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˪˞˶˷˧˟ ˫˧˧˥ˢ ˸˪˥ˣ˸ ˢˬˣ?

Á˸˧˷˞˶ˢ ˢˮ˵˯ˬˢ:
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˟ ˫˧˧˥ˢ ˸˪˥ˣ˸ ˢˬˣ-IT?

Á˸˧ˮ˷ˬˢ ˢˮ˵˯ˬˢ:

ÈÕ ÔÁÓÊÀ Ö¼



  ˢ˪ˣˡˠˢ ˢ˴˧˲˵ˢ
˸ˣ˷ˣˮ˞ˢ ˪˷

28

» ˞˪ ˭ˢ ˸ˣ˪˵˸"˭ˣ˧˪˰ ˥ˣ˩"

» ˧˸ˣ˶˧˷ ˧˧˥ ˸˪˥ˣ˸ ˸˩˶˞ˢIT

»˫˧ˡ˶ˣ˷ ˫˧˶ˡˮˣ˩ˣ˲˧ˢˢ ˵˶

»ˣˮ˧˧˥ ˸ˣ˩˧˞ ˸˞ ˫˧˶˲˷ˬ ˨˧˞

 ˸ˣ˩˶˰ˬ ˸ˣ˩˧˞ˣˣˮ˪˷ ˰ˡ˧ˬˢ?

20/9/2016



˸ˣ˥ˣ˵˪ ˯ˮ˩

ˢ ˸ˣ˩˧˞ ˶ˣ˲˧˷˪-ITˢ˦˧˷ ˢ˴ˣ˥ˮ ˣˮ˪˷!

Á ˸ˣ˩˶˰ˬ ˫˧˴ˣ˶ ˫˞IT ˸̡˞˧˶˟ïˢ˦˧˷ ˨˧˶˴!

» ˭ˢ ˟˷˥ˬ ˸ˣ˪˵˸˷ ˫˧ˮ˧˟ˬ ˶˟˩ ˣˮ˥ˮ˞ ˣ˧˷˩˰˞˪  ˥ˣ˩

˭ˣ˧˪˰ ,ˣ ˰ˣˮˬ˪ ˭˸˧ˮ˷ˣ/˸ˣ˪˵˸ˢ ˶˲˯ˬ ˸˞ ˸˧˥˲ˢ˪ ˣ˞.

»ˢ˞ˣ˲˶ ˧˶˵ˣ˥ ˪˷ ˢ˦˧˷ˢ ˸˞ ˳ˬ˞˪ ˧˞ˡ˩ ˧˪ˣ˞?

Á ˢ˪˵˸ ˢ˸˶˵˷ ˫˰˲ ˪˩˟ï ˢ˟˧˯ˢ ˸˞ ˶ˣ˵˥ˮˢ˪ ˢˬ˶ˠ˷.

Á ˟ˣ˷ ˢ˶˵˸ ˞˪ ˢ˪˵˸˷ ˧ˡ˩ ˢˡˣ˟˰ˢ ˸˦˧˷ ˸˞ ˢˮ˷ˮ  ˫˰

˸˩˶˰ˬˢ ,ˢ˪˵˸ˢ ˧ˬ˶ˣˠ ˸˞ ˱ˣ˵˰ˮ ,˸ˣ˧ˣ˰˦ ˪˰ ˶ˣˤ˥˪ˬ ˰ˮˬˮ.

Á ˣ˪˪ˣ˥˧˷ ˫˧ˮˣˮˠˮˬ ˶˧ˡˠˮ˸ˣ˞˶˸ˢ  ˸ˡˬˣ˰ ˢ˪˵˸ˢˣ ˢˡ˧ˬ˟

˸ˣ˶˵˪ ,˵ˤˮˢ ˸˞ ˭˧˦˵ˢ˪ ˪˩ˣˮ˷ ˧ˡ˩.

Á ˫˰ ˭ˠ˶˞˸ˮ ˸ˣ˲ˣ˶˸ ˨˶˰ˬˢ˪˥ˬ ˪˩˪ /ˢ˪˵˸:

Scriptˢ˪˵˸ˢ˷ ˶˥˞˪ ˡ˧ˬ ˰ˡ˧ˬˢ ˸˩˶˰ˬ ˸˞ ˶ˤ˥˷˧˷.

