
ITSM-͙͔ͫͫͭͣ͊ ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ
˩͙͒ͤ͊Ύ ͙͔ͫͫͭͣ͊ ͍͔͙ͯͨͪ͊ͤ͡Ύ ˮ-͔͍͙͙́ͫͪͫ͊ͣ

̂;͔ͭ 
͔ͭͻ͙͙ͤ͟



ˮ͙ͫͭͦͪΎ ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ͊

2

̂;͔ͭ 
͔ͭͻ͙͙ͤ͟

1999ςv1.0 ς͟ ͔͊͋͡Έͤ·͚ ͗ͯͪͤ͊͡

2002ςv3.0 ςCMDB

2004ςv4.0 ςService Desk

2010ςv5.1 ς˸ ͙͙͎ͦͤͭͦͪͤ 

2010ς˻ ˻˻ ζˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪη

2011ςv5.2 ςIT-Workflow

ˮͫͨͦ͡Έ͔ͯͭͫ͘Ύ ͍ 400 ͦ ͎͙ͪ͊ͤ͊͘ͼ͙Ύͻ ͍ ˿˹˥



ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
͔͔ͦͣͨͫͤͦ͟͟͡ ͔ͪ΄͔͙͔ͤ ˮ-́͊͒͊͘;

3

̂;͔ͭ 
͔ͭͻ͙͙ͤ͟

˿ͯ͗͋͊͡ ˽͔͙ͦ͒͒ͪ͗͟

˴͎͊ͭ͊ͦ͡ 
͔͍͙͍ͫͪͫͦ

SLA

ˮͤͼ͙͔͒ͤͭ·Σ 
͊ͨͪͦͫ͘·

˽͔ͪͦ͋ͣ͡·

˭͊͒͊;͙

͍͔͙͔̂ͨͪ͊ͤ͡ ˮ́-͙ͤͺ͚ͪ͊ͫͭͪͯͭͯͪͦ͟
˾͔͎͔͊ͣͤͭͤ͡·͔ ͪ͊͋ͦͭ·

ˢ͙ͯ͒ͭ ˮ́-
͙ͤͺͪ͊ͫͭͪͯͭͯͪ͟·

˸͙͙͎ͦͤͭͦͪͤ ˮ́-
͙ͤͺͪ͊ͫͭͪͯͭͯͪ͟·

CMDB

̂;͔ͭ ˮ́˴ͦͤͺ͙͎ͯͪ͊ͼ͙͙



ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
ͨͪͦͼ͔ͫͫ· ITIL
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Å͍͔͙͔̂ͨͪ͊ͤ͡ ͙ͤͼ͙͔͙͒ͤͭ͊ͣ

Å͍͔͙͔̂ͨͪ͊ͤ͡ ͙͊ͨͪͦͫ͊ͣ͘ ͤ͊ ͎͙ͯͫͯ͡

Å͍͔͙͔̂ͨͪ͊ͤ͡ ͍͔ͯͪͦͤͣ ͔͍͙͍ͫͪͫͦ

Å͍͔͙͔̂ͨͪ͊ͤ͡ ͙͔͔͙ͣͤͤ͘Ύ͙ͣ

Å͍͔͙͔̂ͨͪ͊ͤ͡ ͔͙ͨͪͦ͋ͣ͊ͣ͡

Å͍͔͙͔̂ͨͪ͊ͤ͡ ͙ͤ͊ͤ͘Ύ͙ͣ

Å͍͔͙͔̂ͨͪ͊ͤ͡ ͙͍͙͊ͭ͊ͣ͟ ͙ ͦͤ͟ͺ͙͎ͯͪ͊ͼ͙Ύ͙ͣ

Å͍͔͙͔̂ͨͪ͊ͤ͡ ͫͦ͋·͙ͭΎ͙ͣ
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˶Ό͔͋ͦ ͙ͣͯ΅͔͍ͫͭͦ ͦͭ ͙͊ͯͨ͘͟͟ ͒ͦ 
͙͙ͫͨͫ͊ͤΎ

