (A Aensd) Jadii)

configuration item, an IT service or a process that
relies on an alert or notification to discover the
current status. See also active monitoring.

o ) CLESY Gl ol il e slaie YU dlee ol il slae
AN

Al 480 5all Loa aal
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pattern of business
activity (PBA)

Ay by Aaly iy el

(ITIL Service Strategy) A workload profile of one or
more business activities. Patterns of business
activity are used to help the IT service provider
understand and plan for different levels of business
activity. See also user profile.

A ad) dadlly iy pal)
O ST o Ll Jeall Jlaal Jas 8 (Jil 3 3ol Al yiu)
Lia ) 935 A2 e 5 lusal Jand) Adaiil Lalaif padiiad 5| Janl) daiisl
ead) Aol (pe Al il sinall Jayhadi g agh 8 il slel)

percentage utilization

2250 2 sl

(ITIL Service Design) The amount of time that a
component is busy over a given period of time. For
example, if a CPU is busy for 1,800 seconds in a
one-hour period, its utilization is 50%.

Y i Lo (0550 4 )5S A <l (Jiil 8 Aeadl) apena)
A gadia 438 yall a8l aa g il 13) D (dligne dyia 3 5 58 DA
9650 2

performance 1Y [ A measure of what is achieved or delivered by a S e sl (padd ol ol Adand 5y 4l sl o il o5 Ll orliia 5
system, person, team, process or IT service. Do slra b gl S5 daad 5l dlec
performance ¢13¥15,la [ Activities to ensure that something achieves its Ak 4 Hlay Aa3 giallatlil) Lo o 25 ¢ sl el G i) b
management expected outcomes in an efficient and consistent
manner.
pilot w2 | (ITIL Service Transition) A limited deployment of an | sl «cle slae L 51 55 2a3ad 3 gana (i s (il 3 denal) Jlaws)
IT service, a release or a process to the live M (st el a2 s Agladl) A5l i Alee 5l ((33U)
environment. A pilot is used to reduce risk and to 2l 5 peadindl Jladl 250 ) e sanlly Hhladll
gain user feedback and acceptance. See also
change evaluation; test. OHERY) ¢ i) il Wil sl
plan iki | A detailed proposal that describes the activities and o (Gaiail Ay 5 g yeal) 3 ) gl 5 AV iy e (1 o 5

resources needed to achieve an objective — for
example, a plan to implement a new IT service or
process. ISO/IEC 20000 requires a plan for the
management of each IT service management
process.

ey buaa Addee ol il glea Lia ol 965 A0ad 20 Adad Dk ¢(pana
5,13 lilee (g dlee JS51Y A 3525 20000 55 ki
Ll glaall Lin ol 63K5 Chland
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Ay by Aaly iy el

gy ) adly iy o

Plan-Do-Check-Act
(PDCA)

(ITIL Continual Service Improvement) A four-stage
cycle for process management, attributed to
Edward Deming. Plan-Do-Check-Act is also called
the Deming Cycle. Plan — design or revise
processes that support the IT services; Do —
implement the plan and manage the processes;
Check — measure the processes and IT services,
compare with objectives and produce reports; Act —
plan and implement changes to improve the
processes.

d;|)a¢4)i aJJJupaJL\n)A(M|@MJ;ﬂM|M|)
L;ndllm aJ}AHaM)S.\.\AC._\A.\JJ)\jﬂ).\.\u}cc\.\luJ\o)by
}AJL-J:; ?AJJb‘)jJ"e“‘L'AJ‘m'P|JF\LL§éM
d’ﬁ| uu}u\h;}ljaﬁﬁuh?cmg|uunﬂ\w|fj|w
u.-nl_\s}@«&\)hd u\.\kﬂ\ojb\}‘daaﬂd.\.\hucojhcﬁj

G siall i1 YT e L a5 el shaall L 51555 et 5 el
d.uh}muca‘)bc}m).\m\).\;\_’ ‘).\‘)LL\S\‘).\..A:..:}LG_:}L
.uQM\wwudﬁu\M\

planned downtime

Biiea 2ana i i i

(ITIL Service Design) Agreed time when an IT
service will not be available. Planned downtime is
often used for maintenance, upgrades and testing.
See also change window; downtime.

a;LchM\ua,J\us}eMJ um)x_d);u_\u}lu&\
SRV g Ewaatll g diluall a2y

,J)ﬂi\g}c)ﬁﬁﬂﬁub'agi@\)

planning Ll | An activity responsible for creating one or more Al Jadads :Sliae ST ) 3aal 5 Adad 1) e Jspme bl 5
plans — for example, capacity planning.
policy 4w | Formally documented management expectations aon il clilad) w2358 5 5oV U gis lad 1l cans ) (355 (A

and intentions. Policies are used to direct
decisions, and to ensure consistent and appropriate
development and implementation of processes,
standards, roles, activities, IT infrastructure etc.

bl 5 lileall (381 giall 5 Sl 351 5y kil (Jlania 5 <l ) yal)
W e 5 il shaall L sl o500 dgiacill Al g ddadaV) g ¢ ) 921
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portable facility

Ay by Aaly iy el

(ITIL Service Design) A prefabricated building, or a
large vehicle, provided by a third party and moved
to a site when needed according to an IT service
continuity plan. See also fixed facility; recovery
option.

gy ) Akl Cig el
At i Al g ol s gian iae s (i) (3 2ead)) aranad)
Ao s dalal) die e @ ge ) JE 5 dn HA B Ll
A e shaall L 5l 535 Fada Ay ) el

i) JLa Al 38 e Ll gl

post-implementation

A review that takes place after a change or a

2y L dxa) e 2075 g5 e gl ki i oleil ey o Al je A

review (PIR) project has been implemented. It determines if the b 22273 LS oY ol Taali g 5 il i il IS 13) L Sl
change or project was successful, and identifies Cpanll
opportunities for improvement.

practice il | A way of working, or a way in which work must be Jadi Ol (S s Lt s Jaall 2 o ng Ayl 5 Jee 48 )k

done. Practices can include activities, processes,
functions, standards and guidelines. See also best
practice.

ClalE Y ulaall s ecaita ol g ccilleal) 5 (idaiaY)

el il jladl) L gl

prerequisite for
success (PFS)

ol Gl Iyl

An activity that needs to be completed, or a
condition that needs to be met, to enable
successful implementation of a plan or process. It is
often an output from one process that is a required
input to another process.

Y sl Lgiiat gy Al Ja g )l Ll o (01 T 5201 o
Gl aa sale #laill Aiseal) Ja g i) () 5S55 Aulee 5l Adadd eals 3
(oA laal 4y 5 pm A5 Aime ilee (e

pricing sl | (ITIL Service Strategy) Pricing is the activity for Dltaal) laie ypasd 4 iy (g2l LG s (Sl A addll donl i)
establishing how much customers will be charged. csSaall A3 sall A L
PRINCE2® 2u4» | See PRojects IN Controlled Environments. ASadl iat Al A& Cle 5 plall Caal e
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priority

Ay by Aaly iy el

(ITIL Service Operation) (ITIL Service Transition) A
category used to identify the relative importance of
an incident, problem or change. Priority is based on
impact and urgency, and is used to identify required
times for actions to be taken. For example, the
service level agreement may state that Priority 2
incidents must be resolved within 12 hours.

gy ) adly iy o

iy Chyial g (il 8 Laaal) Qi) (Jsi A 4ensd) Jaiii)
o AW adiaty | et ol a5 Aalad Al ApaaY) maal
el Y HA3Y Cosllaall ¢ gl paatl aadid s Zalalyly il
On Gl sall O e 2aail) (g e A8 (ali 8 Dl ¢y ) 5 pual)
Aol 12 J3A Leda cony 2l 2y0,4Y)

proactive monitoring

30 1) 38l al)

(ITIL Service Operation) Monitoring that looks for
patterns of events to predict possible future failures.
See also reactive monitoring.

3l Caa) Blail (e a1 381 el o (i) A Aol Jaai)
Alaiaal i) Jlac YL

a1 A8yl L g

proactive problem

JSLaall 530 ) 5,1y

(ITIL Service Operation) Part of the problem

a3y JSLa 5 1) Alee (e 6 3 (A (Sl A Aeadll Jri)

management management process. The objective of proactive Ay yhay @S Y 8 A JSLE) paas ) JSLiall 300 Ll 5518y
problem management is to identify problems that paiu g Caal sal) e Jalaty JSUaall 351 )l 510Y) o sk s A
might otherwise be missed. Proactive problem Cla sleall L 5l 5385 e 3 )la) il Ao 53 dxaaall Ll
management analyses incident records, and uses Adled) JSLaal o dliiaall clalasyl e o jaill 5 AY)
data collected by other IT service management
processes to identify trends or significant problems.

problem ilis | (ITIL Service Operation) A cause of one or more ol G5 Vs ST s e o (i 8 ead) Qi)

incidents. The cause is not usually known at the
time a problem record is created, and the problem
management process is responsible for further
investigation.

ot JSLadl 5,51 dlee 5 AN o oL iy L Lo laasile
il e d el o) ) oo A s pasall
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problem management

Ay by Aaly iy el

(ITIL Service Operation) The process responsible
for managing the lifecycle of all problems. Problem
management proactively prevents incidents from
happening and minimizes the impact of incidents
that cannot be prevented.

gy ) adly iy o

e B 3535 )1 e Al g sesall Aglanll o (Ll 3 Aol (i)
Y s Gl gall BT JlE S el gall g g8 5 aie ) Coagi s JSLAA
ASan a3 (A () Leria Sy

problem record

A i \d;.m

(ITIL Service Operation) A record containing the
details of a problem. Each problem record
documents the lifecycle of a single problem.

Gy AL sl o g s s 5 (il (A Rasdl) Jiao)
,EJ;\;MEQ;E)}JMJMJS

with the objective of performing the process in an
effective, efficient and consistent manner.

procedure 12l | A document containing steps that specify how to pirs Le bl 245 A G A Dl phadl) o (5 5inSA85 5
achieve an activity. Procedures are defined as part Shlaall e ¢ a8 Sl Y] iy S
of processes. See also work instruction.

Janl) gl Lyl gl
process ddee | A structured set of activities designed to 2aliy adae Caon (gaiail daiiae AndiY) e 4l de sana
accomplish a specific objective. A process takes Ba3aa cila jaa M Ledgaty ST adaall cBlA (saa) dleal
one or more defined inputs and turns them into Sl il 5 o 531 el g gusall 5 ¢l 5aY) e Aleall Jaidi 85
defined outputs. It may include any of the roles, psi s 4 3se sl o Gla il Jua gl 4y ) 5 juall 4y HlaY)
responsibilities, tools and management controls ilaglat g AaZi¥) 5 el Y 5 pbaal) g ecilabal) Ciy pais dleall
required to reliably deliver the outputs. A process Al daladl sie Jaal)
may define policies, standards, guidelines, activities
and work instructions if they are needed.
process control alleall & Sa1l) [ The activity of planning and regulating a process, 36 LaS) dlaall 2480 Coagy Lo Alee aalai g Jasladty Galall LS 5o

38 sia sl 5 ek g
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process manager

Ay by Aaly iy el

A role responsible for the operational management
of a process. The process manager’s
responsibilities include planning and coordination of
all activities required to carry out, monitor and
report on the process. There may be several
process managers for one process — for example,
regional change managers or IT service continuity
managers for each data centre. The process
manager role is often assigned to the person who
carries out the process owner role, but the two
roles may be separate in larger organizations.

gy ) adly iy o

Sl g ase Jalli s A dlaad bl 5 510Y) e Jseall Hsall 8
&é\ﬁj\j«h@ﬂﬂ@”ﬁ\m‘y\@u;ijw\ﬁu
&a«zh\}wcb.\nsgc.\;ﬁgigs.qg}_@ad\dpﬁ)&ﬂ\@)}
Cila shaall Lin ol 655 ciland A ) i ol ol CpaadlBY) sl ¢ jae
s a5t gl addllale dglead) jaae )9 iy Ul S e JS]
SI il gall 8 ladia Gl sall ()5S 38 (S cdleal) Slile

process owner 4leall il | The person who is held accountable for ensuring ey, Jlexindl AaiDle daleall O (e U (e J 5 pusall (il g2
that a process is fit for purpose. The process Crmmaatll g ¢ aaill 5 )l 5 capanaill 5 cdile Sl dlaxll ellle il 5 usa
owner’s responsibilities include sponsorship, G Gadll i ) sale ) sall s did s Leusnlia s Alaall jaivndll
design, change management and continual Gl pall (& (Sladio Ol ) 9all ¢3S B 81y dleall jaae 50 8 8
improvement of the process and its metrics. This oS
role can be assigned to the same person who
carries out the process manager role, but the two
roles may be separate in larger organizations.

production zWwY 4w | See live environment. Adadll Ll aal

environment

profit centre = S | (ITIL Service Strategy) A business unit that charges | @aall gale diie s Jae 325 o8 (i) (A deadll Laii) jiu)

for services provided. A profit centre can be created
with the objective of making a profit, recovering
costs, or running at a loss. An IT service provider
can be run as a cost centre or a profit centre.

Caad b bl BiaS Chag sl 38 e ol (K5 Vg
Lin 55 8 s e (St 5 s Dyl 4l )
0 RaS o A 8 5 il el
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Ay by Aaly iy el

gy ) adly iy o

pro-forma

A template or example document containing
sample data that will be replaced with real values
when these are available.

2a Ll oty UL A8 o (g sini Tumpia 53 425 5 5l B 5
a1 Aggall sl i

programme =L | A number of projects and activities that are planned Laa L) s Led ot oy A Aai¥) 5 e 5 il (e 220 8
and managed together to achieve an overall set of Aday) i) (s AY) il s Sl (e de sana (38a
related objectives and other outcomes.

project ¢ s | A temporary organization, with people and other Gl Ay 5 i AT Jmal 5 & pd Sl 58 Ll AB50 i 58
assets, that is required to achieve an objective or o JiaY) aagll g 5 pda la By 50 Jaldiy e il sl o
other outcome. Each project has a lifecycle that Bale Dle 5 plall 3l oty G5 2l 5 cJapladill g co )
typically includes initiation, planning, execution, and 8IY (S aal) JSel) 51 208 1 Jie (o bl alasinly
closure. Projects are usually managed using a e 5l
formal methodology such as PRojects IN Controlled
Environments (PRINCE2) or the Project (Bl e liiall A cq Ll 3 1) S Ll gl
Management Body of Knowledge (PMBOK). See
also charter; project management office; project
portfolio.

project charter g sl 3l | See charter. Blisal aal

Project Management 5laY A=l Sl | A project management standard maintained and Sgre i (e 0 5 0 0 9hal | Ll 3 )1Y jalaa (g0 B ke s

Body of Knowledge e 4l | published by the Project Management Institute. See Sl slaall (e 2 all wWW.pMILOPG ety g bl 31

(PMBOK)

www.pmi.org for more information. See also
PRojects IN Controlled Environments (PRINCE2).

(20452) oS3l i iy S e i) Laal gl
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http://www.pmi.org/
http://www.pmi.org/

Ay by Aaly iy el

gy ) adly iy o

Project Management
Institute (PMI)

@)L&A}\ 3‘)\3‘\ AL DY

A membership association that advances the
project management profession through globally
recognized standards and certifications,
collaborative communities, an extensive research
programme, and professional development
opportunities. PMI is a not-for-profit membership
organization with representation in many countries
around the world. PMI maintains and publishes the
Project Management Body of Knowledge
(PMBOK). See www.pmi.org for more information.
See also PRojects IN Controlled Environments
(PRINCE2).

il 513 Gl jlga o sl &y pemal) e aaiad dsalle dakiia
il el g & sbaiall e ganall 5 cpallal) Clale 5 uladll e

Ay sl b ) ALYl AL

ISl phis pohaly o gfidony ) e duuse oo aLiiall 5 1) 3gase
e all Www_pmi_org &U le gyl 3 laY @)a.dl
Cila glall

(20452) oSa3l i iy 8 e i) Loal aal

project management
office (PMO)

@)L&Aﬂ 5 yla) ks

(ITIL Service Design) (ITIL Service Strategy) A
function or group responsible for managing the
lifecycle of projects. See also charter; project
portfolio.