»ˣˮ˪˷ ˰ˡ˧ˬˢ ˸ˣ˩˶˰ˬ˪ ˶˸ˣ˧ ˢ˟ˣ˦ ˪ˣˢ˧ˮ ˸˦˧˷ ˳ˬ˞ˮ!
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˸ˣ˥ˣ˵˪ ˯ˮ˩

ˢ ˸ˣ˩˧˞ ˶ˣ˲˧˷˪-ITˢ˦˧˷ ˢ˴ˣ˥ˮ ˣˮ˪˷!

Á˸˧˷˞˶ ˢˮ˵˯ˬˢ :ˣˮ˧˧˥ ˸ˣ˩˧˞ ˸˞ ˶˲˷˪ ˭˸˧ˮ!

» ˷˲˥ˮˣ ˶ˣ˵˥ˮ)˞˲ˣ˶ ˫˰ (ˢ˲˵˸˷ ˢ˪˥ˬ˪ ˢ˟˧˯ˢ ˸˞ ,

˫˧˶˵˥ˬ ˪˰ ˸ˣ˯˯ˣ˟ˬ˷ ˞˲ˣ˶ˢ ˸ˣ˴˪ˬˢ ˸˞ ˫˷˧˧ˮˣ.

»˶˸ˣ˧ ˟ˣ˦ ˢ˧˧˥ˮ ˸ˣ˪˥ˬ ˧ˬ˶ˣˠˬ ˰ˮˬ˧ˢ˪ ˡ˧˲˵ˮ ˫˞!

Á˸˧ˮ˷ˬˢ ˢˮ˵˯ˬˢ :ˢ ˧˸ˣ˶˧˷ ˸˞ ˶˲˷˪ ˭˸˧ˮ-IT  !

» ˷˲˥ˮˣ ˶ˣ˵˥ˮ)ˣˮ˪˷ ˫˧˞ˮ˩˦ˢ ˫˰ ( ˪˷ ˷˶ˣ˷ˢ ˫˶ˣˠ ˸˞

ˢ˸˶˵˷ ˢ˪˵˸ˢ ,˫˸ˣ˞ ˫˷˧˧ˮˣ ˸ˣˮ˟ˣ˸ ˵˧˲ˮ.

»ˣ˷ ˸ˣ˞˶˸ˢ˪ ˟˪ ˸ˬˣ˷˸˟ ˯˥˧˧˸ˢ˪ ˡ˧˲˵ˮ ˫˞"˟  ,

 ˢ˪˵˸ ˪˰ ˭ˮˣ˪˸ˬ ˥ˣ˵˪˷ ˫˰˲ ˪˩˟ ˫˧˧˶˦˯˧ˢ ˢ˧ˢˮˣï

 ˧˸ˣ˶˧˷ ˵˲˯˪ ˪˩ˣˮIT˶˸ˣ˧ ˫˧˟ˣ˦,

ˢ ˪ˣˢ˧ˮ˪ ˢ˦˧˷ ˨˧˶˴ ˢˤ ˪˧˟˷˟ ˪˟˞-IT!

20/9/2016  ˸ˣ˶ˣˬ˷ ˸ˣ˧ˣ˩ˤˢ ˪˩ É ˸˶˟˥˪I-til Consulting 30



˸ˣ˥ˣ˵˪ ˯ˮ˩

ˢ ˸ˣ˩˧˞ ˶ˣ˲˧˷˪-ITˢ˦˧˷ ˢ˴ˣ˥ˮ ˣˮ˪˷!

Á˪ ˢ˟ˣ˦ ˪ˣˢ˧ˮ ˸˦˧˷ ˞˴ˬˮ ˢ˲˧˞ˬ-IT?

»  ˸ˣ˩˶˰ˬ ˪ˣˢ˧ˮ˪ ˶˸ˣ˧ ˢ˟ˣ˦ ˢ˦˧˷ ˯˲˞ˬ ˭ˮ˩˸˪ ˣˮ˪ˣ˩˧

ˣˮ˪˷ ˰ˡ˧ˬˢ ,˫˧˩˧˪ˢ˸ ˞˧˴ˬˢ˪ ,  ˫˰˲ ˪˩ ˫˸ˣ˞ ˶˲˷˪ˣ

˷ˡ˥ˬ , ˸˦˧˷˟Trial & Error.

