35 1 L 8 A P 2 7

CHTC #5 (2026) % (016) &

KT (5 BBARIRS EEAE R INUEAN Y
2 R I8 RN

BEHHIIER

REEZNEATEEEER RS 2026 5 2 5AE (BEXRUAKRZE
2026 £ 2 S AE MR EF AR MEMNDEE 5 THAERY (LT EHR
“UABRZT 2 5A%” LIMRER, (BEBARRESEEERZVEIID
CLURfEIAR “HARFN” ) ©F 2026 4 01 H 14 HIERX KA, FHET 2026
£ 03 A 01 HERIERMAT. AEFHTERIER B TE, R
a0~ 224k

—. EHEHE

ERTHRAENMEREEEEARSEERER (ITSMS) WIEKZEE
75, PARARYE IBRER RS TTSMS IAEFH AT 2 H R

—. JEHN

1. RIFNRZE 2 SAERENR, HRFNE 2026 4 01 A 14 HIT4A
3, FALKIE 2026 48 02 F 24 A2tz RHATANISZHE TTSMS IAE #1i%

2. 2026 €E 02 A 24 HZE 2026 4£ 02 A 28 H, #rIEFMZE KT LAR R
AT

3. 2026 4F 02 A 28 HAT, 32BN Z I NIERTE, ERHET
BERZFIVWIERTET, BV IZ R AR Z R 3P i el fE 24k
B I%IED);

4, H 2026 4F 03 A 01 Hig, VA FEZEMKYEIHRFRIN K ITSMS
WIEHTE, BTA ITSMS TAUETE 3 & 1% BT RO B ZE 5K $04T .



=, NFEIEPHEE

1, 2026 £ 02 A 24 A5, XTFHEHRIN Z I EF RS, 7EAF
RS E, IR A5 AU K A3

2, 2026 % 03 A 01 BH/F, £t BrA K48 B AR NI SLiE T & 4%, (ERM
KWILERRERFL S, B 2026 4E 03 B 01 Hig, SIS RES R
N ZKRBEATHER G, DGR R s

3+ 2026 4 03 5 01 HJF, FrA SIS T IH R0 B3R A YT IE
HIBRIEHR, NEEFEREEESEMEERIES, 52 RN R s,

4. 2026 5 03 A 01 HJ5, X & BB YA U ZE 5K S e B % (R E 234
77 BIRUR RS BRI B SR FAGEIE

5. 2029 ££ 03 A 01 HET, MSERFTA WIEIE P AI#iF TIE.

9. IAIE % A S At

WAL S? F B IR 7 M B B304

Fi FRIEZE RS

L\ H35ARI H 5 57\ 6 B AL S 7, W5 RIE 1B B 378
LTSMS WEE P FIZRIEZH 2RI 40 R AR 1B

2+ FHRE M FTXIRUER P B R T H AN A B R TR, Hafrse
BRI AR AR 5 R SR .

75 HAth

BAVA TSIV EFIBARZ 7 2 51 SARMER O W SRR, 2 5 1,
BRI E AT ATETAZ RS,

BRARHEIE: 010-63180950, BERA: TS

FEFY (fF ERARS BEHEAER VALY 232, ERIFALFHER.

bR AMMEBE A IEB R AR
2026 £ 2 A 2 H



452 CNCA-1TSMS-01:2026

B BRI EH R RN

2026-01-14 £%5 2026-03-01 =Ljie

ERIMBATTMBERERGS AT



1 38 ] T B ettt ettt eeeae 1
2 B AT AR ettt ettt 1
3 S ATEAAT B ZEARZE IR oo 1
4 FFAAEA T AT ZE AR EE SR oo 4
S AT T ettt ettt ettt 4
5.1 BATE B TF ettt n e 4
5.2 BB IE T oottt ettt ettt 6
5.3 ATEB R A 28 T oottt 7
5.4 BAZTT B FUE AL IR R oottt ee e 8
5.5 ST BT A oottt ettt ettt 13
5.6 AR IATE BT AZL oo 14
5.7 B B BT A ettt ettt 16
5.8 FFTATE T AZL oottt 17
5.9 BBEBR BT AT oot 18
510 AT AT ELIETE oo 18
Sl B A A oottt 19
512 BRI T2E TE et 21
6 TATE T 0 DA TE R R oo, 22
T ATEIE B B2 . BB A TE A oo 25
8 BT (FRUF) AU oot 27
0 4B B A TE G B et 27
1O TATE LD 3R ettt ettt et ettt e e et et et et e e enene 28
L1 LBl ettt ettt ettt e eee. 30
12 T ettt ettt n e 31
Mk A E EHAREEEERZRAIELSTEE DK oo, 33
Mtk B 12 EH AR MRS G FEARZAIE T AL E E K o, 35

M35 C ITSMS TATEIE B 285 BT oo, 36



{5 BRI S5 AR R A UL

1 EREE

L1 AALEE REARRSEEER (LT ITSMS) AL
zh, M P AREFENEATHHEY f1 GAOEHAE E A4
N FIHEEEN, G KBNS AN

1.2 AN AL T AGENIA 52 ITSMS T IE iy A2 7 5 % 22 6
HARER, RIEHAMNE ITSMS AETE 30 8 AR

1.3 7 e N RIEAEIR A A FE ITSMS AR 50 b 3 F (F
A6 N RS AEAGE AT 4600 AR S F A E) RARMN.

