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1  ╦  

1.1  

ң ⅞ȁ ȁ ‰ ̆2007 5 30 ̆ITIL v3 OGC

₮ Ȃ ӊ╠ 2 22 ̆ itSMF ᴪ ᴪ ױ ԅѿ ῏ ITIL v3 ӥ ╠ 50 ֣

ᴨ ᴆ ̆ ԍ ῤ ̆ ԋ ҉ Ṝ̆ Ḃ 50 ԅ̆ ץ

ITIL v3 ῃ ᴧ ľ ҜĿȂ ῤ̆ ץ ӞҌױ ױ ῏ ITIL v3 ̆

ᾟ№ᵣ ԅ ITIL v3 ῤ ῏ ῒ ľ ⱬĿᴇṿȂ 

ҹԅⱴ ῤ ITҒ ITIL v3 ԅ ̆҉ Ḥ Ὲ ῏ ᵝ̆

ῤ ῏Ғ ҙῤֲ ῍ ԅȇ ITIL Version 3 ҍ ӥȈȂ 

1.2  

ȇ ITIL Version 3 ҍ ӥȈ ̔ 

 ̧ ᶏ ITIL ITIL v3ᵣ ѿҩ ̕ 

 ̧ ׃ ITIL v3 ԓҩ Һ ῤ ̆ᶏ ԅ ITIL v3 ̕ 

 ̧ ׃ ῏ ITIL v3 ̆ ᵬҬ ITIL v3Ȃ 

ȇ ITIL Version 3 ҍ ӥȈ ̔ 

 ̧ IT Ⱶ ᶫ ᵬֲ ̆ ῤ Ⱶ ᶫ ̕ 

 ̧ IT Ⱶ ֲ ̆ Ⱶ ֲ ̆ Ⱶ ᶫ ֲ ̕ 

 ̧ IT Ⱶ ᴆ ֲ ̕ 

 ̧ Ԋ׆ IT Ⱶ ȁ ῏ֲ ̕ 

 ̧ IT Ⱶ ῐ ѿ Ȃ 

1.3 ӫ  

ȇ ITIL Version 3 ҍ ӥȈ ԅ ȁ ץ ױ ׆̆ ITIL v3 ȁITIL v3

ץ ᴑҙ ᵥ ITIL v3 ҩ ԅ׃ Ȃ ֓ῤ ῍ №ҹ 5 ̆ ῤ №≢ Ҋ̔ 

 1 ׃  ԅ ITIL v3 ӥ ȁ ӥ Ȃ 

2 ׃  ԅ ITIL ̆ ׆ v3 ᴆȁ ҈ҩ ԅ v3 ᵣ ̆

̆ v2ȁv3 ISO/IEC20000 ԅ Ȃ ׃ ̆ ∆ץ ԅ ָӇ ITIL v3 ̆ҹ ҈

ῤ ԅ Ȃ 

3  ᾢ v3 Ҭ ԅ ̆ ITIL v3 ԓҩ ̔ Ⱶ ȁ Ⱶ ȁ

Ⱶ ȁ Ⱶ Ⱶ Ạԅ ̆ ԅ ITIL v3 ҩ ȁҺ ῤ ῏ ̆

ԅ ᶛ№ ץ̆ ꜛ ῀ ITIL ᶃ Ȃ 

4 ׃  BMC v3 ₮ Ȃ 

5  ӥ ̆ ̆ ITIL v3 ᵣ ᴇ̆ ῒׂ ԅ Ȃ 

1 ӥҬ ⌠ v3Ҭ ῏ Ȃ 

2 ԅ ℗῏ ȁҍ ITIL v3 ῏ Ȃ 

3 ᶫԅ I TIL v3 ↓ ̆ v3 № Ȃ 

4 ᵣ ԅ׃ Ȃ 

5 ITIL ῃ ᵣ ׃ Ȃ 

6 ITILv3 Ҭ ԅ׃  Ȃ 

7 Polestar ITSM ׃ Ȃ 

8 OpenBook IT ԅ׃ Ȃ 

9 Ⱶ ԅ׃ Ȃ 

  Ȃױ 10