  ˫ˢˬ ˰ˡˮ ˫˧ˮ˷ ˢˬ˩ ˡˣ˰˟˷ ˣˮ˪ ˥˦˟ˣˬ

˪ ˫˧ˬ˪˷ˣˬˢ ˢˡˣ˟˰ˢ ˧˩˧˪ˢ˸-IT...

»˪˟˞ ...  ˞˧˴ˬˢ˪ ˢˬ˪

˪ˠ˪ˠˢ ˸˞ , ˶˷˲˞ ˫˞

˪˰ ˯˯˟˸ˢ˪ ˦ˣ˷˲

"Best Practices"  ?

˫˧˶˥˞ ˪˷ ˫ˮˣ˧˯˧ˮ ˸˞ ˪˴ˮ˪ˣ?
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˸ˣ˥ˣ˵˪ ˯ˮ˩

ˢ ˸ˣ˩˧˞ ˶ˣ˲˧˷˪-ITˢ˦˧˷ ˢ˴ˣ˥ˮ ˣˮ˪˷!

Á˧˶ˤ˰ ˞ˣ˟˧ ˭˩˧ˢˬ ?˪ˣˢ˧ˮ ˸˦˧˷ ˞˴ˬˮ ˢ˲˧˞ˬ?

» ˸ˡˣ˸ˬITIL ˸ˣ˧˥ˮˢ ˪˷ ˱˯ˣ˞ ˣˢˤ)Guidance  (

 ˪ˣˢ˧ˮ˪ ˢˡˣ˟˰ ˧˩˧˪ˢ˸ ˪˩ ˸˞ ˸ˣ˶˧ˡˠˬˢIT ,  ˸ˣ˧˥ˮˢ

˶˟˦˴ˬ ˭ˣ˧˯˧ˮ ˪˰ ˸ˣ˯˯ˣ˟ˬ˷.

»  ˸˵ˣˤ˥˸ˣ ˪ˣ˰˲˸˪ ˢ˟ˣ˦ ˪ˣˢ˧ˮ ˸˦˧˷ ˡ˟˪ ˥˸˲˪ ˫ˣ˵ˬ˟

 ˰ˡ˧ˬ ˸ˣ˩˶˰ˬ- ˸ˡˣ˸ˬ ˪˷ ˸ˣ˦˧˷ˢ ˸˞ ˳ˬ˞˪ ˪˩ˣˮITIL!!

20/9/2016  ˸ˣ˶ˣˬ˷ ˸ˣ˧ˣ˩ˤˢ ˪˩ É ˸˶˟˥˪I-til Consulting 

ITIL È is a registeredtrade mark of AXELOS Limited, UK.

32



˫ˣ˩˧˯˪
"˸ˣ˷ˣˮ˞ˢ ˪˷ ˢ˪ˣˡˠˢ ˢ˴˧˲˵ˢ"

33

» ˞˪ ˭ˢ ˸ˣ˪˵˸"˭ˣ˧˪˰ ˥ˣ˩   ."  ˶ˣ˵ˬ ˸˞ ˶ˣ˵˥ˮ ˫˞

˸˧ˮ˷ ˷˥˶˸ˢ˪ ˢ˪˵˸ˢˬ ˰ˣˮˬ˪ ˪˩ˣˮ ˢ˪˵˸ˢ.

» ˧˸ˣ˶˧˷ ˧˧˥ ˸˪˥ˣ˸ ˸˩˶˞ˢIT   .˸ˣ˷˰˪ ˢˬ ˭˧˞  ,

˱˯˩ ˢ˪ˣ˰ ˫˧˧˥˟ ˟ˣ˦ ˶˟ˡ ˪˩ , ˫ˠIT˪˧˰ˣˬˣ ˪˧˰˧.

»˫˧ˡ˶ˣ˷ ˫˧˶ˡˮˣ˩ˣ˲˧ˢˢ ˵˶. ˫˧˵ˢ˪ ˧ˡ˩IT  ˷ˬˬ˷

 ˷ˣ˶ˡ ˫˧˵˯˰ ˸˧˧˷˰˪ ˶ˤˣ˰ˬˮˬ"˶ˡ˧˞ˣˮ˶˲.