L4 ARG B S AN AR, FF 4 Bokag o S le 2 P A
e EE .

2 NIEfTE

( Information technology — Service management — Partl:
Service management system requirements » ( ISO/IEC 20000 — 1 )
(K EEAR RFEHE %180 MFEEKRFE EXD)

3 SHAENABYEAREK

3.1 FKEEFRAEAT BEE EE
Z) . BT ITSMS A IESHE TR

3.2 JHRITSMS A& 20, M4 B4 E XL At 2 & & E
r ERBFGTaFt28gRELE, FTRYHERZ2fita
NHA R, FRFHARNT R

12 (U EMRE AR

<



3.3 WA B AR VE 20 45 4 GB/T 27021.1/ISO/IEC 17021
—1 (ABITE CHEEAZAFENENHER £ 1Ha: ER)
1 ISO/IEC 20000—6 ({2 R A RHFEHE % 6 & MFEE
RZ LG MENATZERD, #RIFFE W RITE ITSMS A E# 5
REXK.

3.4 LRSI SEALE, xF AT ITSMS A E7E 5 ¥ & 5| &
S Fin 54 R BB A A s . AENLAL BL 8% 3 B 2 B 3 ITSMS
WIEE 20 5| K e #4T T3, 5l KW FEEL T ma %
(fn PR P2 E &4 ).

3.5 HAAEAREEB L, AHIAEA TR BN, &
B BRAENERF, UK AERAIE . #1RNF ITSMS
WIEBY A F 80 B AR B BR L R SR fo e A7

3.6 EAEAFERIFI04 (&) U LEZFEME ITSMS £ 8
WA R . EWIE R B ITSMS SAGE W 4536 B (AR b 4536 B 42 L
fFEAKA), B&24 (&) L EITSMS L4 FAZ 5. A
TEALAG B4 AN %56 B R B A k2 e 8y fn & k8 B
ARG TAEE . A RAAIEN 550 Bl T S0 F Az 0, NEE
W AEZ

(1) BAAM (&) WEFER, FEEAZEDL2HF (&)
UL ZEVHERBARS TEERREAZE LA FR(E)
P b SR BRAR

E: BEREARSFIFAHEEREARSEE. EBREEAMRE

_2_



FEEWBS . EEHARSEALE. ERAARNIT. FEHRAFE.

(2) BURITSMSIE R # A% B E A G, Sz ik W 4
T EfE R AR T LBEAEZNELEZ G4, F LEITSMSE
W AT AZ B BN T KR T Rk — R EWITSMS &
VHEAZED, O TFTA4RIONAGHFZAE;

(3) EATE EES WA, EZE LTk —EHENE
RBARF R ERNEE. BATE (KA TAHMATL/EEE
BEREAMS ) MBI R EEEFEIAMS T LFEATIE, 4
EERED NI,

3.7 RATHEMEBESHHAEREAT, FTAFBE L. MHHHE
o E HMEAEMR. 0 AEFIFEIMENAE (L TFHAER
FEAN) REIRFINEE 55 AR T AZ I HAZ 0t KA A G 357 B
H 4.

3.8 MAIEE D F B E Z B . B LB SRS X
%, DL A BRG] S U B RAEE 20 T
RENERERZNEZRAFTERENHFILT, FHE=ZFE
R, INEATEUE & A ERRIb.

3.9 RLAF ITSMS TAIEVE 20 B 51 . A3 A 5T, AmiAdE
AFWHEBERER. G RA, GEZHFLANIEE. 4
HAZ S AL ITSMS & N 8 BEAR 7 L7 % A% Bt ] 89 & o f
S AE T 180 K/ 4.

3.10 TAEHLA A B ITTSMS A 2%A 3 5 8 4 & R 5 1241

_3_



4 ITSMS # 1% [ #X EAH T BL, A8 1% 7 I Bt 09 6, 36 ITSMS
TE W HY 8 FRAR Z A BOAEIE B R O AR I 50 K/ 4

3.11 FEEJKABUE ITSMS 3 M K A4 th % A% 7T B ITSMS
WIEH % VE 2

3.12 AEVL TR B RN B EW b7 &7 R kR
HATT EE.

4 IPAUEANGREVEARZEK

4.1 FFIAEAT AL R EAEZA. F 1T E KA IE M X
TR, BANBNETENERRLETF, HAEEFHREER
) L 52 M A0 M AR HELAR B AL

4.2 FAZ G BT B FOA N Z A 2 A E A BLE LA o
Hy ITSMS ® 4% 5t i Al 5645

4.3 TR A G A H VA AR F AL 5

4.4 A5 EEDEINENTERWNATA, N EZE & AETAY
BT T AR AT R B A AR SGENA NF] 2 KL, B
INTEA AR BATE Jn X411 5 B AE A B AEE R, AEAR K
L A T (A I R 2R K ).