Ak s (Jil 8 deaad) Al jiul) (Jil A Aeadd) aread)
L Bl ) 535 )l e Ay de sana

kil A ((Jlise Lial aal

project portfolio

@JULJ\ Anas

(ITIL Service Design) (ITIL Service Strategy) A
database or structured document used to manage
projects throughout their lifecycle. The project
portfolio is used to coordinate projects and ensure
that they meet their objectives in a cost-effective
and timely manner. In larger organizations, the
project portfolio is typically defined and maintained
by a project management office. The project
portfolio is important to service portfolio
management as new services and significant
changes are normally managed as projects. See
also charter.

by sacl8 o (Uil (A Aeadd) dadl jind) (Uil (A i) aranal)
Ayl padid s Leiln 350 A g sLaall 50y LlS ld dad 5
4 e ann Lgblaal Gaias e 2S5 o L) G il oy L)
Sl sall (8 a jliall A iy paSi 53 ) a5 Jsile Sy 5 Al e
Lage g liiall Agia yindy oo pliall 3 )1} (i Adasl 50 5 S
sl g Bagaall laaddl 3 jlabs o 685 Cua Sladdl) s 3 laY
Sl

Glie Ll aal
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projected service
outage (PSO)

& siall daodll ¢ Uil

(ITIL Service Transition) A document that identifies
the effect of planned changes, maintenance
activities and test plans on agreed service levels.

Adla) @l il LA a3 A8 o (Jil G deadd) JlEw))
Leale Gl Aaadll s o jliay) babd g dilal) el

PRojects IN G Gl 8 cle 5 534 | The standard UK government methodology for e g el 31y Aty ul) A Sal) e Giall ol s
Controlled (2u42) S=30 | project management. See www.prince- Sl sleall (e 2 3e0 www. prince-officialsite.com ey
Environments officialsite.com for more information. See also
(PRINCE2) Project Management Body of Knowledge e s il B1aY el JSuel) Liayl aal
(PMBOK).
qualification Jali [ (ITIL Service Transition) An activity that ensures il Al o) Geny () Lzl g (Jiid) 3 Aaasl) ()
that the IT infrastructure is appropriate and 3l e Gl e ) e IS A s Ao Cila glaall Lia 5l i)
correctly configured to support an application or IT (Dl slaa L 5l iS5 dads
service. See also validation.
il Lagl sl
quality 3252l | The ability of a product, service or process to e clgie Aagivall Aol o e dlee 5l Ladd g wiia 3,8 o

provide the intended value. For example, a
hardware component can be considered to be of
high quality if it performs as expected and delivers
the required reliability. Process quality also requires
an ability to monitor effectiveness and efficiency,
and to improve them if necessary. See also quality
management system.

LS il 5 505 S 13 32 sl e dgalall s oSl aal e ] (Ko
33l Loyl cllaal) 53 g allati 5 &y sllaall dpalie V) ady 5 o8 5ia 58
,b;ﬂ\m&@@;@bﬁl\;s;uﬂ&é\f@

,EA};J\ EJ\A;\ eu:'\i L..ag\ @\‘)
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ey Al iy el Lal) Al iy )

quality assurance (ITIL Service Transition) The process responsible 8353 o e U (e A g panall laal) o (il 3 Al Jla)
(QA) for ensuring that the quality of a service, process or padid 38 Lgia 4y sllaall dal) w385 g dalaal) o) daxsl) sl eeinal)
other service asset will provide its intended value. S e Al g puall Ao sanall 5l Al gl ) 3 L3N Ll ellaiaall
Quality assurance is also used to refer to a function RAPEN
or team that performs quality assurance. This
process is not described in detail within the core Y Al il Adaall & 5 o 0
ITIL publications. See also service validation and
testing. Aeaal) i g LA Loal aal
quality management 3352l 5,0y Wi | (ITIL Continual Service Improvement) The el g gusall 5 cJanll Lip 5 (Jii) (2 Aeaall painnall (ppuanill)
system (QMS) framework of policy, processes, functions, 82 5al) Bl (penml ) 515 ol Y 5 el 5 il
standards, guidelines and tools that ensures an Aaadl) il gisa 5 Jaall Calaal il duss5a 8 4 sllaall Ll aadl
organization is of a suitable quality to reliably meet
business objectives or service levels. See also 1ISO 9000 s_xl Ll gl
9000.
quick win @l 54N | (ITIL Continual Service Improvement) An dile i ) Chagy a3 BLE g (i (A 20l sulusall )
improvement activity that is expected to provide a Lo JilB dga 5 AdSH B jpual Ayia )58 G laTinY) e
return on investment in a short period of time with
relatively small cost and effort. See also Pareto S e Ll gl
principle.
RACI s s dsas | (ITIL Service Design) A model used to help define zisa o (i) (8 Al yaiesall (ppeanill) (Jsil (A i) aranal)
<l yswals | roles and responsibilities. RACI stands for Glallacas ) adi s Sl ggaall g ) 501 Cay ya L saeLuall ardiay
responsible, accountable, consulted and informed. e ¢ lise ctalae ¢ gme
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reactive monitoring

Lllaidy) 48l al)

(ITIL Service Operation) Monitoring that takes place
in response to an event. For example, submitting a
batch job when the previous job completes, or
logging an incident when an error occurs. See also
proactive monitoring.

& Ay Jadll 3 5 08 3 A1 el o (Ji) 8 Aeadl) S
ol el Janl) 3458 LS Laie gmand doe Jl ) 10 caaal)
U;M&;t)ﬁ}majdbu‘)

330, 48 yall Lal aal

real charging

Lledl) L) Al

(ITIL Service Strategy) A charging policy where
actual money is transferred from the customer to
the IT service provider in payment for the delivery
of IT services. See also notional charging.

e ) daeal) o Juall ndll Jysail] s G Aalle daltae Al o
lead awasi Jilaa e slaall L ol <5 4004

a0 Al AUl Ll

reciprocal adalall <l 3 | (ITIL Service Design) A recovery option. An On AL G b le a5 e i) LA s (Jii) 8 Aeadl) mana)

arrangement agreement between two organizations to share Acbidall (381 e 13l cf5 )l shall Al (8 3 )) gall AS Ll (s 30
resources in an emergency — for example, high- el il 5 e Aalia sf dag ol
speed printing facilities or computer room space.

record J>= | A document containing the results or other output e LIS 5l dlae e oAl Cila A 5l @l o (s giad d85 5 8
from a process or activity. Records are evidence of s Ol 0588 85 Blaall Gpas s e Al el Jids
the fact that an activity took place and may be lelaia¥) pualae o s Jass o) (3855 8 Dlia iy <Y
paper or electronic — for example, an audit report,
an incident record or the minutes of a meeting.

recovery glaiYl [ (ITIL Service Design) (ITIL Service Operation) Lgh yaie sale) s (dib) (A eadll Juan) (Jbl 8 desdl) mana)

Returning a configuration item or an IT service to a
working state. Recovery of an IT service often
includes recovering data to a known consistent
state. After recovery, further steps may be needed
before the IT service can be made available to the
users (restoration).

Laxd pla i) daidiy g el Al ) e glee L 5l 935 da2a
sdaglee dla ) Gl g la yisl e sale il glaa L 5l 535

O g la i) any (5 AT g MAS) (5 )5 el e (5 8 A e
(3linY1) peadivsall il sleall L o 535 A Aal) a3y 0o
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recovery option

Ay by Aaly iy el

(ITIL Service Design) A strategy for responding to
an interruption to service. Commonly used
strategies are manual workaround, reciprocal
arrangement, gradual recovery, intermediate
recovery, fast recovery, and immediate recovery.
Recovery options may make use of dedicated
facilities or third-party facilities shared by multiple
businesses.

gy ) adly iy o

glhiil Al 8 ks Al yind Abad 58 (il 8 e0d) pransl)
sty slad s oa Lalasiad Y daa) jiay) blally daadl)
dans gial) gl i) ol g la i) ol el S ¢ sl
Sl e o a5l gl Yy g mll gla i)
SA) dee

recovery point
objective (RPO)

gla iy ddads Caoa

(ITIL Service Design) (ITIL Service Operation) The
maximum amount of data that may be lost when
service is restored after an interruption. The
recovery point objective is expressed as a length of
time before the failure. For example, a recovery
point objective of one day may be supported by
daily backups, and up to 24 hours of data may be
lost. Recovery point objectives for each IT service
should be negotiated, agreed and documented, and
used as requirements for service design and IT
service continuity plans.

6 sadl) Ll b (i) (A Aendl) Jaais) (dm\ (b Aeadll arecai)
g g Uadil gan day Aaddl) Salatind) 2ie 2885 08 ) llal) (e
Dlie cJhandl & gan J8 Aie 55558 pla yiul] Adali Caan (e el
Adaliia) gowiy Lt e (0 5S5 o Sy 2a) 5 2 gl g la i) ddas Cana
A O gy Ll e delu 24 i glaih Cuasy o Ky 5 aasy
L 5l €5 dand (KD gl jiny) ddais calaal e GBlasy) 5 (o sl
dalad j Aeadll areail CilillaiaS Lealadiing 5 Leddi 55 g il slaa

o sheall i b S5 Fadd gl yaid

recovery time
objective (RTO)

gla i) Cd g Caaa

(ITIL Service Design) (ITIL Service Operation) The
maximum time allowed for the recovery of an IT
service following an interruption. The service level
to be provided may be less than normal service
level targets. Recovery time objectives for each IT
service should be negotiated, agreed and
documented. See also business impact analysis.

5 ol g (i) 8 Aendll arenal) (il 8 deadl) (i)

8y g Uil o ey e lae L o) iS5 Aadd gl i 43 7 sansa
6 st alaal e B i 400085 25y A Aadil) (5 gse ()5S

I pla i) cd y cilaal e LY 5 (o gl &5 of s, Al
L g g o slaa L 5l 515 dana

el e 5l Jalas Ll aal
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redundancy

Ay by Aaly iy el

(ITIL Service Design) Use of one or more additional
configuration items to provide fault tolerance. The
term also has a generic meaning of obsolescence,
or no longer needed.

gy ) adly iy o

Ll i S e ST ol 2l g pladil s (il 3 Aeasll prans)
g al" g Ll ale ira daed mllaadd s Undll dpalan 51l
M )k " M5 e

relationship 4= | A connection or interaction between two people or ClBe 5l Ay adiy ied ) (peadd n Jeld sl Juail o
things. In business relationship management, it is & Ll Jaall s o slaall Lin 5l 535 dada ot g Jelddll ) Jaall
the interaction between the IT service provider and S A (g praic G ALl Jiad g gl 5))) 5 Axdl) J pual
the business. In service asset and configuration Aaia il ()5<5 38 ;i claghy Aall ) dpalaie V) BN i
management, it is a link between two configuration Ela Ll e glaall L o1 9385 Ciladd  elgile 2 il aalad) 5 ealy
items that identifies a dependency or connection Lot aalad Al Al jualic ppanBaae
between them. For example, applications may be
linked to the servers they run on, and IT services
have many links to all the configuration items that
contribute to that IT service.

relationship Gl wlblke [ The ISO/IEC 20000 process group that includes daall Clddle 30 e Jaidi 20000 5 V) 6 Clilas de gana o

processes business relationship management and supplier L sall 3l
management.

release &) | (ITIL Service Transition) One or more changes to Ln 51915 llaxd gaaY ST gl aaly st oo (Jiid (8 deasll Jlauy)
an IT service that are built, tested and deployed e @Y (g ing 8 Aeadiudll 53 idall 5 il Cilaslaall
together. A single release may include changes to e ) lleall sl (BN sl bl 5l 6 36l (8 <l s
hardware, software, documentation, processes and ol Sl (g
other components.

release and cpéadl 5 334V 353 | (ITIL Service Transition) The process responsible & pSailly Algan 5 cdaylads e Al gl o (Ji) 8 Aeasll Jlan))

deployment for planning, scheduling and controlling the build, Lliall ae Jaadl Bagan iilda g o 53 ¢ CELY Guiiaiy HLis) 5 el

management test and deployment of releases, and for delivering Adlall cleaall Aadls e

new functionality required by the business while
protecting the integrity of existing services.
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release identification

Ay by Aaly iy el

(ITIL Service Transition) A naming convention used
to uniquely identify a release. The release
identification typically includes a reference to the
configuration item and a version number — for
example, Microsoft Office 2010 SR2.

gy ) adly iy o

B el sl i fada s o (] i Al S
] e ol e G i Dy e s
2 (a0 O] 2010 (s sl b a5 S 1Dl ¢ lanal A8 ) 5 Aagglll

release management

LY 5l

See release and deployment management.

Ol 5 LY Bl aa) )

release package Syl 4L | (ITIL Service Transition) A set of configuration L 3y s Ang i 58 Ao gana (o (il (2 Aeaal) Jliis))
items that will be built, tested and deployed e Y A8l (g giad 3 aal) s laalS A s Lgandai g e lial
together as a single release. Each release package ST gl gas 5 33Ul sas
will usually include one or more release units.

release record MY J~ | (ITIL Service Transition) A record that defines the Lasi 5 3OURY) Sl siae Coyms Ja s (Jii) (A el Jlal )
content of a release. A release record has s UYL 3l Ll jalic mues e BNy GOLY) Ja
relationships with all configuration items that are & A OIS 8 5l Al 3 la) il sae B (8 (3UaY) Jaws Jaia
affected by the release. Release records may be in Aexdl) e slaa 5l alkas
the configuration management system or
elsewhere in the service knowledge management
system.

release unit Sl saa 5 | (ITIL Service Transition) Components of an IT A e shedl L ) 515 Aand i S (oo (i A Aeasll Jla] )

service that are normally released together. A
release unit typically includes sufficient components
to perform a useful function. For example, one
release unit could be a desktop PC, including
hardware, software, licences, documentation etc. A
different release unit may be the complete payroll
application, including IT operations procedures and
user training.

e1aY 2SN b &l e el b Uy sas 5 5 sind s Lae (3l
(i s Slea 3OURY) sas 5 (5S5 o (S Dl e A
L, L a5 (330 511 5 ¢t il g ectilima pall 5 68 ) elld 8 Ly
IS 8 Loy calaSlly il pall ke (g ,a 1 (33U s 5 0S5 o oS
Ceadiunall (o )i g e glaall L o 55 i Clllae Sile) )
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release window

See change window.

)ﬁﬂ‘ 32dL c;\‘)

reliability iulaey) | (ITIL Continual Service Improvement) (ITIL Service | e & (Jil 8 2ol mana) (il 8 2e2al) jpaisall il
Design) A measure of how long an IT service or shal LeIA il slae Ln 51 iS5 Aadd 5l Aggd pumind Sy A 5200
other configuration item can perform its agreed < gl) Jas e ilas gy Bale (uldy 5 g Uadil ()50 Lale (3aial) A3 1)
function without interruption. Usually measured as padi Of (S5 Aaaa) sl ga () Ja i i JUae W)
MTBF or MTBSI. The term can also be used to Aads s ol ddee ol dllaia) (30 e AVAL Lial dalaic ) allaas
state how likely it is that a process, function etc. will Leie Ay slhaall il Jua 53 Al
deliver its required outputs. See also availability.

byl L gal

remediation 2l [ (ITIL Service Transition) Actions taken to recover o sl aa] 6 ey aainall o) 2 Y1 s (il 8 deaddl Jla))
after a failed change or release. Remediation may ) i) Jabad cle il i o585 e g all (5 5iny 38 jlaa)
include back-out, invocation of service continuity A )i ) Jaall cllee 3ale Y daiaa g AT el ja) i daxl)
plans, or other actions designed to enable the
business process to continue.

repair =Y | (ITIL Service Operation) The replacement or e Lugh yeaic gl ol Jladiu) s (Jiil (S 4exdl) Jusis)
correction of a failed configuration item.

request for change owadll Qlla | (ITIL Service Transition) A formal proposal for a sings Lo st el aY e pase s (Ji) G deadll Ja) )

(RFC) change to be made. It includes details of the S G e 45 (Sars oz el sl Jualdi e il il
proposed change, and may be recorded on paper ey pill lla mllaias aladiul luy Ledale 5 A0 5y 5 ) gomy
or electronically. The term is often misused to mean A il gl et Ja
a change record, or the change itself.

request fulfilment <l 4.5 | (ITIL Service Operation) The process responsible a3 55350 e A gpaall Aleall o (il B Landll Jii)

for managing the lifecycle of all service requests.

el il

ITIL® Glossary of Terms English - Arabic v.1.1

2013 AXELOS Limited©
zest g dss s sk,

e gosg s2e 1da 1 1 uasd £ dis 130 a0 1o sos dgpca,

Swirl logo™ s gl <zl gs - AXELOS Limited

97




Ay by Aaly iy el

gy ) adly iy o

request model

(ITIL Service Operation) A repeatable way of
dealing with a particular category of service
request. A request model defines specific agreed
steps that will be followed for a service request of
this category. Request models may be very simple,
with no requirement for authorization (e.qg.
password reset), or may be more complex with
many steps that require authorization (e.qg.
provision of an existing IT service). See also
request fulfilment.