» ˸ˣ˩˶˰ˬ ˸ˣ˩˧˞ˣ ˣˮ˧˧˥ ˸ˣ˩˧˞ ˸˞ ˶˲˷˪ ˧ˡ˩

 ˣˮ˪˷ ˰ˡ˧ˬˢï ˪ˣˢ˧ˮ˪ ˢ˦˧˷ ˳ˬ˞˪ ˣˮ˧˪˰IT  .

˶˪˧ˣ˲˯ :˸˴˪ˬˣˬ ˪ˣˢ˧ˮ ˸˦˧˷ ˷˧ : ˸ˡˣ˸ˬITIL.
20/9/2016



 ˪˷ ˧˷˰ˬˢ ˡ˴ˢITIL

34

» ˢˤ ˢˬITIL?

» ˸˦˧ˣˣ˯ ˣˤ ˢˬITSM?

»˪˩˸' ˯ï˷ˬˬ˪ ˨˶ˡˢ
 ˪˷ ˸ˣˮ˟ˣ˸ˢ ˸˞ITIL

ITIL È is a registeredtrade mark of AXELOS Limited, UK. 20/9/2016



˸ˣ˥ˣ˵˪ ˯ˮ˩

 ˢˤ ˢˬITIL?

20/9/2016  ˸ˣ˶ˣˬ˷ ˸ˣ˧ˣ˩ˤˢ ˪˩ É ˸˶˟˥˪I-til Consulting 

Å  ˪ˢˮ˸ˢ˪ ˨˧˶˴ ˡ˴˧˩ ˸ˣ˶˧˟˯ˬ˷ ˸ˣ˴˪ˬˢˣ ˸ˣ˧˥ˮˢ ˪˷ ˱˯ˣ˞

IT ˨ˬ˯ ˪˰˶˟˦˴ˢ˷ ˭ˣ˧˯˧ˮˢ ˫˪ˣ˰˟)Best Practices.(

Å ˧˰ˡˬˢ ˪ˣˢ˧ˮˢ ˸˶ˣ˸ ˸˞ ˸˪˴ˮˬ˷ ˢˡˣ˸ˬ)  ˸ˡˬ˪ˮ˷ ˣˤ

"˟˫˧˵˯˰ ˪ˢˮ˧ˬ ("˰ˡ˧ˬˢ ˸ˣ˩˶˰ˬ ˫˪ˣ˰˪ ˢˬ˞˸ˣˢ˷ ˶˥˞˪.

Å ˸ˡˣ˸ˬITILˢ ˪ˣˢ˧ˮ ˸˞ ˸˵˪˥ˬ-IT-˪27  ˢˡˣ˟˰ ˧˩˧˪ˢ˸

ˢˤ˪ ˢˤ ˫˧˶ˣ˷˵˷ .ˢ ˸˞ ˪˰˲˸ˮ ˫ˠ ˫˸˶ˤ˰˟-IT  ˸ˣ˪˧˰˧˟

ˢ ˧˷ˬ˸˷ˬ˪ ˸ˣ˶˧˷ˢ ˸ˬ˶ ˸˞ ˶˲˷ˮ ˫ˠˣ-IT.

35
ITIL È is a registeredtrade mark of AXELOS Limited,UK.



˸ˣ˥ˣ˵˪ ˯ˮ˩

 ˢˤ ˢˬITIL?

Áˬ ˭ˣ˧˰˶ˢ ˸˞ ˣ˥˵˪ ˫˧˦˧˶˟ˢ-ERP:

»ˢ ˪ˣˢ˧ˮ ˸˞ ˣ˵˪˧˥-IT"˪˫˧˩˧˪ˢ˸."

»ˣˬ˴˰ ˧ˮ˲˟ ˫ˣ˷˧˧ ˶˟ ˞ˣˢ ˨˧˪ˢ˸ ˪˩.

)˨˧˪ˢ˸ ˪˩ ˫ˣ˷˧˧˪ ˢ˦˧˷ ˸˰˴ˣˬ ˫ˠ(

»ˢˤ ˫˰ ˢˤ ˫˧˶˟˥˸ˬ ˫˧˩˧˪ˢ˸ˢ .