4.5 HERTET AR EMRFFEMPE R R AT I,
W BOAENA E Ry de 7 (GG R fo s il ) 700620, DAFFa
& N ITSMS AE TAEA & H B & 77 .

5 INIERERF

5.1 KiEW i



S.1.1 PAIEAAY R A IERFEAZD AFUTE &

(1) FARENINEL B, REATHHFEL, UEITE
FMNEAAY W 5519 1% I

(2) JFJE 1TSMS A IE 7 3 BT 4K 9 B A E AT v DA B & 1 9A
WEH %, NERAE;

(3) |&F. L. RFF. EF. BiF (KE). EH. FH
IR VLR Y KB4 /N6 B 8 2R 7 AL

(4) #EAIEZFEATKIAAE B LR AR 5 HLE

(5) AIEYR e Am ot s

(6) AIEIES . TAUEAT & KAE X o R AL

(7) PMERBAE R F R HHAE;

(8) AEARVEMAR A ALE (A B );

(9) “Fepl B AL Bt Efn N HAZ” W IHY;

(10) HAhFEATTHE &

5.1.2 #HAAEHiFER, AIERFLARN L LT &0

(1) BiFE#EERFEHK, FLTHERMNN;

(2) BURAH K EEENNE AT (ZAB), FALT
BN

(3) BARINEAREZE L ITSMS, HisATi#H =M H;

(4) FRIEA LB & K EHR ZOGENAL &1 . 74 3R
ITSMS AEE 45 B it — 4 (& A B );

(5) B ITSMS GAIEIE 5 & EALA B F A ¥ 2 /4 1TSMS

AN

_5_



WIER R B = AN H (&R )

(6) LHEABATHE M E B A2 17 LB

(7) HHARFIN “BRDUERAGERATRSG” 1 “f5H
HE” KA EREREL S,

(8) Hfih jy B &1 & 1.

5.1.3 ATEALA R BE KIAE R AL AR DL T8 B SO o0

(1) NIERE, BEFAEZFTANL . MA. AERAE
W AR, BE R AR B AIETEE WA R R BRI R A XK
My S T AR

(2) FEAE ALY B S, 4 ITSMS B % £ /N iE 2 4K ae,
oL F (45 A 7 12 S0 oy 3 A M A TR ST

(3) AR B BT K e R AR ERERNATR
VA UM HERGE B (A B );

(4) ZLANAFIRT;

(5) 15 REARFSHRAE. FLRKBILEN,;

(6) ITSMS 3Z4T3#% =N H B IE4E;

(7) HAbF ER G .

52 PiEIEF

5.2.1 AIENUA RS I E AN AR )T, AAIEZFE AR
B B AR R U R S R R IR, AT 48R R AR B A Ui
FR N EY, #EREZIHEAEEE, HRAMMITHFILE,

5.2.2 W R AT AMFE, AENLA ¥ DL BN GE # i

_6_



(1) NIEZFEACEEZEHLH (I 5.1.2);

(2) AIEALAL B4 52 6 A 8 B 7 ;

(3) I 7 st IE=E B % — .

523 XMTHWIERFEA, X R B 2T 515 L a4
T AIENAL AT LA 45 4, N R 4% B A1 KA T RN EVE
Zy:

(1) TATEAAY B A A IEZR A G AL H ITSMS A E 78 B
HY A T TR

(2) AIEZFEAFRA E A AT R AGENA CRIAENLA )
WK B AT AR IR B ITSMS SAEE4H (B AEIES );

(3) FOAEES AT W, KB NENA L2 1%
B

(4) FAAENAAGE Y 4 0F % 384T, B AT KAEZ 3.
WO 1% 20 B 18]

(5) TAIEALAY B K A5 A IE 25 48 AR AE 42 R4 B i it
—RANEMEFZRE. BEFEHE. FRFRANTFER
H A F .

5.2.4 AIENLAG R B IE I B AR A AR R FEAL

5.3 NIEA R RAX T4

5.3.1 B HFIFF N, AN 5 EANAERFEALIT
B A EARR A INEE R, A IERR S0 %A ﬁ%ﬁﬁ%‘
B4, POMEZRFEA . AN FfRIEA 20 5 E. AIEF A

_7_



I AT 2 4 AT A TEATLAY BB AT

5.3.2 KRN B R B 45 A A B R B A E B A ALK A
IEIEH, AFFRIELL 28 ITSMS 24T (5 JLAHAT A 20 B, 3 3t 3 ) o
B HMA X @AM NEEHE R, B AN ko & it
B B AR F BRIE AL 2 ITSMS WAGEEH i B R 7, EX
& R R IE A R E I F AT, HFAEE LR RN RIEA A&
Al B2 B SR EINE A FHK.

533 NIEZFEAN ETFIAERF ERK, o LRAEM MK
fufe B, BAIEAT IS 3017 6 S Bm & Fr A SEALAS X R 1
YA, K AEALA IR ITSMS & 5.1.2 H 4ty % B 15 0
FRHE 6 5 B A E AL AL S B T R B AR VE 2 40k . JAEHE
B HEER A,

5.3.4 FRIEA A B FAERR 7 R, dn SL4R (AE KA R A
£ &, L ITSMS AL )G FF 4 A K247 ITSMS,  BLA A IEAT B
WE I EESERAEN RN EE, B & 54F
B B AR . AEARE R KE R, BB AL
HiE AR ITSMS K 5.1.2 F4 R EIFIL, AELFEIENAY
JRW A T4 SR B A EIE 45 T R B KU