On Oe g 58 e Jalaill ) e ol g (il (8 Aeadl) Jii)
b dnsiall 5 Lo il ol shaall Callal) 23 5 a2 5 Aadal) il
Y Aaladl ¢ s Slew llall 3 g 5 8 bkl Ga g sil) 12
laas yi<T of ‘()})A|w)ﬁis;dh)¢g;)@\wt,sgi
LB Fads 58 1) oSl i 50wt il o ) Al
(Sl slaa

sl Al Ll aal

requirement

(ITIL Service Design) A formal statement of what is
needed — for example, a service level requirement,
a project requirement or the required deliverables

for a process. See also statement of requirements.

Llae (e Ay sllaal) Cilharall i ¢ 5 puiall e f dasdl) 5 sivse

Aua

resilience <Ll | (ITIL Service Design) The ability of an IT service or L sl oS dand 5l Agl jumie 3,08 (b (il (8 Aand)) ppeai)
other configuration item to resist failure or to e Jlae Egan day o pull gla il 5l Jae V) A glia e e slae
recover in a timely manner following a failure. For At a5y Laie JUae V) sliss sl JUSU ;DK
example, an armoured cable will resist failure when
put under stress. See also fault tolerance. Ll dalen La gal

resolution Jd= | (ITIL Service Operation) Action taken to repair the ol ) Z3LaY S3AS) Ay el ja) s (i) A Aeasd) Jadi)
root cause of an incident or problem, or to 420000 553V b5 caldll cglod gl ) dlSia o dalal
implement a workaround. In ISO/IEC 20000, Bla) g ol gl B la) Ao Jaids cillee Ao gana (& dall cillee
resolution processes is the process group that LJSLal
includes incident and problem management.

resolution processes Jall clble | The ISO/IEC 20000 process group that includes Gl sall 31 e Jaiii 20000 53V o Gliles A gana o

incident and problem management.

RSEA RN
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resource

e

Ay by Aaly iy el

(ITIL Service Strategy) A generic term that includes
IT infrastructure, people, money or anything else
that might help to deliver an IT service. Resources
are considered to be assets of an organization. See
also capability; service asset.

gy ) adly iy o

Aiadl) ) e Jaidy ale mlhias s (il 8 deaall dagl yinl)
O Sy AT ol 5l Jlall s e piall 251 sl o shaad L 5l i€
& Vsl 3l sall ity e slaall Lin 5l iS5 dadd Jpea 55 A 2ol
Asa gl

Aaall d}mi 63)J§S| L.a:li CA\)

response time

RV TR SVRErR]

A measure of the time taken to complete an
operation or transaction. Used in capacity
management as a measure of IT infrastructure
performance, and in incident management as a
measure of the time taken to answer the phone, or
to start diagnosis.

Lo Adlas o) pa) ol Jpd dilee JLSY o 50U 25l il 5

L 5d 53S0 Agiatl] Al ooy (i dall 513 8 pdding 5
Al e 3l o U1l gl il Caal gall 5] b5 el sheall
oanill ead ol ddila

responsiveness 4isy | A measurement of the time taken to respond to p OO sl ()5S0 8 Lo (o i) I8 G5 atunall N uliie 8
something. This could be response time of a el pda g oy A Ao uall ) Lo Alalaa o] a Y Alatin3l
transaction, or the speed with which an IT service Loyt ) usd b ) Aalad AlaiuL il sheal) L 5l 65
provider responds to an incident or request for
change etc.

restoration of service il saaiul | See restore. RLELNOIFENE

restore salaiw¥l | (ITIL Service Operation) Taking action to return an Ln 51 535 dand Bale Y (e o)l Had) o (Jil 2 Aesal) Jiaci)

IT service to the users after repair and recovery
from an incident. This is the primary objective of
incident management.

Aipme Aala e pla a5 #3all an Gpeddiuall ) il glaall
L) gl B 1o} (e o ) Caagll g 1aa
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retire

Ay by Aaly iy el

(ITIL Service Transition) Permanent removal of an
IT service, or other configuration item, from the live
environment. Being retired is a stage in the lifecycle
of many configuration items.

gy ) adly iy o

e sleall L 5) 535 daadd Aailall A1 3V 8 (Jsi (o Aensd) Juis) )
Blan 350 A A e 5a 0S5 Adadll Bl e AT Al s
Al pualic e el

return on assets
(ROA)

Jpa¥) Sle ailall

(ITIL Service Strategy) A measurement of the
profitability of a business unit or organization.
Return on assets is calculated by dividing the
annual net income by the total value of assets. See
also return on investment.

S Jas Ban 5 (e @iliall Gl sa (Jiil 3 Aead) dagl yiul)
Allaay) el o Alall (g sid) dilall Loy adluial aly 5 s 3o
Jsal

return on investment Ol e il | (ITIL Continual Service Improvement) (ITIL Service 5 (el (8 Aaadl) Ln i) (Uil (8 Aa2dl] jciasdl) Cppusaill)

(ROI) Strategy) A measurement of the expected benefit of | e ) ila 438 Jatue JS 5 L) (10 2a8 siall piliall il
an investment. In the simplest sense, it is the net Bl J sa¥) dad ila o Lo guia jlainY)
profit of an investment divided by the net worth of
the assets invested. See also net present value; L) dad dllal) dail) s Lol aa)
value on investment.

return to normal bl ma Wl sasall | (ITIL Service Design) The phase of an IT service Lo 51 53805 2ad &)yl Alad (3 Al o (o8 (Sl (A a2t ppanc)

continuity plan during which full normal operations
are resumed. For example, if an alternative data
centre has been in use, then this phase will bring
the primary data centre back into operation, and
restore the ability to invoke IT service continuity
plans again.

Miae ALlS 3 gy dapal) Jedil) cllee INA Cafind il slaall
iy Als all o3 b 4ild aladivd a5 Jad) L) S e S 13)
e 53N salainl 5 s AT 5 ye Jurdill Sl ULl S e sale)

(A5 e ila glaall Lia sl 5365 433 Ayl paiaad Jalad ole i)
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review An evaluation of a change, problem, process, Claaljall o1y g ol g5 pda ol dlae 5 e g i auli

project etc. Reviews are typically carried out at Y 2y Aali 5 slall 50 A e 3a3as LlE i sale
predefined points in the lifecycle, and especially Cllaradl) B8 e J sanll o SEI 8 dxal all (e a3l
after closure. The purpose of a review is to ensure Ol i e el
that all deliverables have been provided, and to

identify opportunities for improvement. See also 25l) ey Lo Aaal je Lyl aal

change evaluation; post-implementation review.

rights <adua | (ITIL Service Operation) Entitlements, or paxiaal Aa giaall lalend) ol Cladtall oo (il 8 dexdll Juaii)
permissions, granted to a user or role — for W iy e el B ) Aiae Ly ot G 1Dl 50
example, the right to modify particular data, or to
authorize a change.

risk _ka | A possible event that could cause harm or loss, or e Fn ol sl Bod gl ) e s o) (el (e Jaline s
affect the ability to achieve objectives. A risk is el & gan Jlatial Aas o Hladll iy s CalaaY) idad e 5 i)
measured by the probability of a threat, the gl 13a Gaan 13 Jainal) 515 aagil 138 plal J saal) Cinaa s
vulnerability of the asset to that threat, and the a5 el giall e il al e hall iy e Laad GIaYL
impact it would have if it occurred. Risk can also be Ll Al il g s gall pilial) 1S uld b

defined as uncertainty of outcome, and can be
used in the context of measuring the probability of
positive outcomes as well as negative outcomes.

risk assessment bl s | The initial steps of risk management: analysing the Jsma¥) dad Jilas sa 5 hlad) s ol & Y <l shall
value of assets to the business, identifying threats Lo s LB (30 ity ¢J peal) 03¢] Aga sl sl e oyl
to those assets, and evaluating how vulnerable Sl a5 O Ry y  olapagill olli ol J gaa¥) 02 (30 IS
each asset is to those threats. Risk assessment Ll (L, by e lely) LS
can be guantitative (based on numerical data) or
qualitative.
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risk management bl ) | The process responsible for identifying, assessing P g plalaall  aSall 5 iy Ciy el e Ay gl Aleall 4

and controlling risks. Risk management is also bl paas e dleal) (ge (SN 6 el ) 5L ksl mllacadll
sometimes used to refer to the second part of the S oalaall 3 pla) g e A LS cla i
overall process after risks have been identified and

assessed, as in ‘risk assessment and LY ula) Casl) 8 dleal) & 5 25 )
management’. This process is not described in

detail within the core ITIL publications. See also bl s Loal aal

risk assessment.

role Js* | A set of responsibilities, activities and authorities o) pad il da gied) clbadtall g dadal) g Gl gl (o de gana 52
assigned to a person or team. A role is defined in a | Gt sl pasdl (Says caillagll s llaal) ) sal) Cay pad 2ias a8
process or function. One person or team may have e (553 oLl a5 (adis) (e Dl ¢l pal Bae Al S
multiple roles — for example, the roles of ol jaae 5 Al
configuration manager and change manager may
be carried out by a single person. Role is also used O Gl Lo (i o ) 3 )LED Lyl sllaiadll padin
to describe the purpose of something or what it is Aaladil
used for.

root cause @oxll i | (ITIL Service Operation) The underlying or original Al ol o)y s el cand) s (Jil 8 deasd) Ji)

cause of an incident or problem.

root cause analysis gl cudl s | (ITIL Service Operation) An activity that identifies el gl ) yandad i Bl g (i b deasl) Jui)
(RCA) the root cause of an incident or problem. Root il Juae e sale (5 3 Cundl dilas 8y Al f Bala
cause analysis typically concentrates on IT (e slrall L b 31 Al
infrastructure failures. See also service failure
analysis. Aeadll Qe | Jidasi Lial aa)
running costs 4l 4l | See operational costs. Ala Kl gl
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Sarbanes-Oxley
(SOX)

Sarbanes-Oxley
(SOX)

US law that regulates financial practice and
corporate governance.

LS s 5 ALl s jlaall il 4S5 51 Basiall Y ) ¢ 58

scalability a5l &< | The ability of an IT service, process, configuration la e ;i Wgd paie gl dilee ol oo sbea Lin sl 5T 2033 5,38 oA
item etc. to perform its agreed function when the i gl e palall Gl puad s 8 Leale Sitall il gl oo e
workload or scope changes. .Jandl Jlasl
scope &kill | The boundary or extent to which a process, shaie o) aled ol ol al sl didas AR Galai (53 sad) ) 3 50al)

procedure, certification, contract etc. applies. For
example, the scope of change management may
include all live IT services and related configuration
items; the scope of an ISO/IEC 20000 certificate
may include all IT services delivered out of a
named data centre.

\ﬂ;ﬂ;ﬁﬁ&bh@a@)ﬁ&ﬂ|$)b}d@d&ﬁgﬁ:mcuﬁb
Jedy Ly olgy Ao yall Ayl jualie 5 J siall 4y jlu Cla sladll
Ladiall il sleall L o) 535 Cllada aan 20000 55:Y) 3algedi (3lkas
e iy S e Aland g

second-line support

A Bl e

(ITIL Service Operation) The second level in a
hierarchy of support groups involved in the
resolution of incidents and investigation of
problems. Each level contains more specialist
skills, or has more time or other resources.

ac ) Cile sana Judisi (o SN (5 sinal) g (i) A Aend) Jaaii)
g;gd,wdsé}@,dsw\g)g}a;\};l\d;@KM\
DS Aol ses skl iy ST dpaads @ jlee

security

Y

See information security management.

e sbaall (el 3513 anl

security management

Y 50

See information security management.

e slaall (el 3 513) aal
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security management 013,000 @il slas olai | (ITIL Service Design) A set of tools, data and il slaall 5 LAy el 52Y) (o Ao same (il (g Aa2d)) pread)
information system information that is used to support information A a3 il slaa plai il sleall (hal 313 acal deddivuall
(SMIS) security management. The security management e sbaall (gal 513 ol (ga e 3a
information system is part of the information
security management system. See also service Ae2a) 48 yra 5 )l aldai Lyl aa)

knowledge management system.

security policy oYl wlules | See information security policy. il slaall (el Al gl
separation of wllaa¥l Jwd | An approach to designing a solution or IT service AUl w185 Cumy o glan L sl 55 2a0d ) Ja anad] AS s s
concerns (SoC) that divides the problem into pieces that can be e ALY Cpda gl 8 e Bas e leie IS Oa (S el al )

solved independently. This approach separates D s S g alee

what is to be done from how it is to be done.

server aa Jlea | (ITIL Service Operation) A computer that is ailda 5 any 5 A<us d.mu.a o s e # (dsl Aaall Jpai)
connected to a network and provides software oA (YD el 3 jeal Aand g0 a2d08 e
functions that are used by other computers.

service 42 | A means of delivering value to customers by 2 Wl Qg 35k e e Sead) () dad Jua sl Alas s A
facilitating outcomes customers want to achieve piun g B laliia g (oSS A g hasa aglent (523 Lgliad ¢ Slaall
without the ownership of specific costs and risks. L 1S5 a5 AuliaY) laadll ol paS Ll ellaiaal
The term ‘service’ is sometimes used as a synonym ek AL i il slaall
for core service, IT service or service package. See
also utility; warranty. Ozl daiiall Lagf aa)
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service acceptance (ITIL Service Transition) A set of criteria used to Gt (e Ul aadind julee de sane (A (i 8 Aeaad) Jl)
criteria (SAC) ensure that an IT service meets its functionality and | aalall ik o) cilillaiall 5 35 gall cilllaia cila sheall La ol 935 daxa
quality requirements and that the IT service PN P S P XA i [ NOYCI DY POV PN P P DRENC PO PP
provider is ready to operate the new IT service eindiat amy 333350 il sladl)
when it has been deployed. See also acceptance.
Il Ll )
service analytics daasll @3ls3 | (ITIL Service Strategy) A technique used in the Caal gl il ands b aadig oslul s (il 8 deadll dagl yin)
assessment of the business impact of incidents. O Apaldic ) lBlall 7 3lad deadll cOblas i 5 Jaall e
Service analytics models the dependencies sle Gl slaall L 515385 Glead slaie] lile 5 Ayl jualic
between configuration items, and the dependencies Al palic
of IT services on configuration items.
service asset 43l Jsal | Any resource or capability of a service provider. Aeadll adia g2l 3 )l 5e sl il 08 (o) oo

See also asset.

service asset and deaall gl 5 Jseal 3,000 | (ITIL Service Transition) The process responsible 48l a5 aSaill lasa (e Al g sasall dglend) o (Ji) (8 deaad) Jlasf)
configuration for ensuring that the assets required to deliver 4851 5a 5 AR Cllaslaa 3535 (o 5 Aendl) Jary sllaall J gl
management (SACM) services are properly controlled, and that accurate | <lii dugs (e Juadi cilaslaal) o3 Jaliiy Aalal) ie Jpeal) dlli e
and reliable information about those assets is L Lo Bl J geay)
available when and where it is needed. This
information includes details of how the assets have Al 5l plai Lyl e

been configured and the relationships between
assets. See also configuration management
system.
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service capacity
management (SCM)

403l das 3‘)\3‘\

(ITIL Continual Service Improvement) (ITIL Service
Design) The sub-process of capacity management
responsible for understanding the performance and
capacity of IT services. Information on the
resources used by each IT service and the pattern
of usage over time are collected, recorded and
analysed for use in the capacity plan. See also
business capacity management; component
capacity management.