Áˢ˪˞˩˷ ˪ˣˢ˧ˮ ˸ˣ˦˧˷ ˫˷˧˧˪ ˳˪ˬˣˬ ˧˸ˬ?

»ERP˵ˮ˰ ˧ˡˬ˧ˬ˪ ˣ˪ˡˠ ˶ˣ˴˧˧ˢ ˸ˣ˩˶˰ˬ ˶˷˞˩ ˫˷ˣ˧ˬ  ,

ˣ˪˷ ˸ˣ˪˦ˬ˟ ˡˣˬ˰˪ ˶ˣ˴˧˧ˢ ˪ˢˮˬ˪ ˰˧˧˯˪ ˡ˰ˣˮ ˧˪˩ˢˣ.

»ITIL˫˧˸ˣ˶˧˷ ˸ˣ˞ˬ˪ ˣ˪ˡˠ ˰ˡ˧ˬˢ ˸ˣ˩˶˰ˬ ˶˷˞˩ ˷˶ˡˮ  ,

ˢ ˪ˢˮˬ˪ ˰˧˧˯˪ ˢˡ˰ˣˮ ˢ˦˧˷ˢˣ-IT ˧˸ˣ˶˧˷ ˵˲˯˪IT.
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˸ˣ˥ˣ˵˪ ˯ˮ˩

 ˢˤ ˢˬITIL?
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˸ˣ˥ˣ˵˪ ˯ˮ˩

 ˢˤ ˢˬITIL  ?ă ˪˩ ˸˲ˬ27˫˧˩˧˪ˢ˸ˢ
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Source: The Expanded ITIL 2011 model by I-til Consulting over AXELOS model

The Expanded ITIL V3 model by I-til Consulting ïBenny Kamin ïwww.ITIL.co.il 
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˸ˣ˥ˣ˵˪ ˯ˮ˩

 ˪˷ ˢ˥˪˴ˢˢ ˸ˣˡˣ˯ITIL

.1˫˧˷ˬ˸˷ˬˢ ˭ˣ˴˶ ˸ˣ˰˧˟˷ ˸˞ ˢ˪˰ˬ ˢˡˣ˸ˬˢ

»ˣ˪ˣ˩ ˭ˣˠ˶˞ˢ ˪˷ ˸˧ˮˣˠ˶˞ˢ ˸ˣ˟˶˸˟ ˧ˣˮ˧˷˪ ˢ˞˧˟ˬ  :

˫˧˪˩ ˸˵˲˯ˬ ,ˡ˧ˬ˸ˬ ˶ˣ˲˧˷˪ ˸ˣ˦˧˷ˣ ˫˧ˡˡˬ.

»  ˫˧˯˥˧ˢ ˸˩˶˰ˬ ˸˞ˣ ˢ˧˴˵˞˶˦ˮ˧˞ˢ ˸˞ ˶˲˷˪ ˸˟˧˧˥ˬ

 ˸ˣ˥ˣ˵˪ˢ ˫˰)ˢ ˧˷ˬ˸˷ˬ-IT :(˫˧˴ˣ˶ ˫ˢ˷ ˢˬ ˫˧˷ˣ˰  !

»ˢ ˪ˣˢ˧ˮ˪ ˫˧˶ˤˣ˰˷ ˫˧˪˩ ˸˵˲˯ˬ-IT˸ˣ˥ˣ˵˪˪ ˸ˣ˶˧˷˩.
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˸ˣ˥ˣ˵˪ ˯ˮ˩

 ˪˷ ˢ˥˪˴ˢˢ ˸ˣˡˣ˯ITIL

.2ˢ ˧ˡ˟ˣ˰ ˭ˣ˴˶ ˸ˣ˰˧˟˷ ˸˞ ˢ˪˰ˬ ˢˡˣ˸ˬˢ-IT:

»˭ˣ˩ˮ ˫˧ˡ˟ˣ˰ ,˷˞˶ˬ ˸ˮˮ˩ˣ˸ˬ ˢˡˣ˟˰ ,˸˶ˡˣ˯ˬ  .