5.4 HHT EAFHER

541 WHHE

5.4.1.1 IR B 4F x4 — A IE Z 48 A 2 S IA R B N e
ALK Z, DAVEMT R B BT R W R AZE

Bt

_8_



5.4.1.2 FRKINIEH] B AZ 7 58 AL HE 0 I BT KOAEH A% 3k
E & B9 VB R A% A AR B BT Y B AR R AZ . FOAIES WAL T F
B3 FAMEFAZ. RIEE 0 3B % AZ A 2 1 w7 6 B AR
P

5.4.1.3 RAAIE T AZ Fo B A G A% 2 XIAIE R FEA TR
Z WAL, NJE ZISO/MEC 20000— 1 T A E K, LUEAIERE W
Wy SRS RBORRG. B IES AR A B R R B &
ISO/IEC 20000— 1 i A £ 5k .

5.4.1.4 FKAAERK FINEJE 8 % — K 3B % 4% B 72 A EE
BELKZ BRI RNHAT. 5, MBI RA L 124
A.

5.4.1.5 AIENLA B J& A Z 45 AL B BEk SR By A2, DA
Te $L B A 52t 3¢ 4 /N FE IR B TTSMS #5814 3% 5 %) %4 7~ 5] B ok 52
B B AZAR L, DU R A R

(1) BREZNEDFHF —NIERNE BTG TE 2

I3 #AT H AL
(2) REHEMILKGEBBERRSED I, MILFE
WA,

5.4.2 WAL EE [

5.4.2.1 B A% B A E A EZRFEA I3 0 A% B A DA RCE
W H A% SN E KX XA T A A T W AZ R4 S 78 50 0 B
HALB A UA B, | AHN8/NE, AR M T/EEHT

_9_



TE/NEF B A D B AZ A B 3K

RN E AL A TAE B 6 L Br TR E 2 8 /NiF, T Ry 2E
K I F AL R B VL5 R AL B R R

5.4.2.2 AIENAG R VLI Sk BB AL o 5 AZ I TB] A ARl )R
IWIEBFEA R RAE R F, 2L L0 A B 5 AL KA w47 i
B (B IEIGFAZEE ) T,

5.4.2.3 IR WAL AL B[] R AR B RGBSR, A ER IR
D AZ B (B B R, R D B R AR B[] A A5 AR AT PR SR BT AL E B
A% B [B] B9 30 % , B3 W AZ B 18] A~ 15 2D T B 0 B AZ B TR B 80%.
WREZAEUE G ERAHE DN, AR B FE R FEA
H %K.

5.4.2.4 AIEALAY RLEE ST AL B B 6 AR B IR R R T U
ITSMS fo b E BEIK R LG A RN, &6 F LI & HIZE
TED T EANBHRR TR AL H Z 08 80%.

543 ZYprirE s #

5.4.3.1 AIENUA L ZE ST L A AL B £ 3 e 41 A F
RN, SRR IR G £ 3 7 40 4 o b B RO AL B R R BT R

5432 xtikEAEE . T S HEMLIG R ITSMS W #
HHEFEL, MERENSD THRUTHETENE

(1) MKINEFEE: Y =VX;

(2) WEFH: Y=06VX;

(3) FAIEFH: Y =0.8VX.



E Y MR E, SR ERUE; X AL T SRS E .

5433 X ZANFEAMIGE, WA R HAE, A% F0 B A H %
PSR —B| BT HATHEAL . BB AN WIS T 30%0 37 A
HATHEE, HBEREZHANAHEF RG], F R EEHZ
5 BN 3 BT 3 E AT T — K B AL BT SR 4

54340 rE R ANB M E T ES N 542, HIY AL
B 130 TR M S B B a4 € 09 337 W A% B 18] B9 50%.,

MR 4 F AN H R WAL A A2 R G BT T ST R B AL
A CEL, % EANRE RIS D F 025 AH.

SENG I (LFERS &) AT 50 I A% i R 24T
Ko R0 2 37 7 & 3L W AZ B R A BN TR T 3K B 1H & B9
K7 AL B

544 HEFYA

5.4.4.1 TAIEALAY R AR 52 HL W A% B 0 B e Ak 7 Fe IE
ERAEFHA, EV 1L ERE —NBEEFROFZRNSmE
“W B, FAHAZL N

(1) WAZAK: AIEAAY B 5 IF 520 A% 21K oy 25 4
BEIWURERNERS T, FHAKN S AFEEff S HL4A
5k AZ BT Ry R R AR R R, A N E D R GB/T 19011 €%
KR 2 P ALK E A E K,

(2) 24 1 & 5 EZ 36 AFTEAIE W %5 56 B AH T B By
ITSMS & P AT A% 5 . e o6 % B 38 B7 e 448 K AT b 48 B8R



% EBBARLHK., ITSMS Fnl g ARR L6 HF L m, &
VAR AFELMEERRG T LA, BERELARNENE
i KL W AR A E AR R

(3) 0 1 LNENHNEIREZR, HRRLTRFTHER
255 ITSMS # 4% 12

MAzﬁﬁéﬁzﬁxAﬁﬁﬁ%kﬁ&ﬁi%«Tﬁﬁﬁ
0 SE R, DI N AL ET[E .