Å˿ ͔͍͔ͪͪ͊ ͙ ͔͔͙ͭͦͣͣͯͤ͊͟͟͡ͼ͙͔ͦͤͤͦ 
͍͙͔ͦ͋ͦͪͯ͒ͦ͊ͤΣ ˽˴Σ ˿͔͔͍͔ͭͦ 
͍͙͔ͦ͋ͦͪͯ͒ͦ͊ͤ
Å˽ ˻
Å˴ ͔ͦͣͨͭͯ͟͡Ό΅͙͔Σ ͔͙ͨͪͺ͔͙ͪΎ
Å˿ ˴˿

˸˻˶Σ ͙͍͔ͤͤͭ͊ͪͤ·͔ ͔ͤͦͣͪ͊Σ ͙ ͭΦͨΦ
ˢ͍͙ͭͦͣ͊ͭ;͔͙͔ͫ͟ ͙͙ͫͨͫ͟

ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
ͨͦͤͦ͡ͼ͔ͤͤ·͚ ͯ;͔ͭ ˮ́ όITAM)
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Å ˢ͍͙ͭͦͣ͊ͭ;͔ͫ͊͟Ύ ͙͍͔͙ͤͤͭ͊ͪ͊͘ͼ͙Ύ όWMI, 
9ǾŜǊŜǎǘΣ Χύ
Å ͔̂͒͊ͤͤ͊͡Ύ ͙͎͙͒͊ͤͦͫͭ͊͟ (ICMP, SNMP)
Å ˥ͪ͊ͺ͙;͔͙͔ͫ͟ ͔͍͔͙ͨͪ͒ͫͭ͊ͤ͡ΎΥ
V ˿ͻ͔ͣ͊ ͔͙ͫͭ
V ˿ͻ͔ͣ͊ ΄͊͟ͺ͊
V ˿ͻ͔ͣ͊ ͙ͨͯͭ

Å CMDBͫ ͊ͣ͊Ύ ͨͦ͒ͪͦ͋ͤ͊Ύ ͤ͊ ͪ·͔ͤ͟

ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
͍͔͙͔ͯͨͪ͊ͤ͡ ͦͤ͟ͺ͙͎ͯͪ͊ͼ͙Ύ͙ͣ
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Å ˽ͦͪͭ͊͡ ͒͡Ύ ͨͦ͡Έ͍͔͔͚ͦ͊ͭ͘͡
Å ˢ͍͙ͭͦͣ͊ͭ͊͘ͼ͙Ύ ͙ͤͼ͙͔͍͒ͤͭͦΣ 
͍͊ͨͪͦͫͦ͘
Å ˣ͊͊͘ ͙͚ͤ͊ͤ͘
Å ͍͔͙͔̂ͨͪ͊ͤ͡ ͔͙ͨͪͦ͋ͣ͊ͣ͡
Å ͍͔͙͔̂ͨͪ͊ͤ͡ ͊͒͊͘;͙͊ͣ
Å ˥͍ͦͭͦ·͔ ͔͙ͨͦ͊͊ͭ͘͟͡ 
Ήͺͺ͔͙͍͙ͭͤͦͫͭ͟ όKPI)
Å ˽͔͙͊ͤ͡ ͍͔͙ͯͨͪ͊ͤ͡Ύ ˮ-͚́ͫͯ͗͋ͦ͡

ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
Service Desk



ˤ͔ͫͭͪͦͤͤ·͚˾͔͒͊ͭͦͪ͟ WorkflowLight ͒ ͡Ύ ͙ͫͦ͒͊ͤ͘Ύ ͍͙ͨͪ͊͡ 
͙ͦ͋ͪ͊͋ͦͭ͟ ͊͘Ύ͍ͦ͟ ͪ͊ͤ͘·ͻ ͙͍ͭͨͦ κ ͨͦ ͪ͊ͤ͘·ͣ ͎ͯͫͯ͊ͣ͡Υ