ˢ˪˧˪˟ ˢˡˣ˟˰ˣ ˫ˣ˶˧˥ ˧˟˴ˬ ˸ˣ˥˲ ,˦˵˷ ,˫˧ˮˠ˪˟ ˧˪˟  .

»ˢ ˧˷ˮ˞-ITˢ˧ˠ˶ˮ˧˯˟ ˫˧ˡ˟ˣ˰ .ˣˡ˧˵˲˸ ˸˞ ˰ˡˣ˧ ˡ˥˞ ˪˩  ,

ˡ˥˧ ˫˧ˡ˟ˣ˰ ˨˩ˣ ,˸˷˟"˲ .˵˲˯ ˧˯˥˧-˥ˣ˵˪.

»˟ ˶˟˴ˮ˷ ˰ˡ˧˟ ˷ˣˬ˧˷ ˸˶ˤ˰˟-ITï  ˣˮˬˬ ˫˧˵˧˲ˬ

˸ˣ˧˵˯˰ ˸ˣˮ˟ˣ˸ ,˸˶ˤˣ˥ ˢˡˣ˟˰ ˫˧˰ˮˣˬˣ.

»˫˧˴ˣ˶ˬ ˸ˣ˥ˣ˵˪ ˷˧ ˫ˣ˞˸˲ .˧˪˰ ˧ˮ˟˴˰ ˞˪ ˡ˥˞ ˱˞.

»˫˧ˡ˟ˣ˰ˢ ˭ˬˤ ˸˞ ˫˧ˤ˟ˤ˟ˬ ˞˪ :ˢˡˣ˟˰ ˸ˣ˥˲ ˫˧˷ˣ˰ !!

)˶ˮ˦˶ˠ ˧˲˪ : ˭˧˟40-80%˸ˣ˥˲(
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˸ˣ˥ˣ˵˪ ˯ˮ˩

 ˪˷ ˢ˥˪˴ˢˢ ˸ˣˡˣ˯ITIL

.3ˡˡˣ˟ ˢˮ˩ˣ˸ ˧˪˩˪ ˢ˶ˣ˷˵ ˢˮˮ˧˞ ˢˡˣ˸ˬˢ

»˭ˣˠ˶˞ ˪˩˟ ˫˧˧˵˸ˢ˪ ˫˧˩˧˶˴˷ ˫˧˩˧˪ˢ˸ ˪˷ ˢ˶ˡ˯ ˣ˪˞  ,

˫˧˩˧˪ˢ˸˪ ˫˧˪˩ˢ ˸˞ ˣˬ˧˞˸ˢ ˶˟˩ ˫˧˪˩ˢ ˧˵˲˯ˣ.

.4  ˸ˣ˧˦˵˶˲ ˢˡˣ˟˰ ˸ˣ˦˧˷ ˢ˰˧˴ˬ ˢˡˣ˸ˬˢ

»˸ˣ˯ˣˮˬˣ ˸ˣ˵ˣˡ˟ ˸ˣ˦˧˷ ,˭ˬˤˢ ˭˥˟ˬ˟ ˸ˣˡˬˣ˰˷.

»˭ˣˠ˶˞ ˪˷ ˪ˡˣˠˣ ˠˣ˯ ˪˩˪ ˸ˣˬ˧˞˸ˬ˷ ˸ˣ˦˧˷:

Á˭˦˵-˪ˣˡˠ ,˧˶ˣ˟˧˴-˧˦˶˲ ,˫˧˧ˮˣ˴˧˥ ˸ˣ˶˧˷ ˧˵˲˯-˫˧˧ˬ˧ˮ˲

» ˭ˣˠ˶˞˟ ˸ˣ˶˧˷ˢ ˧ˠˣ˯ ˪˩˪ ˫ˣ˷˧˧˪ ˸ˣˮ˸˧ˮ) ˵˶ ˞˪IT .(

.5˧ˬ˪ˣ˰ˢ ˭ˣ˧˯˧ˮˢ ˨ˬ˯ ˪˰ ˭˩ˡ˰˸ˢ˪ ˢ˩˧˷ˬˬ.
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˸ˣ˥ˣ˵˪ ˯ˮ˩

 ˪˷ ˢ˥˪˴ˢˢ ˸ˣˡˣ˯ITIL

.6˱˯˩ ˸˩˯ˣ˥ ˢˡˣ˸ˬˢ:

»˸ˣ˪˵˸ˢ ˶˲˯ˬ ˸˞ ˢˮ˧˦˵ˬ  .