5443 LAFHERANEERTZ RN T T SMEZ, it
N AZEE, HAEFAZLE T HIE S A ST R0 E R F K
HFE., FHAFEITFZANBEAFEALIEXFTFZ AN E.

5444 FHHEBRRFESANEERAGERNGE LR,

54.5 HZITK|

5.4.5.1 AIEALAY RLAR 96 % A% 77 % R E B R HLI WAL W H %
Rl R EDEE: WZEN. WAZEN. wiZEE. A
W A%y B R E R A B . AR R R RS
oo, W AZ U BLUE B ITSMS %A% SUE S, & P47 A% 5 Ao
AL KPATH L WARAG, FIREAZ AR & Z R 7E ¥ T A

5452 HGHEM N ZHAENEZRANE SRR ES LT
IEH IR AT B AT

54.53 WG HAZIT B, PR HZ IR X L AEZRFE A
ZHAIN. A TE G R AL R, M AT W — B R R

:I



5.5 LHFH

5.5.1 ITSMS A I & 4% bl 72 A Z5 46 A B B3 S, 40 45 41K
WIEHAZ DUEPOAE B B A B B a0 e B WAL AL H A A4
R

5.5.2 WAL N %R WAL RIS WAL, R LR H
AR, AN B R /E R AE A IR,

553 WRZRANSFAMEEFRAG T E. KAV, AIEE
FEANRHEEAL. ITSMS M XBR@MITRAFTALSIE . KK
230 AU RLAR B E KRSV BE . B R /R W AR
WERFRAWNRGEEL TS MmE . RA2WHN, NlkES
HEA HE B R EEE R R S5, T AZH R AIL o 5 B A B
JE .

5.5.4 HAZA N A E T RFH X, IANEZRFEA N K
= e B ITSMS F K EARRER N E RHATE S HiZ, R E
A ER/EH. FZEXFIEAMY. RS EE AT LLHE
S RBARRES T4, BREBEARSErr, KXESHIHED
ITSMS SZifithy, A% A% B A F @ 3.

555 KAETHEIE, HAZL RN @A ENALHRE E LI F
%

(1) AEERFEAMHZED A TEA, FAZE 2 L E#HAT;

(2) AEEFEA N & & E A N E RN & REEE R
. KRR



(3) INEZFEAERRFLS FEMHE RS — 2

(4) Hfh T BFMLERF L TR

5.6 #KINIEF B

5.6.1 BN

FRINEFEAZ R 0 A AN S & —NMBRFZE W
&E@o%4%&%@%@@%m%%&&%sa,mﬁzmi
T 6MH. w%%ﬁﬁﬁﬁﬁﬁ%,ﬂéﬁiﬁﬁfw&ﬁﬁo

562 & —MBHEAM

5621 % —MBEREFZHNENZTEDTT MIANEZE
ITSMS fr x4 % — M B & H 0, xR L 2 EE&8X
BREMH AU RN E MR EFE R A, F—NRF
BAFEEARFUT A m:

(1) TAMEERANEINL, BHFELEEHARREED.
W& &R, Bz e LA KGE R g BB R H A7

(2) iF % AIEZFEAITSMSR & XM, #AE 5AEZFEA
W %78 54 A BRI S48 &

(3) #INNEZRFEA HIF1E B A U FOR B F S0

(4) % AZ A ZE 48 A AR o 52 ISO/TEC 20000— VAR VE By 1
D, FERZAITSMS K S, 3. 5 RS B iz fE
s R

(5) BAANEZFARENE N B EZE T ELE, T%
e Y R AL A0 BT

>
2-313

%=
z%

<



(6) #IANIEEFE AITSMSIAE R B« 1K £ B % 36 B WA X
A H Fa 3 Fr

(7) AEZEFEAME REARSF S RBEARRS A X iE
BE A F I,

5622 HHEE-—MEFLHNENRER, RTFFIL,
5 — W B AN A A B AT A LT S

(1) AIEZFEA B IR ARINENAG K B H b & 22 AR 2 A GE
FUBM A BAANEIE S, EANLA B XA EZ FEAITSMSH 24 7
i

(2) IEZRFEATKE T Z AT AL AT #Y 2 A SEALAL A7
KA A ITSMSAGEIE 5, 3 3 0 3 ST 4 Fm FE R Ay W A% 7T DA3A
B E M B EFL N E AR,

IENAY LR TR RS $AT F — N B AL EE

5623 ANEMM R F A EZFTRARZ TR &FE — M EFZE
&R ESRIGERRA, BHERRINEIRREN. &
% BT R RN A 1R R

5.6.2.4 INIEAHLAL I F — M BE ALK I K BB AR B R X
TR R RIE IR, M2t AEED).

563 F M BHZ

5.63.1 % M BE®EAZNE WEITENIAERFEA ITSMS # 5
Ha % I, 3% 2T ISO/IEC 20000—1 A7/ Bk th &M Foik 2 09 A
.

SO
e



5632 F_MBEEHNANERFLANIYG LiE, 2V EE
DL 2%

(1) AIEZEFE AITSMS 5 ISO/IEC 20000— 17 B 45 61 1,
KL E;

(2) KAEITSMS K % Gu K B A fudgar, * St AT oy b Al
ME. i fifw;

(3)IAIEZ A SEHEITSMSH #7638 £ 2 i AL
BR 7 H 5

(4) MEZFEAE EBARS TR ZEEG;

(5) AIEZFEA M N30 W AZ A0 8 2T

(6) 4t xtIAIEZE 45 AITSMS 77 41 th & B B 3% .