Åˤ͔ͫͭͪͦͤͤ·͔ 
΄͊͋ͦͤ͡· Ή͍ͭ͊ͨͦ 
͙ͦ͋ͪ͊͋ͦͭ͟ ͊͘Ύ͍ͦ͟
Åˢ͍ͭͦΉͫ͊͊͟͡ͼ͙Ύ
Åˢ͍ͭͦͤ͊ͤ͊͘;͔͙͔ͤ
Åˤ·͒͊;͊ ͙͚͊͒͊ͤ͘
Å˿͎͍͙͔ͦ͊ͫͦ͊ͤ͡
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ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
ͯͨ ͍͔͙͔ͪ͊ͤ͡ ͊͘Ύ͍͙͊ͣ͟
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·͔̂͒͊ͤͤ͊͡Ύ ͙͎͙͒͊ͤͦͫͭ͊͟ ͚͍ͯͫͭͪͦͫͭ ͨͦ ͙ͤͼ͙͔͒ͤͭ͊ͣ ͨͪΎͣͦ ͙͘ ͊͘Ύ͍͙͟

·ˢ͍͙ͭͦͣ͊ͭ;͔͔ͫͦ͟ ͙͔ͫͦ͒͊ͤ͘ ͙ͤͼ͙͔͍͒ͤͭͦ ͨͦ ͔ͪͯ͘͡Έͭ͊ͭ͊ͣ ͦͨͪͦͫ͊ 
͔ͭͻ͙͙ͤ͟ όWMI, ͒ ͎͙͔ͪͯ ͎͔͊ͤͭ· ͙͍͔͙ͤͤͭ͊ͪ͊͘ͼ͙͙)

·ˢ͍͙ͭͦͣ͊ͭ͊͘ͼ͙Ύ ͔͎͔ͪ͊ͣͤͭͤ͡·ͻ ͪ͊͋ͦͭ

! ˩͙ͫ͡ ͍ ͔ͪͯ͘͡Έ͔ͭ͊ͭ 
͙͍͔͙ͤͤͭ͊ͪ͊͘ͼ͙͙ ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ
͍·Ύ͍͙͡ ͔ͤͫ͊ͤ͟ͼ͙͙͍ͦͤͪͦ͊ͤͤ·͔ 
͙͔͔͙ͣͤͤ͘Ύ ͍ ͍͙͙ͦ͋ͦͪͯ͒ͦ͊ͤΣ ͔͋ͯ͒ͭ 
͍͙͊ͭͦͣ͊ͭ;͔͙ͫ͟ ͫͦ͒͊ͤ͊͘ ͊͘Ύ͍͊͟ ͍ 
Service Desk

ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
͎ͯ͋ͦ͊͟͡Ύ ͙͔͎ͤͭͪ͊ͼ͙Ύ Service Desk ͙  CMDB



ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
͙͙͎ͣͦͤͭͦͪͤ ͚͍ͯͫͭͪͦͫͭ
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˨͙͔ͦͨͦͤͭ͡͡Έͤ·͚ ͣͦ͒ͯ͡Έ ˸͙͙͎ͦͤͭͦͪͤ͊ ͍ͨͦͦ͘͡Ύ͔ͭ ͔͙͍ͦͭͫ͗͊ͭ͡Έ 
ͪ͊͋ͦͭͦͫͨͦͫͦ͋ͤͦͫͭΈ ˮ́-͙ͤͺͪ͊ͫͭͪͯͭͯͪ͟· όͨͦ SNMP-ͨͪͦͭͦͦͯ͟͡ύ

Å MIB-͔͋ͪ͊ͯͪ͘
Å ˨͡Ύ ͚͙ͤ͊ͫͭͪͦ͟ ͡Ό͋·ͻ 
͔͔͚ͨͦ͊͊ͭ͘͟͡

Å ˥͍ͦͭͦ·͔ ΄͊͋ͦͤ͡· ͔͔͚ͨͦ͊͊ͭ͘͟͡:
Å ˭͎͊ͪͯ͊͘͟ ͨͪͦͼ͔ͫͫͦͪ͊
Å ˨͙͍͔ͫͦͦ͟ ͍ͨͪͦͫͭͪ͊ͤͫͭͦ
Å ˻ͫͭ͊ͭͦ͟ ͔ͭͦͤͪ͊
Å ͔͔́ͣͨͪ͊ͭͯͪ͊ ͔͙͋͊ͭ͊ͪ
Å ˽ͦͭͦ͟ ͨͦ ͙͔ͤͭͪͺ͔͚ͫͯ
Å Χ

