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Accounting

Activity Based Costing
Application Sizing

Asset Management
Assets

Audit

Authorization

Availability

Availability Management
Budgeting

Business Capacity Management
Business Impact Analysis
Business Process

Call

Capacity Database, CDB
Capacity Management
Capacity Planning
Category
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CCTA Risk Analysis and Management Method CRAMM
Central Service Desk

Change

Change Advisory Board, CAB
Change Management

Charging

Cl Level

Classification

Component Failure Impact Analysis, CFIA
Confidentiality

Configuration Baseline
Configuration Item, CI

Configuration Management
Configuration Management Database, CMDB
Cost Plus

Customer

Definitive Hardware Store, DHS
Definitive Software Library, DSL
Demand Management

Deming Circle

Disaster

Downtime

Elapsed time

Emergency Fix/Release

Error Control

Escalation

Evaluation

Expert Service Desk

Fault, Failure

Fault Tree Analysis, FTA

Financial Management for IT Services
First Line Support

Forward Schedule of Changes, FSC
Full Release

Functional Escalation

Going Rate

Gradual Recovery, Cold Stand-By
Hierarchical Escalation

Identification of ClI

Immediate Recovery, Hot Stand-By
Impact

Incident

Incident Management

Integrity

Intermediate Recovery

Service Interruption

IT Infrastructure
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IT Service
IT Service Continuity Management

IT Service Management

Known Error

Local (distributed) Service Desk
Maintainability

Management

Market Price

Mean Time Between Failures, MTBF
Mean Time To Repair, MTTR
Modeling

Monitoring

Notional Charging

Operational Process
Operational Level Agreement, OLA
Package Release

Performance Management

Post Implementation Review, PIR
Priority

Proactive Problem Management
Problem

Problem Control

Problem Management
Procedure

Process

Process Manager

Quality Assurance

Quality Control

Reciprocal Arrangement
Recovery

Recovery Plan

Release

Release Management

Release Policy

Release Unit

Reliability

Request for Change, RFC
Resilience

Resource Capacity Management
Restoration of Service

Review

Risk Assessment

Rollout

Second Line Support

Security

Security Awareness

© EXIN International, June 2007

Cila sleal) 40185 da24

e gleall 2585 dadd Dy ) el 31
(ITSCM)

(ITSM) e slaall 4,585 2033 51
Ca g ymall Uadl)

(5 53al)) aall darsl) (e
Llpal) 4,008

5]

Gondl

(MTBF) Juae ¥l (s i sll L sia
(MTTR) geloaill 2 ) Jass gia
z sl Jac

48l )

Lok a gy ot

bl cilleal)

(OLA) il (5 siue 48155)
Laall ol

SN 5yl

(PIR) 24 22y Lo A2l 4

5l 5Y)

dde il a3 1)

Al

JSLad) e 3 yand)

JSLaal) 3 )3

e Y

Llasl)

Q\:\Lud\ e

33 all laa

B gall 48

Aol il 3

i) [ gl il

i) ddad

Slaay)

Slaay s )

Slaay) Ll

Dl saag

adie )

(RFC) i ol

il &5 5

JJ\}A\ / JJLAA\ Gl aa 3l
Laaall g s i

dxal e

Jhladl s

sae [ @S [ H

Sl saclid) s

: o

‘;.'\ASY\ ‘;G}M



Security Incidents

Security Level

Security Management

Service Capacity Management
Service Catalog

Service Desk

Service Improvement Program, SIP

Service Level

Service Level Agreement, SLA
Service Level Management
Service Level Requirements
Service Request

Service Window
Serviceability

Skilled Service Desk

Status

System Outage Analysis, SOA
Third Line Support

Threat

Tuning

Underpinning Contract, UC
Unskilled Service Desk
Urgency

Urgent Change

User

Verification

Virtual Service Desk
Vulnerability

Workaround
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Service Delivery
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