Alee & (Dl (8 Aed)) apanad) (sl (8 4eadll yaiosall (ppaanill)
L 5l 535 et Ao g 6ol agd (ge A g sl 5 dadll 5 00) (0 A 5
L o) 530 Ao IS0 Aeaiiunall 3 ) sl iy qpead oy e sheall
L) sda s ay g (gl lae e alaain¥) Lalail 5 e sles
Al dad 3 LaladinY Lehlas

QIABSAM da BJ\A;\ ‘M\ Aa EJ\J‘\ La.a;\ &\J

service catalogue

Cleadll ol

(ITIL Service Design) (ITIL Service Strategy) A
database or structured document with information
about all live IT services, including those available
for deployment. The service catalogue is part of the
service portfolio and contains information about two
types of IT service: customer-facing services that
are visible to the business; and supporting services
required by the service provider to deliver
customer-facing services. See also customer
agreement portfolio; service catalogue

iy acld s (il 8 deodll avenald) (Ll 8 deaal) duagl yid)
o slaall lin o) 585 ol gaan (o il slae (5 53 Ao i

Gleaddl Gly | cpdaill 3 jalall cleadd) el el @ Loy ¢ gzdall 4 L

Clead o (e sl laglaa o (g siag 5 cleadll s a6 5 5
rbe slaall L o 935

dac |2 lenall ¢ Janll 5 Al ) 585 5 ¢ Dlanll Agal sall clansl)
o Saall gl pall Cilarl) il dasal) asie Jd (pe i sllaa () 5S35

aadll Gl bl e Dleall L) Aia Liad g

management.
service catalogue aleaall ol sl | (ITIL Service Design) The process responsible for Gleadll gl 5 e A paal) el o (J{%i 8 el s
management providing and maintaining the service catalogue A Jsa sl agd 7 eaall s g3 65 (ge U 5 cadle dAadladl
and for ensuring that it is available to those who are
authorized to access it.
service change il s | See change. el
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service charter

Ay by Aaly iy el

(ITIL Service Design) (ITIL Service Strategy) A
document that contains details of a new or changed
service. New service introductions and significant
service changes are documented in a charter and
authorized by service portfolio management.
Service charters are passed to the service design
lifecycle stage where a new or modified service
design package will be created. The term charter is
also used to describe the act of authorizing the
work required by each stage of the service lifecycle
with respect to the new or changed service. See
also change proposal; service portfolio; service
catalogue.

gy ) adly iy o

G5 Aahy o (Jil B Leasll Al i) (Ji 3 1eas)) ppena)
oyt g saaall Aaadl) Figis Maee ledd ol saa dead Joalsi e
aleadll 3.\.._\5; 3ol 4 C‘)AAS dug.n @ LL@J\ deaall

A8 £l die L)) mpenai sl 5y 50 Ala je ) deaal) (3lie Jidh
idee Ca gl Ll llaadll 225l 5 Al3ae ol B Fadd apana
Loxall 8 5 Gand 3lm 5 g0 Al yo (S (e o sllaall Jaal) gz o
Alalilane i saaall

laxdl) Gl e s el Autia s 218 Ll sl

service continuity
management

4.4l 431‘)\‘)4:\“\ EJ\JJ

See IT service continuity management.

Ll slaall Ln o 6385 el &y ) jaia) 30 anl

service contract

FUREN RS

(ITIL Service Strategy) A contract to deliver one or
more IT services. The term is also used to mean
any agreement to deliver IT services, whether this
is a legal contract or a service level agreement.
See also customer agreement portfolio.

claxd (ga ST 5l sanly Jua il die oo (il & Zaxall Zun) yin)

s} inas L Zaxdll s llaian aadind s e shaall Lia 5l 533
sl ke Al S o g oila slaall Lin gl 93K5 CHladd Jaoa gl s
) Aeadll (5 siue Al f

Ssiad) s Lo aal

service culture

403 48

A customer-oriented culture. The major objectives
of a service culture are customer satisfaction and
helping customers to achieve their business
objectives.

GBiial 8 diaclua s Jraall slia ) (Y iagiy o Dlanll dga 50 A4S o
L Aalall Jaadl Galsal
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service design

(ITIL Service Design) A stage in the lifecycle of a
service. Service design includes the design of the
services, governing practices, processes and
policies required to realize the service provider’'s
strategy and to facilitate the introduction of services
into supported environments. Service design
includes the following processes: design
coordination, service catalogue management,
service level management, availability
management, capacity management, IT service
continuity management, information security
management, and supplier management. Although
these processes are associated with service
design, most processes have activities that take
place across multiple stages of the service lifecycle.
See also design.

DMMJLL@‘EQ}E\)JJ@&)A@(Mi@LM‘M)
iyl 5 lileall 5 ¢ A8 gall il jlaa 5 Aaddll aranai Als )
Ll 8 Aaail) s Uyt 5 a2l a3 Loy (3l 4, slladl)
& Gl A llaal) e Al ) o34 (5 ity Ae se )
GAaliY) 5130 5 i) (5 siuua 130 5 el (s 551 5 casansil
el 30 g ecila slaall Lis o1 35 Chladi ) paian) 3] g cAanad) 3 500) 5
sh&\ﬁmﬁ.\@k\hﬂ\ sda LL\S‘)\ a0 .O:\J‘)_DA!‘ 5l Cila sleal)
Aeaal) 3l 3550 ol ye (e el 8 Jeant daisl Lggal sl )

service design
package (SDP)

FORRUINOR

(ITIL Service Design) Document(s) defining all
aspects of an IT service and its requirements
through each stage of its lifecycle. A service design
package is produced for each new IT service, major
change or IT service retirement.

Laxd ailiad aues Caded Gl o (Ll 8 dead)) aranar)

Oe Al ye JS I8 g Aalall) clllaiall 5 A e glae L 51 55
Sl slas b ol 6365 Aead JST Al avanad 481 Jae sy g LeBlon 3 50
RECPILI PP SPRTENAPL R DREN PURS I PR RptES g P AVEEN

service desk

aadll ik

(ITIL Service Operation) The single point of contact
between the service provider and the users. A
typical service desk manages incidents and service
requests, and also handles communication with the
users.

Laaall adie G b3 o)l Juai¥) Ak oa (Jiil 3 Al Ji)
LS ciaall il s il gl Ml Festll i€y (ppediionall g
Oeadiaal) ae CYLAY) e J 5 pase 4l
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service failure
analysis (SFA)

el Jlae | il

(ITIL Service Design) A technique that identifies
underlying causes of one or more IT service
interruptions. Service failure analysis identifies
opportunities to improve the IT service provider’s
processes and tools, and not just the IT
infrastructure. It is a time-constrained, project-like
activity, rather than an ongoing process of analysis.

i o) )5 o) dan g o A g (Uil 8 Aendll e
Gaadl) JUaef Jalat aday g G8T o 52l g e slaall Lia gl 635 dadd
Laib Gl g ila sleall L o) 5S35 add adia 5l 5 ilglee (prsad a b
Lli g deadll JUae§ (o agal il sheall L o 53S0 dgiail) dal)
Boaie Jilai dlee 435S (g0 ST ¢ g ey 4y )l 2

service hours Laall clelu | (ITIL Service Design) An agreed time period when Lk 0S5 ) ng Lo (3 Aia 3 5y o (Jil A aadl) mana)
a particular IT service should be available. For 08:00 Axaadl - Y :Dlie (LeIBla dalic dipma e sleall L o 33
example, ‘Monday—Friday 08:00 to 17:00 except b Aeadll Glelu paat gy Migen )l Glaall laele 17:00 S
public holidays’. Service hours should be defined in Aaall (5 s 43
a service level agreement.

service improvement deadll i dlad | (ITIL Continual Service Improvement) A formal plan (& Sl 3031 dpen  Aad oo (Jil (8 Aeaall jaiaal) Gl

plan (SIP)

to implement improvements to a process or IT
service.

il slaall Lia ol i€ 3a0d f dulae

service knowledge
management system
(SKMS)

4.4l 33‘)’.4 3J|J} ?LL'.‘

(ITIL Service Transition) A set of tools and
databases that is used to manage knowledge,
information and data. The service knowledge
management system includes the configuration
management system, as well as other databases
and information systems. The service knowledge
management system includes tools for collecting,
storing, managing, updating, analysing and
presenting all the knowledge, information and data
that an IT service provider will need to manage the
full lifecycle of IT services. See also knowledge
management.

Ll ae) 585 il g0V (e A sana s (il 8 danall Jlif)

513 aldas Qi s i) 5 il sheall 5 48 yeall 5 0) 8 deriiosdl)
Aakil 5 iy 2ol 8 ) ALY gl 31 aldai e 4033)) 48 yee
cpand il sl e Al 4 jea 3 1) allai (g sing S 5 AT Cila slas
Gl sleall g Slldl 5 maan (e 5 dalad epandy bl 5 dada
AL 3Ll 5550y (S o laall L 5l 385 add e Lgaaling 1)
Lla glaall Lin ol 1S5 chlanald

M)a.ah EJ\JJ La.ag\ &“)
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service level

Measured and reported achievement against one
or more service level targets. The term is
sometimes used informally to mean service level
target.

(5 sinsa alaal (e ST 5l aa) 50 4 jlie 48 w3 La iy (uld 5o
Al (5 giee alaaf

service level
agreement (SLA)

Losall (5 ine ddla)

(ITIL Continual Service Improvement) (ITIL Service
Design) An agreement between an IT service
provider and a customer. A service level agreement
describes the IT service, documents service level
targets, and specifies the responsibilities of the IT
service provider and the customer. A single
agreement may cover multiple IT services or
multiple customers. See also operational level
agreement.

AL o (il 8 Aead)) arena) (Ll 3 deall vl ()
5 sioe AN = H5 5 Jaaadl 5 Sl slaall L 5l 935 daod 2380 (4
2355 5 Aead ) (5 ginee alaal (35 53 g e slaall Lia 5 35 dand Laadl)
A8 axd 8 Jaanll 5 e sleall L o) 535 Al e il giasa
e Bae ol il glaa Lia o] 93€5 Cilead Bae saa gl Aeadll (5 gie

el (5 s 48l Loal aal

service level
management (SLM)

424l d}w BJ\JJ

(ITIL Service Design) The process responsible for
negotiating achievable service level agreements
and ensuring that these are met. It is responsible
for ensuring that all IT service management
processes, operational level agreements and
underpinning contracts are appropriate for the
agreed service level targets. Service level
management monitors and reports on service
levels, holds regular service reviews with
customers, and identifies required improvements.

Al 8 (il e A g el Alendl o (il 8 Aedd)) aanal)
5 sie 513 28l 5 | Liidas pe SN 5 ¢ Guiacill ALLEN Laadl) (5 sicea
AL 5 e sleall L 5l 35 dadd 5 )] llee aen of el

5 sinae alaaY AiDa () 5S5 Ly Laldl) Ao Slall 3 séall g Judill (5 sia
Galiiia Cilaa) pe Jad g Aeddl) b gieee il i LS Ledde (385l daaal)
Ausllad) cilineal) a3y ¢ Dlaall

service level package
(SLP)

Losall 5 ie 481

See service option.

FR RS
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service level
requirement (SLR)

Ay by Aaly iy el

(ITIL Continual Service Improvement) (ITIL Service
Design) A customer requirement for an aspect of
an IT service. Service level requirements are based
on business objectives and used to negotiate
agreed service level targets.

gy ) adly iy o

o (Jl 3 Aaaa)) apanal) (Uil (8 ae2dll jainsall (ppaanill)

iy il shaall Lia ol i3 dadd ailiad 3aY Jreadl cilillaia
Jsa sl 8 axiind 5 Jasdl Cilaal e 4axal) (5 e il
Ledde GEiall daadll (5 gine ol

service level target

(ITIL Continual Service Improvement) (ITIL Service
Design) A commitment that is documented in a
service level agreement. Service level targets are
based on service level requirements, and are
needed to ensure that the IT service is able to meet
business objectives. They should be SMART, and
are usually based on key performance indicators.

A 5 () (Al maa) (i) (A Aarill jaiosall ()
e daadll 5 i Calaal adiat s daadll (5 give AL 3 (3 e
Aadd pvead Al el &y g puin Sy sl (5 sne il
calaal a5 o Cang g3 el i jall il slaall L 5l 53€3
e il e sale by Cilal) pailiad il 5 i
I

service lifecycle

da2all 31:\; 3)_5)

An approach to IT service management that
emphasizes the importance of coordination and
control across the various functions, processes and
systems necessary to manage the full lifecycle of IT
services. The service lifecycle approach considers
the strategy, design, transition, operation and
continual improvement of IT services. Also known
as service management lifecycle.

Camaiil] Apanl e 38 5 o sbeall s 5l iS5 iladd 5 510Y 4a 58 5
3adeial) Tadai¥) 5 lilaall 5 il o) Cilisa & aSall T

ila slaall Lin gl 955 ilaaad ALK 5lall 5 g2 5 ,laY 4y 5 pall
(el yia¥) Tagladdll e V) & cleddll 503 Bl 5 50 4n 55 23k
Gladdl )Alu.d\ Q:\MA:\M} «M\ Q\T_\Ln.cj «d\iﬁyb ‘(’:"“"Aﬂb
e slaall L ol 935

alaasll 3 1o slha 5 gy Loayl iy

service maintenance
objective (SMO)

Lonall Al Caloal

(ITIL Service Operation) The expected time that a
configuration item will be unavailable due to
planned maintenance activity.

i Agd a4 ()5S () Sl s (il A ead) Js)
iA.\.mA EJ&M a.llé.aa KL.&J [SEETe] iAtlA

service management

Sleaall 5,1

A set of specialized organizational capabilities for
providing value to customers in the form of
services.

leadd) 3y )k
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service management
lifecycle

Glaasl E)‘J} EL_\; 3)9d

Ay by Aaly iy el

See service lifecycle.

gy ) adly iy o

L.\';.“El,};'&)}d@\)

service manager

FUREN P

A generic term for any manager within the service
provider. Most commonly used to refer to a
business relationship manager, a process manager
or a senior manager with responsibility for IT
services overall.

BLI Bale ardiiys Aardll adie sl ﬁuﬁsi s ple mlhias s
d}}.uu \:\LJ\ SJ\J:}I\ @ B }\ c@a&; B }\ (Jandl @ A L.A‘
LSS Gl glaall Lia o 935 Chland (e

service model

il 73 e

(ITIL Service Strategy) A model that shows how
service assets interact with customer assets to
create value. Service models describe the structure
of a service (how the configuration items fit
together) and the dynamics of the service
(activities, flow of resources and interactions). A
service model can be used as a template or
blueprint for multiple services.

Laadl) J gl Jolii A8 (i il s (Sl b Aeaadl Dpadl yiul)
axdl) 000 Zasll 3 sal e sy 5 Al LY aanl) Jsmal ge
G5 ALii) deadll ol e 5 (Al jaslic O Lad 28Dall)
Lhaie 5f S £axdll 23 sai aladia) Sy s (R 5 35l sall
Ak e SY
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service operation

Ay by Aaly iy el

(ITIL Service Operation) A stage in the lifecycle of a
service. Service operation coordinates and carries
out the activities and processes required to deliver
and manage services at agreed levels to business
users and customers. Service operation also
manages the technology that is used to deliver and
support services. Service operation includes the
following processes: event management, incident
management, request fulfilment, problem
management, and access management. Service
operation also includes the following functions:
service desk, technical management, IT operations
management, and application management.
Although these processes and functions are
associated with service operation, most processes
and functions have activities that take place across
multiple stages of the service lifecycle. See also
operation.

gy ) adly iy o

Lo Gl o 585 e slen Lin ol 55 s (g1 Blin 3 )50 (A ALs o (o
6 simsal) (38 5 iladdl 5 51 5 il 4 glhaall illeall s Aazs¥)
Loadteal) Ll i LS Jand) Dlae 5 addin ) 4dle (3iial)

50 A Clleal) Aa0ill Juai Al e Jadii s Aadill aedy ail
300, JSLEa 3 1) 5 ccallall duli el sall 5 la) 5 eulan)

30305 il 5 5IaY) 5 daddll i A a5l 2 LS g sl
o Shlaall oda o)) (e a2 b g eclindaill 3 1) 5 Aeadd) Jiads Sllac
b dalall (e yaal) b ddaiil Loal a8l Y) cianal) Jds pe e a

) ) Aeaall sla s

BERAICV PN

service option

FORRUREN Y

(ITIL Service Design) (ITIL Service Strategy) A
choice of utility and warranty offered to customers
by a core service or service package. Service
options are sometimes referred to as service level
packages.