57 B EFH

5.7.1 ENAG R X IR IEL R HATHRIREE, REFHL T F
MR IEALATTREEFZ, FERRIEHALNRGEEES S
Mk, VLB IAIRIEA 2L ITSMS 5 ISO/IEC 20000— 1 A5 % By 45
ST A AR IE AT R R

572 B R WEEFZNA 6B AR E e AR R
AR, FEa R AR A B W oy B F A% B s AR B W
Y BT A B AR RBOR ARG

5.7.3 VB WAL E B K EFILA S R B LK ITSMS 4%
A, WEE R NEE D EHE:

(1) WA HAZAnE P,



(2) Xt RS AZH 2 A AR B 2 I 4 KRR
(3)ITSMSTE L BLIKIE 4L 27 B AR A1 TSMS T 25 R 77 i oy A&

(4) A 5L Rt T SR R 09 V& o By 2 &

(5) FFEthizfEEE);

(6) EMRE, NAEHERSE T RMEN;

(7) AIEIEH . AIEARF B A0 (20) T 2 33 A0E
RS ELN:E

(8) ITSMS # x % 5 1y L 22,

5.7.4 Wi B AZ o e JE] AR 3E IR AL 2R BT R A BB E
T FARIE % B B # 2 6941 KA IE A% B[] B9 1/3.

5.8 FINIEFH

5.8.1 TAAEEH B AT, FRIE4 4w 4k A G E B 1Y,
IIEALAG NAR 35 A% 7 5 L B A E T A%, DL BT SR IE 4 A
ITSMS 1E 4 —ANE 4K 5 ISO/IEC 20000— 1 89 35 4 45 &1 F0 35 4T
HY M

5.8.2 FAIEH A R R IEA RIS HAT, H R AP
BIHE A, FOAEHAZN N A E D N TE:

(1) Z46HNEAFMMLIFN TN, #IARIEL
FITSMSH UM KA 6 B By 45 5040 o P o 1

(2) ITSMS % 3% 3 42 vt 1 i 5

(3)ITSMSH £ IR A A E AT FITSMS T 25 R 77 W 0 A



B

5.8.3 B IAE H AZ K X B B JE FRE 4L 2R sk 4L — A A
A ITSMS Si2, 8,35 1 B DR 0 e B o A2 3R 4

5.8.4 FIMIE®AZ 0y W AZ B A B 4% 5.4.2 B EEK, RIEIRIEAL
LA BRALCRH E, 10 TREM K B o 820 KA S
% B[] By 2/3.

5.9 #HHFH

59.1 ¥ KAIETEHE

T BT B AL, AR R 3P A AIE G Bl B # 3F #AT
VR, IR AT L BN AL A, u%&%ﬁﬂ%#k%%io
IX KW A% E o F] DA 2 Y B R A% R

5.9.2 B3 B A 3 0 By B AZ

AREBERI, L FEAE W E RS R P AT R,
Gk % B AR AR AR AR B ] R A JRIE AL S TE SL T AT HE AL
3t B

(1) SAEAUA B 3t B I8 JRIE 4 R AR BT T AR F 24T FR A4
THAT L F A,

(2) B TIRIEA L5k Z 3¢ % A% 41 ak 5t B A2 A 5k 7 B3 WAL
2, WIENAI R ER IR F LA 6T E 2 KT,

510 TFFA AL B

5.10.1 XHFAZH LN FHFE, AEPAG R FZRIGERFEA
TE A B B PR 9 #EAT IR A A, R BAR RL By 2 TE



5.10.2 ATEALA R %A IE 25 48 A BT R BUMY 2 I+ 0 A K
MEFEATIOUE . AIEZFEA T DUAT X BB 4 6 ) € 24 B4 1t %
B A ENLAL ZE T 9K AZ B B ilE

5.10.3 = F A& o 56 30F i PR R % 2 DL B K

(1) #KINE: EF M BREZERZEH R 6NN THR;

(2) WE®WZ: ERZERZER3IMNHNTK;

(3) FAGE: 78 B AGEE P 2380 T AR

5.10.4 Xt FIAEZ 8 A K 68 £ HLE W BE IR 9 52 R A A5 6
FIr R B B D, ATEALAE A BLAE 3 FOATE. RFFIATES E
FINAIE #y ok

511 ¥FBRE

5.11.1 SAIEAAL R 8k & K B AZ e A IE 5 A (3 45 T B W AR
Wt WAL K R AL A WA R

5.11.2 WA W AN EH . B HAFN, RBOAEZES
A ITSMS B E AR I, #i3k % B8 ISO/TEC 20000— 1 A7V i 45 &
MeAnA O E VR &, ROHMEE R EE E L.