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2  ITIL v3  ב

2006 CIO IT IT IT ITIL

CIO IT IT -  

,  

  ,    

ITIL  

2.1 ITIL  

20ҕ 80 ף ̆ Ⱶ ̂OGC̆Office Government Commercẽ ԅ ITILȂOGC ∆

IT ҙⱵ ̕ Ҍ IT ӊ ӎ ’ ᵞȂOCG ⌠

Ҍ IT ᴆ̆ᶛ ᴆȁ ᴆȁ ԍ Ḥ ̆ Ḡ ITᶏ ⌠ ᴨȂ

OGC ԅ IT ҙҒ ꜛ ױז Ȃ 

ITILѿ ᵬҹ IT ᶃ ̆ ҕ ҌӄḂ ⌠ ᴑҙ̆ ᴰ ̆

ῐ Ȃ 

׆ 1980 ׂ̆ITIL ԅ҈ҩҺ ̔  

 ̧ Version 1 ð 1986~1999     ̆Һ ԍ ̆ ԅ 40 ӥȂ 

 ̧ Version 2 ð 1999~2006     ITIL v2 Һ̆ ԍ ̆̓̀ 10 ӥ̆ 7ҩᵣ ̔

Ⱶ ȁ Ⱶ ᶫȁ Ⱶ ⅞ȁ ȁ ῃ ȁ ITIL ҙⱵ╠ Ȃ

ҹԅ IT Ⱶ ῃ ᶃ Ȃ 

 ̧ Version 3 ð 2004~2007     ԍ Ⱶ ITIL v3 ԅ v1 v2 ̆ ҍ Ḵ ῀

ԅ IT Ⱶ ╠ ᶃ Ȃ5 ӥ ԅ ITIL v3 ̆ Һ ITIL ᶃ

ץ̆ Ҭ Ȃ 

2.2 ITIL v3ᵩ  

2.2.1 ITIL v3 ᴌ  

ITIL v3 ҈ҩ ᴆ̔ ᴆȁ ᾟ ᴆ ᴆ̆ 2-1 Ȃ 

 

2-1 ITIL v3 ᴌ 

 ̧ ᴌ 

ᴆ ԓ ӥ ̆ ԅף ң ӥ̔ Ⱶ Ⱶ֜טȂ ԅ IT Ⱶ ׆̆ ⌠

̆ῒ ῏ ȁ ᶃ Ȃ 

 ̧ ᾥ ᴌ 

ᾟ ᴆ Ҍ ’ȁ ҙ ῤ ȂITIL v3 ᾟ ᴆ̆ № Ҍ ȁ

Ҭ Ȃ ᾟ ᴆ Ҍ Ȃ 
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ᾟ ᴆ ῏ԍҌ ᴑҙ ҙ ̆ Ҍ Ȃᴑҙ ԍҌ ̆

̆ᶛ COBITȁΈ ȁ Ȃ 

ᾟ ᴆҬ ץ ꜛ └ ITIL̆ᶏῒ ̆ ғӞҹ ᵥ ITILҍῒ

ᶃ ‰ ᶫ Ȃ ITIL v3 COBIT ῒ ‰ ᶃ ⱴ ̆ ԍ

ITIL ғ ץ ⱴ ⱳ Ȃ  

 ̧ ᴌ 

ᴆ ᶫ῍ ꜚ ῖ ̆ᶛ ȁ ӈȁ ȁҙⱵ ᶛ ᶛ ӟȂ ᴆ

ꜚ ̆ ̆ ᵌԍѿҩῈ Ȃ 

ᴆ ῤ ԍ ҹ ԍ ITIL ᶫ Ȃ ᶛ ȁ ITIL

ӈ̕ ̆ ӈ ᶛ ӟ̕Ӟ ԅѿ֓ ITIL ̆ITILҬ ᴪᴪ

Ȃ 

2.2.2 ꜙ  

ITIL v3 ԍ Ⱶ ̆ Ⱶ 2-2 Ȃ Ⱶ ̕

Ⱶ ȁ Ⱶ Ⱶ ̕ Ⱶ ↕ ԍ Ⱶ ᵝ ԍ ῏

ᴨ Ȃ 

 