PIEEGEIN (qugi ‘;A‘ng\ daal yiul) (Ll 8 deadl) arecal)
lerd 8L ol Al dedd 8 Glacall daiial) (e Jpead) )
Aeaal) g Bl ) Llaal deasl) ol jla i

service owner

il Slite

(ITIL Service Strategy) A role responsible for
managing one or more services throughout their
entire lifecycle. Service owners are instrumental in
the development of service strategy and are
responsible for the content of the service portfolio.
See also business relationship management.

sl 43 e sl sall g (diid) 8 dendll i) Gauaill)
Rl i s b asil Sl a5, A S
laadl) dnds b gisa e Ol g ?@Ji LS daaall

duud\ GESle 3‘)\3“ Laa:li cA\)
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service package

(ITIL Service Strategy) Two or more services that
have been combined to offer a solution to a specific
type of customer need or to underpin specific
business outcomes. A service package can consist
of a combination of core services, enabling services
and enhancing services. A service package
provides a specific level of utility and warranty.
Customers may be offered a choice of utility and
warranty through one or more service options. See
also IT service.

da sl L & ST ) liaad o (il 8 deaall dagl i)
$siad B Aine Jae gl el i eSleall Claliial (e (ine aial
505 me cilead o Afan el 5 daulad cilead e cilaadl) 8L
w3 (S 5, Olawall g dadiall (e 23aa (5 glue Cileddl) A8L i
T gl saa) 5 dead HLad) A laall g Axdiall G b Jaanl)

il glaall L o1 9585 cilans Ll e

service pipeline

Gilaaddl dlae) ad

(ITIL Service Strategy) A database or structured
document listing all IT services that are under
consideration or development, but are not yet
available to customers. The service pipeline
provides a business view of possible future IT
services and is part of the service portfolio that is
not normally published to customers.

3yt IS Ay 51 Ly 5308 b (U5 3 Aeasll Al i)
skl ad o e W) a5 salal) e slaall L 5l 935 Ciladd aaea
Jaall 4555 Sleddll slae) Jad adiyy o Dlaall ey dalic Cund K]
Gileadd) dpia e fe da Jiag g Aalidiceall e slrall Lin ol 935 lanal
e aall 2alall b i Yl

service portfolio

Gleadld) dnas

(ITIL Service Strategy) The complete set of
services that is managed by a service provider. The
service portfolio is used to manage the entire
lifecycle of all services, and includes three
categories: service pipeline (proposed or in
development), service catalogue (live or available
for deployment), and retired services. See also
customer agreement portfolio; service portfolio
management.

adie Ly ) Cleoall ALK e ganall (& (Radad) Dpadl sl
e ALK 3Ll 5 50 5 l0) 3 leaal] dpia o 5 deadll

sl s yitall) cleadd) dae) Jad cligias D5 e Jaidi g cileadll
Claadll g (cpiaill 3 3alall o Aladll) Glasad) Gl s ¢( ookl 28
Sl

Agial) dyda ccilaral) dyda 5l Lagl el
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ey Al iy el Lal) Al iy )

service portfolio Gleadll dpds 5l | (ITIL Service Strategy) The process responsible for A 3)13) (e Al g el Alaal) b (Sl B Aaadd) daail yiul)

management (SPM) managing the service portfolio. Service portfolio gl 4l deadl) asie o ilasal) dpia 5 1) ey ilasdl)
management ensures that the service provider has | il (s siuse (paa 45 slhaall Janll il yid 53 Gladdll e o slladll
the right mix of services to meet required business Aad Cun e leadl) e V) A cileadl) duda 5 )ly) 33l Jsie
outcomes at an appropriate level of investment. e Al Jaall

Service portfolio management considers services in
terms of the business value that they provide.

service potential daaall 44 | (ITIL Service Strategy) The total possible value of )50 pran] Aiaal) AN Aall o (i) (A Aeadll dai i)
the overall capabilities and resources of the IT laslaall L 5l 9383 3adS anda ) i
service provider.

service provider 4exd a3 | (ITIL Service Strategy) An organization supplying Go ST ) aal o) lend o A e oo (Jil B Aeaal) Lnd) i)
services to one or more internal customers or Laxal) adie mlhaian aadiudy Gaa Al eSleal 5l Gulalall ¢ Slaall
external customers. Service provider is often used Sl sleall L 5 535 30d anilal laislS sale
as an abbreviation for IT service provider. See also
Type | service provider; Type Il service provider; e ¢ Sl g il (e ddd adia (Y1 & 5l (e Aadd paie Lyl aal
Type Il service provider. Ll & gl e dars

service provider Leaall adie 4gals | (ITIL Service Strategy) An interface between the IT L 519385 dadd st Agal s (o (il 3 Al Lngd i)

interface (SPI) service provider and a user, customer, business seliy opsall ol Jasdl Cilidae o cJandl ol aasionall 5 e slaall
process or supplier. Analysis of service provider Cileaad Aleliall 5 oyl Gl 8 Cleadl) edie Clgal 5 Jlas
interfaces helps to coordinate end-to-end e slrall L ol 33

management of IT services.

service reporting deaall )6 a8 | (ITIL Continual Service Improvement) Activities that zUl e A s panall AaziV) o (il B Ae2dll il Gl
produce and deliver reports of achievement and Gl sluse G st bl Glalai¥) g Gasdl) Joa o E 28 )
trends against service levels. The format, content W sina s i A e eSlaall e GUSY) o o cang s Aeadl)
and frequency of reports should be agreed with Lealil) Jaaa s
customers.
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service request

(ITIL Service Operation) A formal request from a
user for something to be provided — for example, a
request for information or advice; to reset a
password; or to install a workstation for a new user.
Service requests are managed by the request
fulfilment process, usually in conjunction with the
service desk. Service requests may be linked to a
request for change as part of fulfilling the request.

g o Jpmnll i (e calh 8 (Jiil (A Aeadl) Qi)
Dlen S i sl g pall AalS jpaai sl ddasai ol cilaslaa alla ;U
Al dplee Alausl 5o deaall a3 1) Qg aadisal i S
Gl Ly a8 leaad) (S e o slailly 058 Lo LWl 5 bl
B e

service sourcing 4eaall aei | (ITIL Service Strategy) The strategy and approach e sl 5 At i) Laladl) o (i) (8 Rexdl) Ln i)
for deciding whether to provide a service internally, A el ladgas TS Aol i oy Lad LAYl Aalal)
to outsource it to an external service provider, or to | Jahaall o3 i Load cilardll ngad Jiny s Legin Lask el S o &
combine the two approaches. Service sourcing also Aol iy
means the execution of this strategy. See also
insourcing; internal service provider; outsourcing. oA el Jals daad piie ¢ A vgail) Ladf aal

service strategy deaall 4l i) | (ITIL Service Strategy) A stage in the lifecycle of a ik (gl ala 500 A Ala e (o (Jibl (B Aenal) dndl i)

service. Service strategy defines the perspective,
position, plans and patterns that a service provider
needs to execute to meet an organization’s
business outcomes. Service strategy includes the
following processes: strategy management for IT
services, service portfolio management, financial
management for IT services, demand
management, and business relationship
management. Although these processes are
associated with service strategy, most processes
have activities that take place across multiple
stages of the service lifecycle.

Laladll 5 g gall s ¢ shaiall Ladill dynl i) 23a3 e slaa Lia 5l 5i€3
sl i e (381 sl Aeaal) adie Ladisy of cang Al Blai¥)
iladd daa yind 35100 Al Cililaall deaal) daal i) Jadiis
laaal Al 3 1oy echleaall A 3 1) cila slaall Lia 5l 1S5

Ol o p L 5 Jaall ClEdle 5 1) ccallall 5 5la) ecila slaal) L ) 535
Aadil Lghe KU 5 V) Aeadd) Aal i) (e 5 3a oA Clleadl oda
Aaxall sla 5550 Jal e (e 2aall b
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service transition

(ITIL Service Transition) A stage in the lifecycle of a
service. Service transition ensures that new,
modified or retired services meet the expectations
of the business as documented in the service
strategy and service design stages of the lifecycle.
Service transition includes the following processes:
transition planning and support, change
management, service asset and configuration
management, release and deployment
management, service validation and testing,
change evaluation, and knowledge management.
Although these processes are associated with
service transition, most processes have activities
that take place across multiple stages of the service
lifecycle. See also transition.

L s i dand (gl Bl 550 8 Al je (o (i) (8 Aenad) JUasf)

o Aol sl ileadl) of deaal) Jl) Aaje K55 Cilashaa
i) il Al ya (8 488 55 o Laguns Janll a5 (3l 43Sl
JUs) Ala e Jadtiy Al 8la 550 8 Aeddl) apanal Ala o5 daadll
sl 500 ¢ yunill 5510 (JEEY) ac a5 Jardadd A Cllead) daxall
il (e il gAY il 5 GOURYI 5 la) cAeadl] Al
On e n o Sileall oda G (g a2 5l 5 A8 jaall 5 ))a) 5 il s
8ln 559 ol ye (e el 3 Adadil Lgie LS00 ) V) Al i)
deaal)

JEE) Lag aa

service validation and
testing

Tl s )

(ITIL Service Transition) The process responsible
for validation and testing of a new or changed IT
service. Service validation and testing ensures that
the IT service matches its design specification and
will meet the needs of the business.

Tl U], Cutd om0yl Bledl o (U o3 Aesall Jam)
O Rasdl) iy S ey Alaea ol Baaa Claglan Lin g5
ot g5 ] il o o 33155 i sl Ui 5} 5585 Aaa

Jaall cilaliial

service valuation

FOREUIIN

(ITIL Service Strategy) A measurement of the total
cost of delivering an IT service, and the total value
to the business of that IT service. Service valuation
is used to help the business and the IT service
provider agree on the value of the IT service.

Aaxd Jaa il A0S 2SN i s (il (3 Aol duasl yiu)
o3 (o Joall Lasiall 00 Aol chipna s slas L 5155
pdia g Jaxd) Bac el daddll 50085 a0y 5 028 e slaall L 5l 533
L 5l iS5 ant Aah e G e o slaal) L 51 iS5 ans
Lla glaall
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serviceability

(ITIL Continual Service Improvement) (ITIL Service
Design) The ability of a third-party supplier to meet
the terms of its contract. This contract will include
agreed levels of reliability, maintainability and
availability for a configuration item.

5,8 A (i) 8 Aeadll arena) (Jiil 3 Aeadll vl ()
oole 2all 108 (g iy dall 2 5h Bnd o Ln YA 442 25
raind AalEY) 5 Dlpall LS4) 5 dgalaio V) (e Ledle (3iia il sl

seven-step
improvement process

) I3 Gl Alee
Gl ghad

(ITIL Continual Service Improvement) The process
responsible for defining and managing the steps
needed to identify, define, gather, process, analyse,
present and implement improvements. The
performance of the IT service provider is continually
measured by this process and improvements are
made to processes, IT services and IT
infrastructure in order to increase efficiency,
effectiveness and cost effectiveness. Opportunities
for improvement are recorded and managed in the
CSl register.

25 e A g paall laal) o (d:ﬁ:vi 0 Aedll paiiall Caaill)
g ol s Jaael g a5 sy iy el 4y 5 puall il ghadd) 3 )l
L o5 Ciladd a6l Gl ) iy o a3k
Glead 5 eDblaall Sliat o) ja) o3 g dalanl) 038 Ao g Sl sladll
a3 Cangs e sl Ui b iS50 Al il 5 e sl U )55
b Cmenll (a5 500 5 Jaat 2y A Allad A ladl) g 3 LiS1)
il petiaall yyoladll Jas

shared service unit

1< i) lerall sam

See Type Il service provider.

shift

Ay,

(ITIL Service Operation) A group or team of people
who carry out a specific role for a fixed period of
time. For example, there could be four shifts of IT
operations control personnel to support an IT
service that is used 24 hours a day.

3% o3 GalAEY) (e Gih ol Ao sana (b (Ui A et L)
EAS;J’\J\)Q‘\JQLJJJJGJgﬁﬁ;)&«zam@jzﬂw
il slaa bis ol 93K5 Radd ac ol e slaall L ol 935 Joals lilee
podl Adelu 24 (3 e dandiig
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simulation modelling

slSlaall - 3as sliy

(ITIL Continual Service Improvement) (ITIL Service
Design) A technique that creates a detailed model
to predict the behaviour of an IT service or other
configuration item. A simulation model is often
created by using the actual configuration items that
are being modelled with artificial workloads or
transactions. They are used in capacity
management when accurate results are important.
A simulation model is sometimes called a
performance benchmark. See also analytical
modelling; modelling.

slal s (il 8 Aeadll arana) (il 3 3eoall jaivaall ()
L sl Aans 5 g puaie sl 5l Lot 3 5 £ L2Y
Aleal) Al yualic r:\.\';:\u\..v sale BlSladll CJ}A—Y <L) abg e slaa
Al ) dgmgant Gl jal 5l Jae Jlaal ge dled zila oy iy Sl
d)m;.“ gjj)d\wug%umhud\ﬁ)bj@cjw‘ 53 (’MJ
Al Aadle Ul lSlaall 73 gai (cany s A0 il e

_G';Ld\ ;L'q ccﬁ\..dn L_AAXAA” ;U,J\ L..au\ @\J

single point of contact

3380 Jlail ddass

(ITIL Service Operation) Providing a single
consistent way to communicate with an
organization or business unit. For example, a single
point of contact for an IT service provider is usually
called a service desk.

e JuaiD A8) gia Banl 5 Ay Hla wai o (il 8 Aead)) (i)
daad aaial 33 jiall JuadVl ddais e 3l :Die o 3aa g sl s e
Aedd S ansf Sl slae Lis ) 55

single point of failure
(SPOF)

33 30 Jlac ddads

(ITIL Service Design) Any configuration item that
can cause an incident when it fails, and for which a
countermeasure has not been implemented. A
single point of failure may be a person or a step in
a process or activity, as well as a component of the
IT infrastructure. See also failure.

m&iab%oiow|w&*j)@cgi(dgighaﬂlw)
838 Jasll ddads () K5 28 5 4l dlian o) ja) 2 o0y ol 5 callans
Bl o L3 5805 o 08 LS Bt Sl e 55kt S Lass
) e slall L i€ At

Jhall Laf aal
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SLAM chart

R A8 a) s o

Ay by Aaly iy el

(ITIL Continual Service Improvement) A service

gy ) adly iy o

AL 48yl ) sl adieg (Jil 3 deall vl ()

4.2l s 5iwe | level agreement monitoring chart is used to help Asiadiall Gl i) o )l a8 5 A e (8 BacLusall daadll (5 ginna
monitor and report achievements against service A0 481 el ) ans Sl (0S5 w2l (5 siune ilaaly A5 e
level targets. A SLAM chart is typically colour- il cinnt 13 Lo gl 4330 O sty Tl AMall d daad) (5 siasa
coded to show whether each agreed service level GBI (B (38 S ol G ol ol ¢ Lo Gitall Aaxdl) (5 s
target has been met, missed or nearly missed Apalall | el jie
during each of the previous 12 months.