Å ͔͙͔̆ͪ͊ͤͤ ͙͙͙ͫͭ͊ͭͫͭ͟

! ˽͙ͪ ͔͙͙ͦͭͦͤͤ͟͡ ͦͭ ͤͦͪͣ· 
͙͔ͫͫͭͣ͊ ͍͙͊ͭͦͣ͊ͭ;͔͙ͫ͟ 
ͫͺ͙͔ͦͪͣͪͯͭ ͊͘Ύ͍ͯ͟ ͍ Service 
Desk



͙̇ͺ͍ͪͦ·͔ ͔͙ͨ͊ͤ͡ ͍͔͙ͯͨͪ͊ͤ͡Ύ 
ˮ́
Å ˣ͙͙͔͋ͦͭ͊͟͡ ͙͘  ͔͔͋ͦ͡ ;͔ͣ пл 
͔͔͚ͨͦ͊͊ͭ͘͟͡
Å ˿͙͙ͭ͊ͭͫͭ͊͟ ͍ ͔͙͔ͪ͗ͣ ͚͙ͦͤ͊ͤ͡ ͊͘ 
͔͙ͨͪͦ͒

V ˭͎͊ͪͯ͊͘͟ ͙͙͔͔͚ͫͨͦͤͭ͡͡
V ˴͊;͔͍ͫͭͦ ͪ͊͋ͦͭ κ ͔͍͙͍ͫͪͫͦ
V ˿ͦ͋͡Ό͔͙͔͒ͤ SLA
V ˸͔͙͙ͭͪ͟ ͨͪͦͼ͔͍ͫͫͦ ͨͦ ITIL͙  ͨͪΦ

ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
͍͔ͫͭͪͦͤͤ·͔ ͔͍ͫͪ͒ͫͭ͊ ͦͤͭͪͦ͟͡Ύ ͙ ͙͊ͤ͊͊͘͡



˨͙͔ͦͨͦͤͭ͡͡Έͤ·͚ ͔ͪ͒͊ͭͦͪ͟ Workflow Pro ͨ ͔ͪ͒ͤ͊ͤ͊͘;͔ͤ ͒͡Ύ 
͍͙͊ͭͦͣ͊ͭ͊͘ͼ͙͙ ͡Ό͋·ͻ͔ͭͻ͎͙ͤͦͦ͡;͔͙ͫ͟ͻ ˮ-́ͨͪͦͼ͔͍ͫͫͦ:

Å ˢ͍͙͙͙͍͙͔ͭͦ͊͒ͣͤͫͭͪͪͦ͊ͤό͙͔ͫͦ͒͊ͤ͘ ͯ;͔͚ͭͤͦ ͙͙͊ͨͫ͘Σ 
͔͍͔͙͔ͨͪ͒ͦͫͭ͊ͤ͡ ͒ͦͫͭͯͨ͊ ͙ ͭΦͨΦύ

Å ˻͔͋ͣͤ ͒͊ͤͤ·͙ͣ ͫ ͍͔ͤ΄͙͙ͤͣ ͙͔͙ͫͫͭͣ͊ͣ

Å ˢ͍͙͎͙ͭͦ͒͊ͤͦͫͭ͊ͨͦ͟ ͙ͤͼ͙͔͒ͤͭ͊ͣ

Å ˭͊ͨͯͫ͟ ͙͍ͫͪͨͭͦ͟
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ˮͤͺͪ͊˸͔͔͔ͤ͒͗ͪ:
ͨ͊ͭ͡ͺͦͪͣ͊ ͒͡Ύ ͍͙͊ͭͦͣ͊ͭ͊͘ͼ͙͙ ͡Ό͋·ͻ ˮ-́
͔ͦͨͪ͊ͼ͙͚