2-2 ꜙ  

Ҋ ̆ ױ ׃ ѿҊ ῤ ̔ 

      ɖ   ꜙ  

ȇ Ⱶ Ȉ ȁ Ⱶ ׆ ⱬ ֟

ңҩ ᶫ Ȃ ₮ԅ Ⱶ Ҭ ҩ ITIL Ⱶ

ȁ Ȃ Ⱶ Ⱶ ȁ Ⱶ ȁ Ⱶ

Ⱶ ̆ Һ ԅ ȁῤ Ⱶ ᶫȁ Ⱶ ֟ȁ

Ⱶ ץ ҩ Ⱶ Ҭ Ȃ 

̆ ԅ Ⱶ ȁ Ⱶ ȁ └

ѿ֓ Һ Ȃ ֓ ץ Ⱶ ȁ

̆ ≢ȁ ᴨ ᴪȂ Ⱶ Ḡ

ҍ Ⱶ ῏ ̆ ₮ Ȃ

Ⱶ └ ‗ ֟ Ȃ 

 ̧ ꜙ  

ȇ Ⱶ Ȉ ԅ Ⱶ Ⱶ Ȃ ԅ Ⱶ

Ⱶ ֟ ↕ Ȃ Ⱶ Ҍֽ ԍ Ⱶ̆ ԅҹԅḠ ⱴ ᴇṿ̆ Ⱶ

Ҭ ̆ Ⱶ ̆ Ⱶ ̆ ‰ȁ ↕ ׆ Ȃ ԅ ᵥ

Ⱶ ⱬȂ 

 ̧ ꜙ  

ȇ Ⱶ Ȉ ҹ ᵥ Ⱶ ⌠ Ҭ ῏ ⱬ Ȃ Ⱶ

Ⱶ ̆ Ⱶ ↕ ᵥ ῀⌠ Ⱶ ᵣ Ҭ̆ҍ ̆ └

ⱵҬ Ȃ 

ԅ ᵥ Ⱶ Ⱶ ̆ Ҭ ᾧ₮ Ҍ Ȃ ̆

ᶫԅ ҍ Ⱶ ᶫ ӊ Ҭ Ⱶ └ Ȃ 

 ̧ ꜙ  

ԋ ITIL Ї

װ ʃ ꜙ ʄ ꜙ

ⱵẦ₴ ᵆЇ

Ⱶғҟꜙ ɼ 

ʃ ꜙ ʄ יִ

ᵫẦӐ╦ᾨẨҐ ҿ־

Ӎ ẦЇ ү Ӥ

ԓ ҟꜙɼ ꜙ

ԋᴶ IT ꜙ Ї

ԋ ITIL ɼ 



ȇ ITIL Version 3 ҍ ӥȈ 

 4 

 

ȇ Ⱶ Ȉ ԅ Ⱶ Ȃ ᵥ ⌠ Ⱶ ט֜ ץ̆ Ḡ

ҍ Ⱶᶫ ᴇṿ ᶫԅ Ȃ Ⱶ ̆ ̆ ѿ ⱬȂ

ᵥ ȁ Ⱶ ’Ҋ̆ ᵥḠ Ⱶ ᶫ Ȃ Ⱶ ң Һ └̔

ꜚ Һꜚ Ȃ ׆ ȁ ΐᶏ ҉ ԅ ң └Ȃ 

̆ ҹ ᵥ≠ Ⱶ ȁ └ ȁᴨ ᶏ ⱬȁ ᵬ

ḱ Ạ₮ ᴨ ‗ ᶫԅ Ȃ ῍֣ Ⱶ̂Shared Servicẽȁ ̂Utility 

Computing̃ȁ Ⱶ̂Network Servicẽ ꜚ Ⱶ̂Mobile Servicẽ ҹ ᶫ

Ȃ 

 ̧ ꜙ  

ȇ Ⱶ Ȉ ҹ⇔ Ḡ ᴇṿ̆ ᴨ Ⱶ ȁ ῀ ᶫ Ȃ ԅ ȁ

ⱬ ↕ȁ Ȃ ᴪ Ⱶ ȁ ҙⱵ Ҍ

Ȃ ̆ ҹ ҍ Ⱶ ȁ Ⱶ Ⱶ ӊ ᵥ ῏ ᶫ Ȃ

ԍ PDCA ̂Plan, Do, Check Act̃̆ ׆ ⅞ ᶫ Ȃ 

IT

IT

 