SMART ilw¥l (ailas | (ITIL Continual Service Improvement) (ITIL Service s o (i) 2 aad) ppanal) (Sl (8 Aeall jainal) il
Design) An acronym for helping to remember that aadl) (5 sie LB 8 CalaaY) G S 8 sacluall 5 jeaida
targets in service level agreements and project Ay ¢ ulall AL 5 dadae ()5S O ang Sle 5 phall Tabad
plans should be specific, measurable, achievable, Paaall gl 8 g daiBla g (gaiaill
relevant and time-bound.

snapshot iLil | (ITIL Continual Service Improvement) (ITIL Service sl (il 8 Aeaal) JUaiil) (il 8 Aexall paiaall Gl

Transition) The current state of a configuration
item, process or any other set of data recorded at a
specific point in time. Snapshots can be captured
by discovery tools or by manual techniques such as
an assessment. See also baseline; benchmark.

o Ll 25 LS iy e sana gl o dlee 5f gt juaind i)
Gy gl e gol a5y La) colailll Juansi JSaYU s 2iae i
el Jia 4 50l

software asset
management (SAM)

Clapldl) J gl 5,00

(ITIL Service Transition) The process responsible
for tracking and reporting the use and ownership of
software assets throughout their lifecycle. Software
asset management is part of an overall service
asset and configuration management process. This
process is not described in detail within the core
ITIL publications.

Jsn ) g5 i oo Al g pasal) dileal) o (Jiil 3 Leatl) Jla))
Jsmal 503 Lgilan 5550 IMA Cliglatl) J gl 481 5 alasin
Asadl) @J d}mi E\JJJ 4_1'.’!4;; e A & 's'wl )

(G L) sl 8 dlaall o )

source

Daa

See service sourcing.

el 3t anl
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specification

A formal definition of requirements. A specification
may be used to define technical or operational
requirements, and may be internal or external.
Many public standards consist of a code of practice
and a specification. The specification defines the
standard against which an organization can be
audited.

i et b il sall i o (S s  lllaiall oy Gy i
aaall (3SE 5 Aaa L sl Aalaly il o) g Al i Al clllaiall
23y Clial ga s ilajles o slad (e Aaladl Al Clacal gall (e
Lede Toliy Lo sy Al o355 31 el Ciliaal 5l

stakeholder

Jaina il lal

A person who has an interest in an organization,
project, IT service etc. Stakeholders may be
interested in the activities, targets, resources or
deliverables. Stakeholders may include customers,
partners, employees, shareholders, owners etc.
See also RACI.

ek gl g g piia gl cla A gy Aalian agd cpdll GalfSY) a8
AU dieal) ol phY1 i 25 oyt o) Aipea il glaa L 5 5SS
Oy S il ol Y Jazi 38y clidarall o 2 ) sl i ccalaa¥)
22 5 Ol g ¢Cpanlisall 5 (gl sall 5 ¢elS ) 5 o Dlasd)

il gl 5 150 w258 J s gl

standard

Al ddial 50

A mandatory requirement. Examples include
ISO/IEC 20000 (an international standard), an
internal security standard for Unix configuration, or
a government standard for how financial records
should be maintained. The term is also used to
refer to a code of practice or specification published
by a standards organization such as ISO or BSI.
See also guideline.

Al dial 50) 20000 sV <l e Jha s dpal ) lllaic o
Qe allas Angsy uala 41l il Apuld diial o 5l ¢(Ralle

e LUl LS (a peads daa gSa Ll Aial ga gl (uSi gl

) 5L Lo Zal ) Rl gl llams pdting 5 Bllal) i3lad)
Jauld Clial g dalaia Aaud 513 ) pliie liial g o Ol jlan sl
- ouiall iy ) sgaall S ubeall 4 5al) dadaidl) Jio

_Q\JL&)?‘ L.a:li @\‘)
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standard change (ITIL Service Transition) A pre-authorized change 5 sha da 0 50 le daina i s (Jsil 8 Aeaad) JU))

that is low risk, relatively common and follows a isma Jae cladad ol el Y beg 2y 5 T & ganl) slins dumisi
procedure or work instruction — for example, a cllla i Y aas Calh gl 3 jeal s sl el AalS juad Dl
password reset or provision of standard equipment bl Lealtii g W) o G ¢l i 2l Ay 5 5 jum sl
to a new employee. Requests for change are not Al Jia calisg
required to implement a standard change, and they

are logged and tracked using a different oasil) 73 gai Ll aal

mechanism, such as a service request. See also
change model.

standard operating 4l Jeiill el jal | (ITIL Service Operation) Procedures used by IT i 3] a0 Aaxiiaal) el jaY) o (Sl A aadll Jorii)
procedures (SOP) operations management. Sl sleall Lis o 585
standby slaiu¥) | (ITIL Service Design) Used to refer to resources e 3 sall ()3 5LaN pllacaall 138 aading (Jii) (A deadll araal)
that are not required to deliver the live IT services, LSy e gl 4y sl il slaall L o1 5385 Cladd Jra il 4 5 pucall
but are available to support IT service continuity a3 2Dl clasheall L ol 635 lads & )l jaias) Jalad s a5 5 e
plans. For example, a standby data centre may be coaludl dlariu¥) @l 5 acal dlaatin ) a8 GULy S je juiaad
maintained to support hot standby, warm standby L) 22w g A slaaia¥) Sl

or cold standby arrangements.

statement of «lLlkidl olw | (ITIL Service Design) A document containing all el pd clllia mues o (g sini 385 o (D) 2 dead)l maana)
requirements (SOR) requirements for a product purchase, or a new or Adaellane sl 3aaa e slae L 5l iS5 dadd S iia
changed IT service. See also terms of reference.
lial sall 5 Ja g il Al S Lyl aa)

status il | The name of a required field in many types of Oty 0l (g Base gl 3 Ayl UL (s3aY a8
record. It shows the current stage in the lifecycle of sl gl paaie IS Te) g L Jaaiy La Bl 853 B Al A
the associated configuration item, incident, problem oy o AKE. o Aala
etc.

ITIL® Glossary of Terms English - Arabic v.1.1
2013 AXELOS Limited®©
et e 8ss pr sk,
e gosg s2e 1da 1 1 uasd £ dis 130 a0 1o sos dgpca,
Swirl logo™ ss g Jlss izl s - AXELOS Limited
122



Ay by Aaly iy el

gy ) adly iy o

status accounting

(ITIL Service Transition) The activity responsible for
recording and reporting the lifecycle of each
configuration item.

550 o s dasasi e J s pasall Tl g (i) 8 danall Qi)
gl puaie 3l

storage management

Ladall E)\J!

(ITIL Service Operation) The process responsible
for managing the storage and maintenance of data
throughout its lifecycle.

Llpa s Lain 5513 o A g sl Aleall & (i (8 Aexs) Jaiii)
L350 Jlae e bl

strategic

el i

(ITIL Service Strategy) The highest of three levels
of planning and delivery (strategic, tactical,
operational). Strategic activities include objective
setting and long-term planning to achieve the
overall vision.

L e B (o 5 s o] o (i) 8 Aeasd) Das i)
Aais) Jadiy (e ¢ ashads ¢ ) iul) Jua il 5 ayasill
ALK Ay )l il saall Uy sl Taglaadl 5 oY) pant Epudd)

strategic asset

Tai) 1Y) J gaV)

(ITIL Service Strategy) Any asset that provides the
basis for core competence, distinctive performance
or sustainable competitive advantage, or which
allows a business unit to participate in business
opportunities. Part of service strategy is to identify
how IT can be viewed as a strategic asset rather
than an internal administrative function.

el A W) 85 A J gl (b (i) (3 Aaatl) sl i)
3an 5l eansd A1 gl cAalinnn 400l 5 300 5l ¢ Shatall £1aY) ol 3o laSl
Lyl G e 3a oy Jee ) G B AS jLaal) 8 Jlec Y

Y geal b el e slaall L 5l 555w Jalaill 16€ yaa) aral)
AR dg ) Adh 5 (ge Wy Agadl il

strategy

Aoail yiul

(ITIL Service Strategy) A strategic plan designed to
achieve defined objectives.

Gl daaadl ) i) ddadll o (Jil 3 deadd) Al i)

Baaa Caloal
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strategy management

Cladd duadl jiul 3 ))

Ay by Aaly iy el

(ITIL Service Strategy) The process responsible for

gy ) adly iy o

a3y 2aat (e Al g gl Alaal) o (Migh.\sﬂk’\;ﬂﬁblu\)

party responsible for supplying goods or services
that are required to deliver IT services. Examples of
suppliers include commodity hardware and
software vendors, network and telecom providers,
and outsourcing organizations. See also supply
chain; underpinning contract.

for IT services <ilaladll Ln o1 95 | defining and maintaining an organization’s Lebalail 5 Leadlai s Ledalad 5 clgaBsa s AS il slaia o dlailadl
perspective, position, plans and patterns with Gt ol il )13 aaat day s Gladdll 5l 5 Hlaxdll dals (e
regard to its services and the management of those | Jexl @i Giad Glea e A5 pue Ll praa el slaal) a5l 55
services. Once the strategy has been defined, Ll o slhadll
strategy management for IT services is also
responsible for ensuring that it achieves its
intended business outcomes.

super user e a2diua | (ITIL Service Operation) A user who helps other A Y Cpeadiinaall g sla (3 aadivaall sa (i) 3 Aaadl) Juais)
users, and assists in communication with the ok adia gl (5 AT e al sl essll iy Juat¥) 8 el
service desk or other parts of the IT service 3o paall aasiidl gl ()5S L Llle el slrall Lia ) 533
provider. Super users are often experts in the Bale o sy g (il sheall L 5l 535 Cladas (e A so 2l Jandl Sl
business processes supported by an IT service and ol g Adaall Gl sall SV 8 aeall aaEy
will provide support for minor incidents and training.

supplier 3,5« | (ITIL Service Design) (ITIL Service Strategy) A third | G )& dea s (Jii) A 2eadd) Zaa) jinl) (i) 3 2esd) apanad)

LILAJ;M}S}%JJM\QLAM\J@W\J:l‘))ﬂucajjjm
}J‘)ﬁ‘E‘PQY‘JQQN‘)A‘&N‘}’:IQ:)&‘Q\AM\Q;}X‘,AS

1) Al i lall 3 siall Liagl aal

supplier and contract
management
information system
(SCMIS)

5 o sall lily 5l Bl
2 ga=ll

(ITIL Service Design) A set of tools, data and
information that is used to support supplier
management. See also service knowledge
management system.

e sbrall 5 bl 5 ol 9aY) (30 Ao sana (il (8 Ae2d)) apana)
L0m3) sall 318 ac Al Aeadiiall

Aaadld) 43‘).:..4 EJ‘A;\ eu:'\i L..ag\ &\‘)
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supplier management

(ITIL Service Design) The process responsible for
obtaining value for money from suppliers, ensuring
that all contracts and agreements with suppliers
support the needs of the business, and that all
suppliers meet their contractual commitments. See
also supplier and contract management information
system.

e Al (38a e Al g panall dleal) o (i) 8 Lendll araa)
Claliial 05 (3 ) sal) aa a;sd\cm;u\.\SU\}cum))d\wdw|
_J}Lﬂ%*\.ﬁbﬂbu)ﬂﬁup)ﬂ\@a;u\}cw\

WAgall g opay gall lily 3500 P\L.'\ L.a:li @\‘)

supply chain

Alaa) Al

(ITIL Service Strategy) The activities in a value
chain carried out by suppliers. A supply chain
typically involves multiple suppliers, each adding
value to the product or service. See also value
network.

L2 o380 ail) bl 8 Al & (Ul b Aeda) il i)
ptie JS 2y (3 ) g B2e e Bale alaaY) Alide Jailig ()53 ) gall
Aanal) ol inall d8lias dadd

Aal) A3 L

support group ac2de sens | (ITIL Service Operation) A group of people with Gl e O saialy GalAEY) (e de gana o (il b deadll du-m)
technical skills. Support groups provide the 3l Clhlee aaad (5 )5 pall ) acall acall Cle gane paiiy Ay
technical support needed by all of the IT service (e sleall L o 935 Claxs
management processes. See also technical
management. Al 3 )oY Ll aal
support hours acdll clels | (ITIL Service Design) (ITIL Service Operation) The ;‘ Y o (Ja & Al aranal) (il 8 Aanall (o)

times or hours when support is available to the
users. Typically these are the hours when the
service desk is available. Support hours should be
defined in a service level agreement, and may be
different from service hours. For example, service
hours may be 24 hours a day, but the support
hours may be 07:00 to 19:00.

UJSJLQL\SLG wwu\_‘ﬂr@mg_\sw&@d\ Sleldl

3\.\'5\34\ L; ?cﬂ\ Gilels paad sy g Glelad) o3 PDIA alia daadll
GOS8 a8 e deadll calela e dalida () o<8 08 5 dandl) (5 glua
07:00 (3o » pel) Bleln liw o sl Adele 24 Aadll Cilela
.19:00
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supporting service

(ITIL Service Design) An IT service that is not
directly used by the business, but is required by the
IT service provider to deliver customer-facing
services (for example, a directory service or a
backup service). Supporting services may also
include IT services only used by the IT service
provider. All live supporting services, including
those available for deployment, are recorded in the
service catalogue along with information about their
relationships to customer-facing services and other
Cls.

0585 Y A e shaall L 51 535 4 (i) 8 Aaxdll aanad)
L 51 535 Aadd e (e Ay sllae LS5 b plae sl U8 (e Aandinne
laad 5l Jdall clada :a) el ) cleadll 5 5l il sledl)

daadinall Gleadl) dac lall cileaall Jadi 38 (lilll dalia¥) el
Cloadl) ppen Jamnsd aly 5 cdath o glaall L 5l 9385 Add adie J (pe
) ABLaYL il a8 ol 58 i CilS o) gu Hladdl) Gl Aec Al

(S AY) Al g 5 ¢ Manll Zga pall cilaral) g Lie

SWOT analysis

ol Ll 5 g8l Ll gl

(ITIL Continual Service Improvement) A technique
that reviews and analyses the internal strengths
and weaknesses of an organization and the
external opportunities and threats that it faces.
SWOT stands for strengths, weaknesses,
opportunities and threats.

5 5l Lala (il s daal e cogll o (il 3 40a ]l il (il
I A AN gl s e sall 5 cle A 8 A1) Caenall
A pall 4al i

Claagdll - il - Conall Ll 5 58l L& s SWOT

ITIL® Glossary of Terms English - Arabic v.1.1
2013 AXELOS Limited®©
Tpst 1z dsd ep sk,

e gosg s2e 1da 1 1 uasd £ dis 130 a0 1o sos dgpca,

Swirl logo™ s gl <zl gs - AXELOS Limited

126




Ay by Aaly iy el

gy ) adly iy o

A number of related things that work together to
achieve an overall objective. For example:

e A computer system including hardware,
software and applications

e A management system, including the
framework of policy, processes, functions,
standards, guidelines and tools that are
planned and managed together — for
example, a quality management system

e A database management system or
operating system that includes many
software modules which are designed to
perform a set of related functions.

e (A Caa Baiail ymn ) Lgany Alaia oLuiY) (e 220 5

Sl g 5 8 5ea) (o gt IV el s o
ki

,Q\flm:} labud) dee Sl e Jaidy 3 lay) eU:'d .
e ls }Llaﬁ QUJB Cilald ) g ¢ punliag “_i'f\Ué}}
(53 gall 3 5l Ui ; Dlia

e daidy (Juill alas ol alilll ac) 83 1) olas @
e e gana (525 Cuas dedias e Slhiaa Gl S
Ada) jid) Caila )

system management kil 3,3 | The part of IT service management that focuses on Ll a1y o 38 g Gleglaal) Lin o 35 Ciladd 3 )1 (4o a8
the management of IT infrastructure rather than cllaall (e Wy il glaall L ol 301 45l
process.

tactical =:bai | The middle of three levels of planning and delivery oo 5ill 5 Japasill il giase 330 (4o Jaws sial) (5 giusal) 8

(strategic, tactical, operational). Tactical activities
include the medium-term plans required to achieve
specific objectives, typically over a period of weeks
to months.

) ) . n ~~“) ”) ..” -*) y‘ S .~..<‘5 ( L. :...," ) ”] . ‘" “..“)1“‘)
sl el (520 e Bale Aipma Cilaal 3iatl 4y 5 5yl (sl Aaus i
s
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technical
management

FIRATERIN

(ITIL Service Operation) The function responsible
for providing technical skills in support of IT
services and management of the IT infrastructure.
Technical management defines the roles of support
groups, as well as the tools, processes and
procedures required.