5113 ®WRZHEZE D A FES T LT W2

(1) AIEAA 2 HR;

(2) AIEZFEA B 4 Frfudh ik R AR

(3) MHEA (WWMKIIGE. WE. BIGES LR );

(4) &4, e R HEZEIN (A B );

(5) HAZAEN;



(6) %A% H oy R E R Tk 2| 87 A

(7) "WHZEE, FHAZFREPELNAR. B E TR
AR, K AL E

(8) {11 & W AZ v X B9 15 I R H 2 i

(9) TR EIZ T FHEEET,

(10) HRZAKAESL . F0REASFZARTHAR;

(11) ®ixvEs (AgHAAg, KABIEH ) 0Lk
El 3 ot o5

(I2) AR EFERBER—BANFAZLIA. FAZIEE (H
HAZIEREAN G R ) UWREZER, FARBOUIERFTEAE REA
REFERERIR RGN, ATFEPEETTHLRE. FRE
50, IMERFEAEZRERLS EFIEEHARS B xZ 87
TEH £ BB L2

(13) L RFHE K EHRZGINEZRFLAITSMS WEEL E
(3& J B );

(14) FKIEHA L3 AR 5 f AR S By = 6 5 0L (&
JH BT );

(15) 3T VLRI A A5 A R BUEh 2] IE 48 76 A 2 M W 36 UL (&
JH BT );

(16) ERA & LA ok A o oy 8] 2L

(17) 9 FAZE T X R B O AR AR 0 % 5 = WA

(w)ﬁ@%%ﬁ%%ﬂ%&ﬁ$m%%ﬁmﬁkﬂﬁ%%



.

5.11.4 AEALAY R PR B R TOE 52 W A% 4R & A K A8 B 1Y W A%
Y.

5.11.5 2 1F WAZWTE , A% B 4k % AZ o R DL R
O Bt TAR G DLW AR A TEALA BLKE S AR & 3 X 45 AIE S
FEA.

512 NIERR

5.12.1 PENAG R X F AL AAF 60 2 ER MK E
A EAMAE EHATEL . KMo Ea b, ERIGERE.
IR SE A BN A AGEAAL 8 & BUAGEA B, A 45 4 AZ 4L A
B, BT RLI R R T IAEALAL BB B AR R K. AR E 1
BRI, NERZER E e AR FER AN TEARES.

5.12.2 AIEHE A £ R A A IE R AR AR R T A &
TrEy, NMAEH®E T B § K AETuE A E:

(1) 5.1.2 8y &1

(2) ¥FELKE, BIFFH. BZHARIET Y ELEHED
M, HXTREBAFE, CIFH. X TMERTEANL EH
7 B 1 R R LAY 2 1E

(3) AIEZFEAR ITSMS 444 ISO/IEC 20000—1 7 B3k
i
4) NIEZFEAF B AIE SR HEBAT T K X 5.
5.12.3 FAKAIE® AZ N AIER E N ARG HEEZE 6 NA W T

Hizq

NP
=

M

~ <y



JR. A W LA 4 A7 A E AR P S — R = B AL

5.12.4 FFAIEH AZ WA E A E H 7 £ — A A H A GEIE B
MR, RRMAENEER R ZER6ANMANTR. R
FE B RTAEE 4 40 BART, AEHUAY R A 52K A WAL B AT
R A L 2 IE An 2 E A AR B HEATIROE, N R T ULFE
NIE, A R ZE K R AR IE 5 B R R

5.12.5 AIEZFEA T L B 5.12.2 Bk By, AIENLA R LB
T T 3 A ok 8 A R AL

512.6 X TWETAZ, AEVAGER R TF & Ee, AR
WA KNE SR RFEATGEA L HIAE, LB T
B AL

(1) BB ®ZALKI EAFFE R 3 BOAEIE S
Bie . R0 E

(2) RIEALNEERRKAERE, PHET K. /NN
ik 36, B B 1F 0

(3) AIENAGE L T Wi B A% o Y AL 60 JF 3 DL SE i, o]
T 1 W B AV B A AR

6 WNIEEBRIIAERRE

6.1 %M

6.1.1 AEANLA R F X B HEH T, ER KL
#4E | TTSMS AR IE B Fh b AR £, DA B AL IE B Fo A i Ar
HEHEEY HEIE.



6.1.2 FRIEAL 23V LATE AR 5 & 2 Bl ITSMS A IEIE
FOAERR L, FEZOAMENA N EE . AEIEH A TH 7 H
B, WEHEEYE, T EKSE R AL fA AR .

6.1.3 JRIEA LN U ) &5 H x S5 4 EF ) ITSMS 1A
AR &, 2 A W FRIE 4L 4038 33 ITSMS A A ENA 4 R4
DN, 77 " F ITSMS hiEArE. FRIEA 8 A 55| F ITSMS A
EIEH . MEFREHMEAXF. 5, "RPARANEEBRA
FR %3 32 A I

6.1.4 AIENLA K FIRIE 4 B ok 7 #F F A 4 Fo A AT
Ry, NS ERIRIEA S LR B M B, TR R A
EFA.

6.2 KIEIE

6.2.1 ATEALAL RE K B 18] A IR & 2 A A B Sk e 4 4 ELIAE
5, JAEE B R R K N 34

6.2.2 TAIEIE P A M By AL E B B R AEE S A% B, A
TEAE 5 B9 45 K B3R B4 AR B BB

6.2.3 X F & G 7 R AIEE B BB BT 5T AR AR R E B, R
TE4L A8 ITSMS TAEEH 2| H1 )5 B 20 ko, HZRGHEX N
AEEF, H AL N EAGEE B 4t B E— A E
Yook B F o 3 A

6.2.4 45K ITSMS TAIEIEH MR T — MNMAEIE B 45, A
I 4 5 NLEE — 2 AL, BRI LIS C.



