FTMRIZEIN B R 33
IT Service: Theory and Practice

Instructors: 2 ¥4+ and IBM Consultants
Email:pfhsu@mx.nthu.edu.tw Classroom: TSMC 905

Course Overview
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Textbook
1. Cases, Journal Papers, and Readings distributed in class

Course Topics:

1. Introduction to IT Service

2. IT Governance (f ¥ F#is2)

3. Standards of IT service management (ITIL, ISO 20000, etc...)
Internal IT services:

4. Service Delivery (JRi*+iLi% )

e Service Level Management (PR7%+A& ¢ 12 )
Capacity Management (% € ¢ 32)
Financial Management ( p47% ¢ 32)
Availability Management (# * {+ ¢ 1)

IT Service Continuity Management ([T PR% 5§ ¢ 12)

e IT Security Management (% > ¢ 12 )

5. Service Support ( PRI+ % 3£ )

e Configuration Management ( ‘& fi ¥ 12 )

Change Management ( £ # ¢ 32)

Release Management ( _F & ¢ 12 )

Incident Management ( & *t ¢ 52 )

Problem Management ( ¥ 42 ¢ 72)

6. Quality of IT Services (F 3 PR7% & ¢ 12)
Customer Service Center (% R ¥ & BFF 534 % )
8. Company Cases Sharing (IBM # % & %)
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External IT services:
9. IT Consulting
o [BMFRBEIALHRAL
° PRI 7 4
10. IT outsourcing
11. IT project management
12. IT risk management
13. IT implementation
14. New technology trend
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Outline

Class | Topics Instructor

1 Course Overview and Logistics | 37 4%

2 Introduction to IT Services 25 o

3 IT consulting, IT outsourcing G S

4 IBM 33 R4 7] 5% A 3 IBM AL 3 PR R3NP 48, 5538 4 53 p4

5 IT Governance (F3isiL) GESH

6 LTSI 4R Ir IBM 3 PRI G I8 F > iF

6 TR E L g — IBM #L 3 PRAFI0F T IRAE B R 5 32

ITIL and ISO 20000 #§ 4
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9 TR R R T IBM F B PRARIR 12 4 + ¥
10 TR o MEF AL 3 IBM A B PRAFICFGIL § 2 0

11 IT Project Management 2 b

12 FTME RISk IBM F B PR 7338 15 18 5297 3
13 IT Risk Management 25 b

14 IT Implementation 25 Fo b

15 CIO Talks

16 CIO Talks

Grading

(Individual)

Class Participation

Data Collection and Presentation
Homework

30%
30%
40%