2.2.3 ITIL v3  

15 ̆ITIL ȁ ȁ ΐ ԅ ̆ ѿ ITIL ֟

Ⱶ ῤ ȁ ȁץ ᶫ Ⱶ ᶫ ֟ ԅ Ȃ 

ITIL v3 ̆ Ⱶ ᶫ APMG ITIL ȂAPMG ѿҩ ᶫ

Ⱶ ῃ ҙⱵ̆ Ⱶ(UKAS)ҍ ҈ ̆ ꜛ Ῑ ҙ ̆ ῃ ᶃ

Ȃ ҕ 16 Ғҙ ₮ԅ ITIL v3 ӥ ̆ Ҋץ

ҩ ≢̔ 

 ̧ ⌡̂Foundatioñ̔ ԍ ITIL v2 ≢̂Foundatioñ̕ 

 ̧ Ҳ Е ғ Ⱶ ̂Lifecycle  Module & Capability Modulẽ̔№≢׆ԓҩ ҍ

ⱬ ңҩ ף ITIL v2׆ҙ ≢̂Practitioner̃̕ 

 ̧ Ҙ ⌡̂Expert̃̔ ԍ ITIL v2 Ⱶ ≢̂Service Manager̃̕ 

 ̧ ⌡̂Master̃̔ITIL ≢̕ 

ҩ ≢№≢ ӟ ̔ ≢ ᵀҩֲ ҍ ̆ ҍ ⱬ ≢

ᵀ ̆ ≢ ᵀ № ̆ ף↕≢ ῤ ̆ΐ ῃ IT Ⱶ

̂Master ≢ 2010 7 ̆ ̃ȂITIL v3 2-3 ̔ 

 

2-3 ITIL v3  
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2.3 ITIL v2ɻv3ғ ISO/IEC 20000Ӑ ῗ  

2.3.1 ITILғ ISO/IEC 20000 ῗ  

ITIL ץ ѿ̆ ҙ ҹ IT Ⱶ Ԋ ҉ ‰̆ ⌠ 2000 11 ̆ ‰ ᴪ̂ BSĨ

ԅץ ITIL ҹ ‰ BS15000̕ ̆2005 5 ̆ ‰ ̂ISÕ ‰

ԅ ISO/IEC 20000 ‰‗ ̆ ԍ 12 15 ԅ ISO/IEC 20000 ‰Ȃ 

ITILҍ ISO/IEC 20000ӊ ῏ 2-4 ̔ 

 