438 Ol g aai (ge A g punall Al 1) & (i) (A Aens) Jaii)
L 1 530 Al Al 5 500) 5 e slaall s o) 535 Cladds ae ]

) 5aY) IS 5 aeal) e sana sl Ayl 5510y a5 il shedll
AW el Y s cilbleall 5

technical observation il 43,4 | (ITIL Continual Service Improvement) (ITIL Service | «wsbul s (il (3 Loaall Jds) (i) (3 Lenall jchusall (ppunill)
(TO) Operation) A technique used in service A ping 5 AALY) 5,135, JSLE Gand g dacdl) Graad] a2t
improvement, problem investigation and availability i 5 e slrall L o 53S5 daddl a5 &l gl 480l ) e )
management. Technical support staff meet to LCmanill s )
monitor the behaviour and performance of an IT
service and make recommendations for
improvement.
technical support sl el | See technical management. Al 3 )Y aal
tension metrics 23l Ganlia | (ITIL Continual Service Improvement) A set of ol yiall unliall (g Ao sana (A (D) 2 Ae2dll il (il

related metrics, in which improvements to one
metric have a negative effect on another. Tension
metrics are designed to ensure that an appropriate
balance is achieved.

M}_}iw@@@hﬁiméjuhiwéaﬁgb
(Gl ) 5 i (panal Cymy 1) e

terms of reference
(TOR)

izl sall 5 1oyl Al S

(ITIL Service Design) A document specifying the
requirements, scope, deliverables, resources and
schedule for a project or activity.

cha.\H} ecalllatall 2aa 481 o (d:ﬁ'.ﬂ Lﬁ deaall aranall)
_.la\.i&.'\j&}M:ﬂm&|aﬂlﬂ}\z\l}&;ﬂ}aﬂﬂ\} ciladazall
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(ITIL Service Transition) An activity that verifies that
a configuration item, IT service, process etc. meets
its specification or agreed requirements. See also
acceptance; service validation and testing.

PO Agl paic Ol e il LaLss ga (d:ﬁ:»‘ & daadll Jlaml)
Lz dalall Clial sall 3853 oy ol Adee o Cilaslaa Lin 5l 55
Lede Gall cilllaiall

sl daadll e il g LAY Laa aal

test environment LY &y | (ITIL Service Transition) A controlled environment alic JLEAY aadtid Kol cand A (A (Sl A deadd) )
used to test configuration items, releases, IT L e 5 Dlalaall 5 il shaall s 5l 635 Cladd 5 «lEULY) 5 gl
services, processes etc.

third party La,a 4a | A person, organization or other entity that is not 35 Fasma3e (e 2 3a ol (5 a1 0 sl daisa Sl (padd s
part of the service provider's own organization and LBl B 48 a0 5 Glina 532 50 D ciae V5 dardll
is not a customer — for example, a software supplier
or a hardware maintenance company. L)l da lall 3 siall 8 Bale daa Al Cleal) cilillaia (i
Requirements for third parties are typically Aeadll (5 gla
specified in contracts that underpin service level
agreements. See also underpinning contract. okl gl Loal aal

third-line support cldll ball acs | (ITIL Service Operation) The third level in a ac ) Cile sana Judisi 8 G (5 sivnall g (i) 8 dandll Jaa)

hierarchy of support groups involved in the
resolution of incidents and investigation of
problems. Each level contains more specialist
skills, or has more time or other resources.

éad)wdsggjigjdsw\gﬂjim\};ﬂdaéﬁjiﬁmﬂ
DS Aol ses skl iy ST dpaads @ jlee
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threat

Ay by Aaly iy el

A threat is anything that might exploit a
vulnerability. Any potential cause of an incident can
be considered a threat. For example, a fire is a
threat that could exploit the vulnerability of
flammable floor coverings. This term is commonly
used in information security management and IT
service continuity management, but also applies to
other areas such as problem and availability
management.

gy ) adly iy o

Gl e gl el (Sas L i it o (S (08 61 52 gl
o 3 9n sall Camall Uity 38 Tanags Jiai Ul i claags ¢l all
5 a1 iy 5 JaidDU AL Gl )Y s

28T g e slaall Lia o 635 Gadd 30 51 et 3503) 5 il slaall (el 33

Al 53] s JSLaa 3518 Jie AT cilag e Leadl ki

threshold 2~ | The value of a metric that should cause an alert to A ks gl el 11 o 0 ity A Gapliall an e 50
be generated or management action to be taken. Malelu 4 A das Al V1 Y e e e 51 6 )
For example, ‘Priority 1 incident not solved within O S el A (e il B dale e ellaal 5 e SIS
four hours’, ‘More than five soft disk errors in an Sl S AL G e 10
hour’, or ‘More than 10 failed changes in a month’.

throughput Zaly | (ITIL Service Design) A measure of the number of el e o ClelaY) aaad ulie s (Ui (3 Aead)) arenad)
transactions or other operations performed in a 2 » Al ) 5000 Jus) e Al Aty 358 & Jiadill) Sllee
fixed time — for example, 5,000 e-mails sent per & oall e z1als Jaal dlee 200 i delu s i)
hour, or 200 disk I/Os per second. Rl

total cost of ALl 440Q) asksl | (ITIL Service Strategy) A methodology used to help Al A e bl axdindi 43y yla o (Ui 3 Aexall dadl i)

ownership (TCO)

make investment decisions. It assesses the full
lifecycle cost of owning a configuration item, not
just the initial cost or purchase price. See also total
cost of utilization.

5550 A s ALl A 4G 45yl b 2y 5 jlatil) ) 3
WJi@M\W\MMJ‘w@)&M Al ALalS) slall
el

AU 2K 48K Layl aal
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total cost of utilization
(TCU)

21235 IS A4Sl

(ITIL Service Strategy) A methodology used to help
make investment and service sourcing decisions.
Total cost of utilization assesses the full lifecycle
cost to the customer of using an IT service. See
also total cost of ownership.

) 8 s luall 223005 48y yha & (sl (8 eadd) dasl ji)
ERNPES PR PR APRCH PREN JRVOS PR DN W R
plasind dats Jaenll Lpilly ALK 5Lal) 5 5 50 AASS api aladiudl)
e sleall L ) 9365 A

AL A 81l Lal gl

total quality aLlal) 33,8050 | (ITIL Continual Service Improvement) A sl Cppuanl 5 10Y 48 5l & (i) (3 Aeasll satosd) (sl

management (TQM) methodology for managing continual improvement IS Jadis 2808 ALl 53 sall 5 )] (o505 53 sad) 3 )l) allad alasiuly
by using a quality management system. Total abesa a5 A8 se Alee ) A s zall i )Y
quality management establishes a culture involving
all people in the organization in a process of
continual monitoring and improvement.

transaction Jisni | A discrete function performed by an IT service — for | J)sal dasai :Da el shaall Lia 5l 9385 2003 Lgpa 5 Aliatio dida s 8
example, transferring money from one bank Bpal) and gl asentll o) a ) ey 25 AT () (A ae Gl (00
account to another. A single transaction may o3 JS 25 of Lal 5, bl Jaeiill 5 ccadall Alay) ke (e
involve numerous additions, deletions and Leie sl A Y 1 ey e cllleall
modifications of data. Either all of these are
completed successfully or none of them is carried
out.

transfer cost Jusaill 43 | (ITIL Service Strategy) A cost type which records Ul i ) lEsl Jan A ¢ g (il (B Aeadll dpa yin)

expenditure made on behalf of another part of the
organization. For example, the IT service provider
may pay for an external consultant to be used by
the finance department and transfer the cost to
them. The IT service provider would record this as
a transfer cost.

\:\;}J)&hhemeﬁﬁ«)ﬁuc&m}d\wﬁ]ukup
Jadl \MMQ\AM\L};}X}J&:&AheﬁAe}y} Al 3 lay
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transition

(ITIL Service Transition) A change in state,
corresponding to a movement of an IT service or
other configuration item from one lifecycle status to
the next.

Laad Sl Ley Al 8 i s (il 8 easll Jla)
Blalls 50 B g Al A e L jumie 5| e slaa Lia 5l 55€5

transition planning
and support

JEEY) aca g dasdads

(ITIL Service Transition) The process responsible
for planning all service transition processes and
coordinating the resources that they require.

Clee an Tt e Al posall Aleall & (i 3 Aanal) Ji)
A 5 il 3 ) pall i 5 Aaral) )

trend analysis

Clalas¥) Jilas

(ITIL Continual Service Improvement) Analysis of
data to identify time-related patterns. Trend
analysis is used in problem management to identify
common failures or fragile configuration items, and
in capacity management as a modelling tool to
predict future behaviour. It is also used as a
management tool for identifying deficiencies in IT
service management processes.

e Copaill ULl Jilas g (Jil 8 Aeadll jaiisal) el
JSLEall 31 (3 clalaa¥) Jalas aodiivgy Lie ) Aday) yial) Llai¥l)
b5 Adgall Al jualic ol &gaalls i Jae Y e (i jeill
318 aatiy LS Liall o gl 5ill o 3as oLy 51008 Aaadl) 5 )
b 1 535 laxd 3 1) Gliles (A il il g (e i aill 51
) e shaall

tuning

Tl

The activity responsible for planning changes to
make the most efficient use of resources. Tuning is
most commonly used in the context of IT services
and components. Tuning is part of capacity
management, which also includes performance
monitoring and implementation of the required
changes. Tuning is also called optimization,
particularly in the context of processes and other
non-technical resources.

IS 35 sall a2t ol ) adads e J g asel) LLEIT 5
il sheall L 5l 5385 Ciladd 5 510) ae el 3l Jaseall axiiy | JiaY)
Leal Cpanmd 3l 5 ) 503 (e e e Janall Jiag g ecili Sl
sie Cpendl) Woa e G3llay 5 A sllaall il il 3455 5 o 1Y) 48 e
Al e 3 ) sall 5l Cilleall ae 4aladii
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Type | service
provider

sl & sl (e deall adia

(ITIL Service Strategy) An internal service provider
that is embedded within a business unit. There may
be several Type | service providers within an
organization.

BhJWMf&ib EONEQPE PR (dgsj gh&\g@#\p\)
Lo dage A Ja¥) g sl (e ladd adia Bae 3a g ) (S e

Type Il service
provider

PP PR PREN (PR

(ITIL Service Strategy) An internal service provider
that provides shared IT services to more than one
business unit. Type Il service providers are also
known as shared service units.

L sl 535 il aay 31 3dd adie g8 (sl (8 i) dasl jiu)
0o Aandl) adie Glo Bl 5 Jas Ban 5 e Y AS jidia e sles
A ilal) cileadll Bas g o] SN & il

Type Il service
provider

CIE g Sl G 2andll aie

(ITIL Service Strategy) A service provider that
provides IT services to external customers.

L sl 35 et 8 g0 dadd adie oo (i) 8 deadll Al yin)
O e Oland e sleall

underpinning contract
(UC)

oLl il

(ITIL Service Design) A contract between an IT
service provider and a third party. The third party
provides goods or services that support delivery of
an IT service to a customer. The underpinning
contract defines targets and responsibilities that are
required to meet agreed service level targets in one
or more service level agreements.

5 e shrall Lin o) 535 Fadd aie G e g (i) (B Aeadll aranal)
pexi ek f iy oa LAl Caslall oty Cua s A iy
Calal el diall aan s Jaand e e slan L iS5 2004 Jum 5
A 3 Lo (3l Aaal) s sinne il (38l A sllae il g s g
) T gl saal 5 dedd (5 sie

unit cost

sam )l A4ISS

(ITIL Service Strategy) The cost to the IT service

provider of providing a single component of an IT
service. For example, the cost of a single desktop
PC, or of a single transaction.

L o) 555 Ao i Al 81N o (il 8 i) Al i)
J4IK5 - ol glaall Lia o) 635 Aand il € (g2 il e sladll
g erand o) ) A4S Sl a5 e N anla Slea
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urgency
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(ITIL Service Design) (ITIL Service Transition) A
measure of how long it will be until an incident,
problem or change has a significant impact on the
business. For example, a high-impact incident may
have low urgency if the impact will not affect the
business until the end of the financial year. Impact
and urgency are used to assign priority.

gy ) adly iy o

3 yall Lulie & (Uil o Aeadd) Jui)) (Ll 8 dead)) ayana)

S Sk 5 ks Aot Jaall o S L sy o U8 L)

13) dcadiiie dpalald) culd ()5S 08 € L ol Aaala o8 e ¢ s
5 ol (e JS pasing 5 Al Al Al s Jead) e i ol
REP P JCIECEVNEN

for IT services. Each user profile includes one or
more patterns of business activity.

usability iyl 4384 | (ITIL Service Design) The ease with which an 5 iie sl Gaalal aladias) A g 530 (o (il (o Aeadl) pranal)
application, product or IT service can be used. Bale aladiunl AulKa) ilillaia dal gi g Aima Cila slaa b of 935 4002
Usability requirements are often included in a cbdliall Gl
statement of requirements.
use case alaiil 4.8 [ (ITIL Service Design) A technique used to define a5 ailda gl iy pail aadien bl g (Jil A 2eas)) ppena)
required functionality and objectives, and to design a3l ) Al (i yai Lyl ol LAY asaaiy A siladl)
tests. Use cases define realistic scenarios that [FEQAPE R PXEQRUIPREC NN (JRVRCH FAF (PR P P PRLAEN
describe interactions between users and an IT Al Al gl e sleall
service or other system.
opd s sl
user axiue | A person who uses the IT service on a day-to-day o5t OS il slaall Lia 5l 935 3003 a3y 3 Gl 2
basis. Users are distinct from customers, as some Oseadiug ¥ e Slaall any o) Cus e Bleall (e ) geadisall Caling
customers do not use the IT service directly. Cosle JS e slaall L 5l 5385 ilana
user profile (UP) aadiadl Glialse [ (ITIL Service Strategy) A pattern of user demand Ln sl 55 Aanad adinal) Galla Jaes g (i) 3 deaall duadl i)

Jandl
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utility

Ay by Aaly iy el

(ITIL Service Strategy) The functionality offered by
a product or service to meet a particular need.
Utility can be summarized as ‘what the service
does’, and can be used to determine whether a
service is able to meet its required outcomes, or is
fit for purpose’. The business value of an IT service
is created by the combination of utility and
warranty. See also service validation and testing.

gy ) adly iy o

Al dad ol i Lgady ) Adgda gl o (il 3 Aol Al yiu)
o2 Jaii 13" dles 8 30le dadiall mllaias juaidyy (e plial
il et o) skt daaal) G e oSl aadig LS Mandl)

L sl 35 ilana) Jaall e L " Jleaiadld A f ey sllaall
Aatiall 5 glaall G peall @k e Sl gladll

validation <l | (ITIL Service Transition) An activity that ensures a A ol e U 48 2y () Tl ga (Jii) (3 Aaasl) Uil
new or changed IT service, process, plan or other sl sl s f didee o laealana gl suan il slaa a5l 1S
deliverable meets the needs of the business. Cilllie (i (pe S il 5 Jaal) laliial b 5 AT Clidase
Validation ensures that business requirements are b sl aay Aaaa 5l s Jaall
met even though these may have changed since
the original design. See also acceptance; Aead) e il 5 LAY (Jald) oJ sl Laaf aal
qualification; service validation and testing;
verification.

value chain 4.l Auls [ (ITIL Service Strategy) A sequence of processes 60 e ol dexd Y Clilee s (il 3 dexal) daai i)
that creates a product or service that is of value to bl @l shaall Lo il 13 35 sha S a5 Jueall Ay dad
a customer. Each step of the sequence builds on (JSS inall Sl Al L aaluis L]
the previous steps and contributes to the overall
product or service. See also value network. ) 4803 Ll el

value for money Jull Jiae 4adll | An informal measure of cost effectiveness. Value sale Jlall Jilia Al Clus aatay g 4GS Adladl ey & (eliia

for money is often based on a comparison with the
cost of alternatives. See also cost benefit analysis.