»˪ ˸ˬ˶ˣˠ-IT˨˧˶˴ ˭ˣˠ˶˞ˢ˷ ˢˬ ˸˞ ˵˶ ˸ˣ˷˰˪:

ˢ ˸˞ ˢˬ˧˞˸ˬ-IT˭ˣˠ˶˞ˢ ˪˷ ˫˧˧ˠ˦˶˦˯˞ˢ ˫˧˩˶˴˪  .
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ÁÁÕÉÅÌÁÅÈÅÊ À!

»˶˸ˣ˧ ˧˟˧˦˵˲˞ ˫˧˟˞˷ˬ ˪ˣˢ˧ˮ  :

  ˸ˣ˧ˣ˲˧ˡ˰ˢ ˧˶ˡ˯ ˧˲˪ ˫˧ˡ˟ˣ˰

˭ˣˠ˶˞ˢ ˪˷.

»  ˨ˣ˸ ˡ˧ˬ˸ˬ ˶ˣ˲˧˷ ˸˶˷˲˞ˬ

  ˫˧ˡˡˬˣ ˢ˶˵˟˟ ˷ˣˬ˧˷

) ˭ˣˠ˩SLA.(
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˸ˣ˥ˣ˵˪ ˯ˮ˩

  ˣˢˬ"ITIL Service Lifecycle"?

Á"˸ˣ˶˧˷ˢ ˧˧˥ ˶ˣˤ˥ˬ "˧ˡ˩ ˡ˰ˣˮ:

» ˸ˣ˶˧˷˟ ˪˲˦˪IT ˸ˣ˶˧˷ ˣ˞ ˷ˡ˥IT  ˧ˣˮ˧˷ ˶˟˰˷

ˣ˟ ˨˶ˣ˴ˢ ˡ˪ˣˮ˷ ˰ˠ˶ˬ ,  ˡ˰ˣ ˶ˣ˴˧˧˟ ˣ˸ˮ˵˸ˢ ˨˶ˡ

ˢ˞˪ˬ ˸ˣ˞˧˶˟˟ ˣ˪ˣ˰˲˸ ,˸ˣ˪˵˸ ˞˪˪ ,˱˧˴˶ˣ ˭˧ˬˤ  .

Á˶ˬˣ˪˩" :˸ˣ˶˧˷ˢ ˧˧˥ ˶ˣˤ˥ˬ "  ˢ˦˧˷ˢ ˸˞ ˶˧ˡˠˬ

˰ˡ˧ˬ ˸˩˶˰ˬ ˪˷ ˧ˬˣ˧ˬˣ˧ˢ ˪ˣ˰˲˸˪  .

Á˪˟˞ ...ˢ ˭ˣˠ˶˞ ˸˶ˣ˴˸ ˸˞ ˶˧ˡˠˬ ˫ˠ-IT...

» ˸ˣ˶˧˷ ˪˷ ˫˧˧˥ˢ ˶ˣˤ˥ˬIT  ˸ˬ˵ˢ˪ ˢ˦˧˷ˢ ˸˞ ˶ˤˣˠ

ˢ ˧˸ˣ˶˧˷ ˸˞ ˵˲˯˧ˣ ˪ˢˮ˧˷ ˸ˣ˶˧˷ˢ ˨˶˰ˬ-IT , ˰ˠ˶ˬ

˰ˡ˧ˬ ˸ˣ˩˶˰ˬ˟ ˨˶ˣ˴ ˸ˣ˥ˣ˵˪ˢ ˪˴˞ ˡ˪ˣˮ˷ , ˨˶ˡ

˫˪ˣ˰˲˸ˣ ˫˸ˮ˵˸ˢ ,˸ˣ˪˵˸ ˞˪˪ ,˸ˣˮ˧ˬˤ˟ ,˸ˣ˲˧˴˶˟ˣ.
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˸ˣ˥ˣ˵˪ ˯ˮ˩

 ˸ˣ˶˧˷ˢ ˸˧˧ˠ˦˶˦˯˞-Service Strategy
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