2-4 ISO/IEC 20000ғ ITILῗ  

2.3.2 ITIL v2ғ v3 ῗ  

ITIL v3 ѿҩ ITIL ᶃ ̆Ӟ ľ ╠ ᶃ Ŀ Ȃľ ╠ ᶃ Ŀ ԅ ҙ

Ҭ ╠ Ḥ ̆ ғᴪ Ҍ ȂOGC ITIL v2Ҭ ῤ ⱴץ ̆ ῒ

⌠ ITIL v3ҬȂITIL v3 ῤ ԍ Ὲᴧ ᴪ ҙ Ȃ ̆ Ӟ ԅ v2Ҭ

ׅ ITSM ᵣ №ῤ Ȃ 

v3 ⱴԅ № ̆ ῒ ῀ԅľ Ŀ ҩ ȂIT Ⱶ׆ ⌠ ҩ ̆ Ⱶ

Ȃ ѿ Ⱶ ̆ ҬҌ ҍ⌠ Ⱶ Ҭ̆ ‗ ȁ ⅞ȁ

ȁ ȁ ȁ ȁ ꜚҬȂṢꜛԍľ Ŀ ̆ITIL v3 v2 Ҭ ҩ

ԅѿ ȂᵖҤ ̆v3 v2 ⱴ ̆ ᾟ ԅ v2 Ҍ ӊ ̆ ╠ ҉ ⱴԅѿ֓

ҍ ̆ ITIL Ҍ ҙ ᵥ℗῀̆ᶏ ITIL ᴑҙ ῏ Ȃ 

̆v2ҍ v3 Һ ᵣ 2-1 ԓҩ ̔ 

 

2-1 ITIL v2ғ v3  

V2  V3  

v2῏ Ⱶ ȁԊᴆȁ ȁ ȁ  v3↕῏ Ⱶ̆ ҹ Ⱶ  

v2῏ ҙⱵҍ IT ̂Alignment̃ v3↕ ҙⱵ IT ̂Integratioñ 

V2῏ ᴇṿ ̂Value-Chaiñ  
v3↕ ᴇṿ ̂Value Network̃

 

v2῏ Ⱶ  v3↕ ꜚ Ⱶ  

v2῏ ѿᵣ  v3↕ ῃ Ⱶ  

 

2.3.3 ITIL v2/ ISO/IEC 20000 / ITIL v3  

ISO/IEC 20000 ԅ ITIL v2Ҭ Ⱶ Ⱶ ᶫ ῏ ץ̆ ῃ ῒ

῏ ȂITIL v3↕ v2 ҉̆ ISO/IEC 20000 ᵣ ̆ ѿ ⱴԅ № Ȃץ

Ҋ 2-5ȁ 2-6 2-7№≢ ITIL v2ȁISO/IEC 20000 ITIL v3 ῃ ̆ ֓ ץ ⌠

҈ ӊ ҉ Ȃ 
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2-5 ITIL v2 Ὴ  

 

 
2-6 ISO/IEC 20000 Ὴ  

 

 

2-7 ITIL v3 Ὴ  

׆ 2-6Ҭ̆ ױ ⌠ ISO/IEC 20000 ԅ 13ҩ Ȃ ԅ Ⱶ ӊ ĬTIL v2 ԅ ISO/IEC 20000
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Ҭ ̆ ⱴԅ Ⱶ ҩ ̆ᵬҹ Ԋᴆ ᶫ Ҭ ̆ᵬҹ ̆ Ԋ

ᴆ ̆ ⁞ ԅ IT ᵬ Ȃ 

ITIL v3 v2 ҉ ̆ v2Ҭ ҩ ԅѿ ̆

ץ Ⱶ ҹ ׆̆ Ⱶ ̆ Ⱶ ̆ Ⱶ ̆ ҩ Ԛ ̆ ᵄ Ⱶ

̆ ץ ҩ Ⱶ Ȃ 

ץ v̆3 ѿ ῃ ISO/IEC 20000Ҭ ԅ ̆ ҩ

̆ ױ ⌠Ҍ Ⱶ Ҭ̆ 2-7Ȃ ̆v3 Ⱶ ̆ v2

҉Ӟ ⱴԅҌ ȂISO/IEC 20000ȁITIL v2ҍ v3 2-2 ̔ 

 

2-2 ISO/IEC 20000ɻITILv2  v3  

ISO/IEC 20000  ITIL v2  ITIL v3  v3  

  
Ԋᴆ ȁ ȁ

 
Ⱶ  

   Ⱶ  

   Ⱶ  

  ֟ҍ  Ⱶ  

  ҍ  Ⱶ  

Ⱶ ≢  Ⱶ ≢  Ⱶ ≢  Ⱶ  

Ⱶ &

 

Ⱶ &

 

 