GAY) Qi) A e T e

Aadiall 5 A0 Jlat L o)
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value network

Ay by Aaly iy el

(ITIL Service Strategy) A complex set of
relationships between two or more groups or
organizations. Value is generated through
exchange of knowledge, information, goods or
services. See also partnership; value chain.

gy ) adly iy o

Ol Oy SR (pe Bine A gana A (il B Aardll Foasi) yin)
S Gyl e el iy s pall i e sanall (g ST
lanall 5 wiladl 5 e saall 5 2 jaal

value on investment Ol e 4ad@ll | (ITIL Continual Service Improvement) A e And siall dadiall Gl (A (i) 2 Aeaall il (ppuaill)

(VOI) measurement of the expected benefit of an Ll wdliall (e SIS Jlie V) (& laiind) el Clua 33l iy
investment. Value on investment considers both Ausaldl e adlialg
financial and intangible benefits. See also return on
investment. i) e xilall Lagl aal

variable cost s_iall Al | (ITIL Service Strategy) A cost that depends on how Ahaaiu) jlaie e aaiad ) AU o (Jil 8 deasl) dual yi)
much the IT service is used, how many products glsils e i daiiall claiall 43S i el slaall Lin 1 915 dadd
are produced, the number and type of users, or Mo oan (Say Y AT (o (s f (ppariiinenl
something else that cannot be fixed in advance.

variance &4 | The difference between a planned value and the B L aadiin s Al Aladl) dadl) 5 o 52300 Al (s B A 5
actual measured value. Commonly used in financial gl (S (815 Aaaall (5 siusn 3 )l0) 5 cdanall 3 1) 5 el 3 1Y)
management, capacity management and service PRSP PRECH ) FORPI PR PEM S,
level management, but could apply in any area
where plans are in place.

verification <l | (ITIL Service Transition) An activity that ensures Lin sl 535 Aaxd () ey (53 Balzall ga (Uil 8 deasl) Jlasy)

that a new or changed IT service, process, plan or
other deliverable is complete, accurate, reliable and
matches its design specification. See also
acceptance; validation; service validation and
testing.

Baa lS Tol g cclibanall (pe b ye g aka o dilee i (il slaa
Al e il g Hlaa¥) el o sall
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verification and audit

Ay by Aaly iy el

(ITIL Service Transition) The activities responsible
for ensuring that information in the configuration
management system is accurate and that all
configuration items have been identified and
recorded. Verification includes routine checks that
are part of other processes — for example, verifying
the serial number of a desktop PC when a user
logs an incident. Audit is a periodic, formal check.

gy ) adly iy o

e sleall (O Glasa e W g sasal) Al & (i A deasd) JU)
o Al jualic aaan (5 388 Liggll 510 by BaclE 352 s sl
o KUl Gty g Al 550a) by sacld 8 Leliaod 5 langaas
a0 e S 1S (s AT Cillee (e Te it Baline Cilaa) g

Lal Eiola Jaasty axiisal) gy Ladie i€e T Gl Slead il
) IS T Ay ) 93 Claas) e (o8 Al

version Jlaal a8, | (ITIL Service Transition) A version is used to Crre g2 e bad (il ) ) aadii (i) 8 Aeaddl Jlawl)
identify a specific baseline of a configuration item. (3ie Apans ol Wlle Ol jlaal) o8 )i Joniasiy sl jualic 2aY
Versions typically use a naming convention that M o e lad ISl )l il i e (b prill ey i 4le
enables the sequence or date of each baseline to DlaaY) e Al il e (550 "3 Hlaal) Gl jall Gaka
be identified. For example, payroll application 2
version 3 contains updated functionality from
version 2.

vision 45, | A description of what the organization intends to s iy i) e o)) A sall (553 Wl Gy
become in the future. A vision is created by senior JAE apn 53 A e bl a2did Cua sl 3 1oy Aasd g 455,
management and is used to help influence culture e i) Jagladill
and strategic planning. See also mission.

Aaga Ladl gl
vital business function Lull dee 4adas [ (ITIL Service Design) Part of a business process las Ay 5 el Jead) Clles (a6 3o (o (Dl 8 Aead)) arana)

(VBF)

that is critical to the success of the business. Vital
business functions are an important consideration
of business continuity management, IT service
continuity management and availability
management.

330 & Alia¥) Jaal) s g sle ) ye i agall (a5 Jaall 2l
B)\JJJ&L\LA}L.A.“ hA}J)JSjQLAJA:L\J\JA.\u\B)\A;\} ‘M\%J‘P\
sy
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vulnerability

Ay by Aaly iy el

A weakness that could be exploited by a threat —
for example, an open firewall port, a password that
is never changed, or a flammable carpet. A missing
control is also considered to be a vulnerability.

gy ) adly iy o

C}mwbcu|m@|h|M\yL€JM|u&ww@
ﬂ.ﬂﬁaj\;.mj «\.‘u\ \A).u:ur;.\.\y)uwsj c@j.d\.la.\l;.ﬂ@
T ey Liagf 6l )l aSatll T (san) conid 13) 5 Jlaia

warm standby

JRESRSTRSRNENEY

See intermediate recovery.

L giall g la jiad ol e

warranty

Olaa

(ITIL Service Strategy) Assurance that a product or
service will meet agreed requirements. This may be
a formal agreement such as a service level
agreement or contract, or it may be a marketing
message or brand image. Warranty refers to the
ability of a service to be available when needed, to
provide the required capacity, and to provide the
required reliability in terms of continuity and
security. Warranty can be summarized as ‘how the
service is delivered’, and can be used to determine
whether a service is ‘fit for use’. The business value
of an IT service is created by the combination of
utility and warranty. See also service validation and
testing.

Giaie deadll o mial b % s (Jil A Aeasd) Dl jiul)
A8 Jle dpany Al Aol s Gl 2 8 lgde ekl i)
Dy Al Adladly sl gt Ay 5l cdie ) Aaxdll (5 siua
doglhadl daudl gy bl s deadll Gig ) glecl
qs - Glacall Ll KL u;y\} ) painY) S dulaie Y
LDl deadll o I 5, Load aadid "Aedll Jua g st
cead) (e il sleall L 5l 3 uhu‘d@\ Lo g, " Jlaniudl
.W‘J uLA‘aS\ O

work in progress

(WIP)

ol das

A status that means activities have started but are
not yet complete. It is commonly used as a status
for incidents, problems, changes etc.

s 4 Al LS g Jedlly il 38 3LaiiV o s VAN o
Ll pal) ol JSLEA f eaal gad) Vs saalS T IS anaiius

work instruction

Jandl Cilaglas

A document containing detailed instructions that
specify exactly what steps to follow to carry out an
activity. A work instruction contains much more
detail than a procedure and is only created if very
detailed instructions are needed.

it o bl Baally 203 Alais el o (5 5ind 468 5 4
e S Jaalis e Jandl cilagles (5 gind | (pma Jaliity aLll Lge Ll
‘dh@.)assd‘uj\ u\.aﬂu;l.uu\?uj“_\\d‘)aﬁ“‘fn};}nﬂdh
Adiadi clagles ) Aalall
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Ay by Aaly iy el

gy ) adly iy o

work order

A formal request to carry out a defined activity.
Work orders are often used by change
management and by release and deployment
management to pass requests to technical
management and application management
functions.

313 J8 (e dead) al aladind sty 5 ane Tl aLall ey il s
BIaY) il g ) bl Ji el 1005 (SDURYT B 1) 5, kil
lankaill 3513 Gililae g dpal)

workaround walall Ll [ (ITIL Service Operation) Reducing or eliminating i ol e 5l ks LA A ) S JulS ga (il B Aeadll Ji)
the impact of an incident or problem for which a full Angd peaic Jondisale] JUal) dass (o caxy Led Jalid da ala)
resolution is not yet available — for example, by elad ¥l Cilans A JSLially Aalall Gl callad (38 58 a5 Jlane
restarting a failed configuration item. Workarounds M aa 1Y G Gl sally Aalal) Gl ullud Ll 485 jaall
for problems are documented in known error (a0l al) Bl 8 (3 b Lol 5kl JSLa
records. Workarounds for incidents that do not
have associated problem records are documented
in the incident record.

workload deall Jual | The resources required to deliver an identifiable L 51533 4003 (g 23ae 2 0 Jra il 4y 5l 3 )5l 8

part of an IT service. Workloads may be
categorized by users, groups of users, or functions
within the IT service. This is used to assist in
analysing and managing the capacity, performance
and utilization of configuration items and IT
services. The term is sometimes used as a
synonym for throughput.

o eomaaninall e Tl Jaad) Jlaad Cinieat ¢Says . Cila slaall
Lia s 635 202 853 g gl il 1) o ¢aardiondd) Cile gana
o315 il 51005 a8 Bae Lusall Gy aaiany 5, il slall
L 555 ilead o) Apgll puaaling dalal) aladinV) da 5o
Al Caal S Ul Jandl Jleal mllaias aoding 5 il sleal)
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¢ el jlatidy)

i aidy)

<) iy

ACD ACD automatic call distribution ilallall Sl &y 5 5l
AM AM availability management by sl
AMIS AMIS availability management information system ZalY1 5,a) Sl slaa ollas
ASP ASP application service provider Clapla’ Aedd i
AST AST agreed service time adde GBdiall dearall cd
BCM BCM business continuity management Jandl 4 ) yaitial 3 )
BCP BCP business continuity plan deall &) jatusl Ao
BMP BMP Best Management Practice JiaY) (5 aY Gaadal
BIA BIA business impact analysis Janll e il Jas
BRM BRM business relationship manager deadl ClBBle 10
BSI BSI British Standards Institution oliall ey yall agaal)
CAB CAB change advisory board odll (g LY (udaal)
CAPEX CAPEX capital expenditure Il l  cilass
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¢ el jlaidy)

i aidy)

CCM CCM component capacity management Qb Sl A 3 1)
CFIA CFIA component failure impact analysis Gl Sl Jlae U Jilas
Cl Cl configuration item gl eaic
CMDB CMDB configuration management database Agll 3 )la) iy 3ac (8
CMIS CMIS capacity management information system Laall )1} il glae ol
CMM CMM capability maturity model Gl il iad 23 gad
CMMI CMMI Capability Maturity Model Integration Jalsall Ol 528 eiial 3 gal
CMS CMS configuration management system L) 3] alkas
COBIT COBIT Control OBjectives for Information and related Aall 3 L 51 5330 5 il sleall pSaill Calaal
Technology
COTS COTS commercial off the shelf 3l il
CSF CSF critical success factor gl At 1) ol sl
Csl Csl continual service improvement EUXEV| RPN NN |
CTI CTI computer telephony integration il el Loy 5
DIKW DIKW Data-to-Information-to-Knowledge-to-Wisdom Al o548 e . Dlaglaa &5 ULy
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@ el Jlatidy) ‘z,..ayd\ Jaidly)

DML DML definitive media library Baaizall Lailus sl 4054
ECAB ECAB emergency change advisory board Al il (5 HLinny) (uladll
ELS ELS early life support DSl aell
eSCM-CL eSCM-CL eSourcing Capability Model for Client e dandl s sal (55 SIY) gl ) 538 23 50
Organizations
eSCM-SP eSCM-SP eSourcing Capability Model for Service Clasdll edial 55 SIY) dygall ) a8 23 sa
Providers
FTA FTA fault tree analysis elad¥) 3 jad Jilas
IRR IRR internal rate of return I 2ilall Jaee
ISG ISG IT steering group Cile slrall L o) 5385 4 65 Ao sana
ISM ISM information security management il slaall (5al 313
ISMS ISMS information security management system e sbeall Gal 3 51a) ol
ISO ISO International Organization for Standardization Dnibaall 330 gall Aalaiall
ISP ISP internet service provider i) R PXENPR Y
IT IT information technology il glaall Lin 5l 43€5
ITSCM ITSCM IT service continuity management e sleall L o) 535 Cilead 4y ) el 51
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¢ el jlaidy)

i aidy)

ITSM ITSM IT service management Gila slrall L o 5385 laas 35l
itSMF itSMF IT Service Management Forum Gila slrall L o) 385 o 3 1) (s
IVR IVR interactive voice response el (S gall 3l
KEDB KEDB known error database 3y yeall cUadY) iy sacld
KPI KPI key performance indicator FRRIRINE AP
LOS LOS line of service Aot bad
MIS MIS management information system Aol e slaall ol
M o R M o R Management of Risk ohlaall s )
MTBF MTBF mean time between failures Juae Y1 ¢y < sl) Jans sia
MTBSI MTBSI mean time between service incidents Laadll Gl s G il Lo g
MTRS MTRS mean time to restore service Aaadl) Balatil 5 Jas g
MTTR MTTR mean time to repair el i Jau i
NPV NPV net present value Al dedll il
OLA OLA operational level agreement Jedill (5 giuse 4850
OPEX OPEX operational expenditure Aaladal) il g el
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¢ el jlaidy)

i aidy)

PBA PBA pattern of business activity Saall Lis Jasd
PDCA PDCA Plan-Do-Check-Act 3 - aaly - Jadl - Lalad
PFS PFS prerequisite for success gl Al Lo )
PIR PIR post-implementation review ALURPIPEVENEY
PMBOK PMBOK Project Management Body of Knowledge Cle 5 phall 3 )laY (b paall ISl
PMI PMI Project Management Institute gobiall 5l 2gxs
PMO PMO project management office okl 3 )l i
PRINCE2 PRINCE2 PRojects IN Controlled Environments pSadll a8 Cle 5 il
PSO PSO projected service outage & siall daadll ¢ Uy
QA QA quality assurance PRI
QMS QMS quality management system 83 5all 5yl alas
RACI RACI responsible, accountable, consulted and il g el s )3V s s
informed

e Jlitie cuilaa Jgue
RCA RCA root cause analysis ol Gl Jalas
RFC RFC request for change el Gl
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¢ el jlaidy)

i aidy)

ROA ROA return on assets Jsmall (e xilal)
ROI ROI return on investment DLy e dial)
RPO RPO recovery point objective gl i) ddads Caa
RTO RTO recovery time objective gl ¥l G
SAC SAC service acceptance criteria daadll gl jle
SACM SACM service asset and configuration management Laxdl) Lgd g J gl 313
SAM SAM software asset management Gl J geal 3514
SCM SCM service capacity management Aaodll dass 3 )1
SCMIS SCMIS supplier and contract management information g8l 5 ) sall by 3l allas
system
SDP SDP service design package daadl) apenai 484
SFA SFA service failure analysis Laxal) Jlae | Jidas
SIP SIP service improvement plan deadl) i ddas
SKMS SKMS service knowledge management system 32l 48 yaa 3 i) alas
SLA SLA service level agreement daadll (5 s 48
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¢ el jlaidy)

i aidy)

SLM SLM service level management dexall (5 e 3l
SLP SLP service level package daaall (g siuae 430
SLR SLR service level requirement Faxdll (5 e cilillaia
SMART SMART specific, measurable, achievable, relevant and Galay) pailad
time-bound
SMIS SMIS security management information system Oa¥) 51 e slaa ol
SMO SMO service maintenance objective Laxal) Llsa Calaal
SoC SoC separation of concerns Glelaia¥) Juad
SOP SOP standard operating procedure Aol Jasill cle) ya)
SOR SOR statement of requirements clllial) Gl
SOX SOX Sarbanes-Oxley (US law) Sarbanes-Oxley
SPI SPI service provider interface deadl) adia dgal
SPM SPM service portfolio management Claaall dpda sl
SPOF SPOF single point of failure 83 jia Jlae Aol
TCO TCO total cost of ownership PRSP RNPERI]
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¢ el jlaidy) ‘z,..ayd\ Jaidly)

TCU TCU total cost of utilization plasin D A dasl)
TO TO technical observation 4adl) 48 jall
TOR TOR terms of reference Giliial gall g da g yill 4l S
TQM TQM total quality management ALaLal) 33 5all 500
ucC ucC underpinning contract a kel iel)
up up user profile Pl Ciliial ga
VBF VBF vital business function Ll Jae 2
VOl VOl value on investment DbalinY] Aad
WIP WIP work in progress ok e

el sl (lae Al 4 lad Aadle o ™The Swirl logo
1050 Gdae Sl Alaise 4 a3 Adle 4 ®ITIL
10050 el i Alaiie 4y jlai e 4 ®PRINCE2
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