 
Ⱶ  

IT Ⱶ ᴪ  Ⱶ  IT Ⱶ Ⱶ  Ⱶ  

   Ⱶ  

Ⱶ  ( ) Ⱶ  Ⱶ  

Ḥ ῃ  ῃ  Ḥ ῃ  Ⱶ  

ҙⱵ῏  ȇҙⱵ Ȉ&ȇ Ȉ ҙⱵ῏  Ⱶ  

ᶫ  
ITIL Қӥ ѿ &ȇҙⱵ

Ȉ 
ᶫ  Ⱶ  

( ) ( )  Ⱶ  

( ) ( ) Ⱶ  Ⱶ  

 

׆ Ҭ ױ ץ ₮̆ITIL v2ȁv3ҍ ISO/IEC 20000ӊ Һ ңҩ ≢̔ 

ᾢ v̆2Ҭ Ⱶ v̆3 ԅḱ ̆ ҉ ῤ ᾟ⌠ԅ ᵣ Ҭ̆ᶏ

ҍ ISO/IEC 20000ѿѿ Ȃ 

ῒ ̆v3 ⱴԅԊᴆ ȁ Ⱶ 3ҩ ׆̆ ᶏ Ⱶ׆ ⌠ Ῥ⌠

ⱴ Ȃ 

̆v3 ҍ ISO/IEC 20000 ̆ ᴑҙ ̆ҹᴑҙᶭ ITIL ISO/IEC 

20000⇔ ԅ ⱴḂ≠ Ȃ 
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3  ITIL v3 ב  

ITIL 3-1 5

 

             
ʃ ꜙ ʄ   ʃ ꜙ ʄ   ʃ ꜙ ʄ   ʃ ꜙ ʄ   ʃ ꜙ ʄ 

3-1 ITIL v3 ӫ 

ITIL v3 IT

 

v3 IT

 

3.1  

 ̧ Ӎ־ ꜙ К 

 

ⱬ ץ ȁ ȁ ȁ ҩ Ҭ̆ ԅ

ꜚ҉ ⱬ Ḥ̆ ᴇṿ Ⱶ ꜚ Ⱶ Ȃ ӎ ⱬ̆ Ⱶ

↕ ᶫ ȁ ᵞ ᴇṿȂ 

 ̧ Ӎ־ ꜙК 

 

ITIL v3 Ⱶ ӈҬ̆ ԅң ӈ̔ ľ Ŀ Ҍ ľ ≢ Ŀ̆ ң

ᵣ ԅ Ⱶ ᴇṿȂ  

 ̧ Ӎ־ К 

 

ӈԅ ῏ ̆ Ȃ ץ ̆

ѿҩ Ȃ ӊ Ȃ ꜛԍ ׆̆└ ᾧ

Ȃ ᶏץ ῤ ӊ ᵬ Ȃ 

 ̧ Ӎ־ К 

 

ITIL v3 Ⱶ Ҭ̆ ̂Goal̃̆ ≠ ꜚ҉

̆ ץ └Ȃ 

3-2 ѿҩ Ȃ 
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ꜙ װ Ґ Е 

Å ҿ ᶱ־Ӎ ꜙ? 

Å ᵫғ Ԏ ֥ К 

Å ᵫ ҿ ᶱᴍẅК  

Å ᵫҿ⌐ ῗ ЃstakeholdersЄ

ᴍẅК  

Å ᵫ ꜙ ᴍẅ∕

┼К 

Å ᵫ ӎ ꜙ ?  

Å ᵫ ꜙ Ғ

К 

Å ᵫ ꜙ ⅎ

К 

Å ᵫ ”ΐ֩ “ К 

 

 

3- 2  

ӈ ԅ ꜚ ԑᶭ ῏ Ȃ ̆ ΐ Ҋץ ̔ ̕ ѿ

ҩ ̕ Һᵣ ץ Ԋᴆ Ȃ 

3.2 ꜙ  

3.2.1   

Ⱶ Ⱶ ᶫ Ῑץ

ⱬ̆ץ ⱳ Ȃ Һ ᵣ ңҩ ̔  

 ̧ ᵥ Ⱶ ҹ ֟̕ 

 ̧ ᵥ Ⱶȁ ҍ ҙⱵ

ȁ ӊ ῏ Ȃ 

Ⱶ ҩ Ⱶ ̆ ꜚ ҩ ҌẢ

Ȃ ꜚⱬḂ ⱵᴇṿȂ׆ ̆ Ⱶᴇṿᵣ

ңҩ ̔ 

(Utility)

 

(Warranty)  

3.2.2   

3.2.2.1 ┼ ꜙ  

    Һ ԅ Ⱶ └ ₃ҩ῏ ꜚ̆ ӈ ȁ ᶫ ȁ ֟ ‰ ꜚȂ

Ҋץ ֓ ꜚẠѿҩ ׃ Ȃ 

       ɖ   ӎ  

Ⱶ └ Ȃ Һ ῤ ̔ 

   Ŷ  ꜙ ȂҺ Ⱶҍ Ⱶ ȁҙⱵ ӊ ῏ Ȃ Ⱶ Ⱶ ̆ Ⱶ↕

-------- --ᶫ ҙⱵ ׆̆ ҹҙⱵ Ҭ ѿ №Ȃ 

V Ȃ Һᵣ̆ ױ Ȃ

҉Ӟ ⇔ ᴇṿ ῒ̆ᴇṿ ԍ ֟ Ȃ ̆

ӯ Ⱶ ̆̓͂ ԍ Ⱶᴇṿ ֟

Ȃ ҹ҈ ’̔ ԅ ֟ ̕

Ḡ ԅ ֟ ̕ ֟₮ ԅҌ ’Ҋ

ῒ Ȃ 

V ᴰȂ ᴧ ᴪ ̆ ӈ ≢

ᴪȂ ֟ ⇔ ᴇṿ ̆ ⇔ ᴇṿ

֟ ₮̂customer outcomẽ

ᵣ Ȃ׆ ₮ № ̆ ץ ꜛᴑҙ ≢ ᴪȂ 

V ⅎ Ȃ Ⱶ № ᶏῒᴇṿ

ѿ ≢ ᴪ ľ ĿȂ Ⱶ№ 3-3 Ȃ

Ⱶ Ⱶ ᶫ ᵥ⇔ ᴇṿ ҙⱵ ̆ ֟↕

⇔ ᴇṿ Ȃ Ⱶ ֟ ף↕ ԅ Ⱶ

Ҭ ѿ Ȃ 

꜠῎ ЕŅḦ ņғŅ ņ 

Ņ └ӍКņ ᴶԋ Ӎ־

ꜙ Їφ ԋ

ŅḦ ņᴍẅɼ 

Ņ῎ ᴍ ņ ԋ

ꜙ ֩ ῎ ᴍ Їφ ԋᴍ

Ņ ņᴍẅɼ 
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3-3 ꜙⅎ  

Ⱶ 3-4 Ȃ ꜛԍ Ⱶ ӊ ̆ ꜛԍ

Ⱶ ᶫ ‰ ӈ ⱵȂ 

 

3-4 ꜙ  

 ̧ ᶱ  

⌠ ̆ ԅ SLAҬ ῤ ̆ᵖ ᶭ Ҍ ȂῒҺ

Ⱶ ӈҌ Ȃ Ⱶ Ẓ ᴪᶏ Ⱶ ̆ ҹȂ

Ҋץ׆ ᶫ ̔ 

V Ȃ Ⱶ ᶫ ᶫ Ⱶ̆ ᴇṿ ᴪ Ȃ ᶫ ̕ 

V ԓ ₴ ꜙ ӎȂ ԍ ₮ ӈ Ⱶ Ḡ ױ ׆ ᴇṿ ⅞ ҩ Ⱶ

ҩ Ȃ Ҍֽ Ḡԅҹ ⇔ ᴇṿ̆ ғ ꜛ Ⱶ ᶫ ᴇṿ̕ 

V ꜙ ɻ ꜙ ꜙ Ȃ Ⱶ ӊ ̆ Ⱶ ῀ԅ Ⱶ ȁ Ⱶ ȁ Ⱶ

⌠ Ⱶ ₮ ̆ 3- 5 ̕ 






















































































