6.2.5 AIEIE & 4 A R A ESR WA 8, TAIEIEH AL
R .

6.2.6 ANIEIEH 9fE RN E L. HH, ~7ERT, HFED
A2 DT

(1) RIEA L L. G— G ARG, EAmaE. AL
v BT B 32t & %mﬁ,ﬁwﬁ%rmMS%izﬁﬁ Pl F 3 A

ﬁ%%i%%ﬁ%%%mﬁ@“,
D ONIEIE A A R I B3 B, FEASEAE A5 T s B3 A
JoLE Hﬂiﬁbiﬁﬁﬁ%l% B 37 P .

(2) R ITSMS FiB 20 & . MEWEE; BEF
NI BT AR LB AE TR B, B A R B O L (A B );

(3) AEAR I B A AR Y ISO/IEC 20000— 1 F7 3K A #y 2% i
R A TREATES

(4) AIEIES &K B 1 Fog 2 0k B 8, JAEE$ it B
RIEA RS EHEX W E TR EFTF LRGSR T RERH
7GRS

(5) AEIEH 45 (& — 8RR );

(6) AEFLIG A Fe. Hudk;

(7) NEFFRE . MK BN AR IR FOA R E M-S (3 B );

(8) AIEIEF1E B RO BR At £ R 47.

6.3 NIEARE

WIENLAY B AT HE BAEAR S 09 XA, XF i, 5%



RO ATBEANAE, T EEHEXSG— 08 B INEAR S
H A TEALRE B AT #) 2 A A AR S E B A L, R
HAKSEE, TRARMLSEERN.

7 WNEIEBRE S, BEEFEH

7.1 &0

WA EAAE L 5L SE A EE 5 B 4% . 4 Fr it 4 B XL
WEREE, TEHEETE. BT AEES.,

7.2 NIEIE T B 1%

7.2.1 FRIEA AR L THER Z — 0, EVA R EEEZ E
SH WEEHIAEIES, FEOR AR R

(1) ITSMS £4 %™ & 1% LA EE R, @3 ITSMS X
5 S F A E B

(2) A i & ITSMS & Fl i E M E R, HARB AR
B4

(3) 25 56 REARMFAELWATHEAT, H¥kTERE
B

(4) E4EATHEE T AERE EEAE, RFR
YRS MERSN: IR

(5) FAHMS ITSMS TAIE & Bl A K AT B o X, B
45 % 13 K

(6) 7 fe 1% P8 AL 2 1y B [e] J6) P& 52 B A% 09

(7) AR¥%AE KA EH T o5 15 RAF 0 AEIEH A X



B R, BIFEAIEIES AT & A

(8) A, BATINES [ 24 €0 5t f X 41

(9) A RATHME W17 A= b B

(10) X4 518 REARRSA X B R HIFH;

(11) EhFEREFH;

(12) BB HAZE X AN EAFENHY EREREE 3N
FI A 58 BB 1IE 6 ;

(13) FAth J 42 A EIEF Y.

7.2.2 AENLAY FARYE H AT 0 R fo M A R AR IR, H
TR ERKAFEL6ANH.

7.2.3 = E, ITSMS AIEE$ 2 o Lok, Anfkif 4 4%
BUA 3 2 B 36, 3 RCH 17 09 R B T BR B, AAEANLA AR &
HAAEESS , FFOR B A N IEE

7.3 INIEIE T B A

RIEA LA UTEH Z — 8, KRN R 72 R 548 K15 B HF
WEMEE S H B AR, R E A0 M E 3

(1) B4 B B TR A 3 B SCHR Y

(2) # “BRLUVERAEREATZA” 1 “GRFE 7

NTEHEKE4 BN,
(3) AIEIEF &= R B, 253 E L5 5
R B A A2 Y

(4) ITSMS J AT 4T % B F B 12 47 4 8



(5) HAth B HUAH AEIE B &Y

7.4 NIEIEP 69 24K

TRAE 4 28 % o W 3F A BARFAGEIE B B, A IEALA B A AT
BHREETERFEEN G, EHL MRS, 0K EAHEMIEE.

8 HiIF (i) AbIE

8.1 TAIEAAY R 2 57 JF 5L S AL B B (3%03F ) LB R L
WIEZFEA AR E A 7 W, = LR A EAAR 3 0 #f. £
T4 B A0/ A SRR A2 Foih SR 2 A R WA, ¥ DAR A ENLAY
e B/

8.2 WiF (#F) Wk WEFsk 2 A P& s st A/
/A, AENAE A FE A (RIFAD). #HifF (3/5F) F
R ERSYTAS VRT3

8.3 AIEALA AL KB, A AR FIF (FF), KK
SCENMIER ., A (FRF) WAERE, NEEHIF (%
W) FRAERMARMEL, REHLFZoRE, FNE 60 H N
BAEERAEE A (FIFA).

9 FEREAASHRE

9.1 TAAEAAY BLEE 5T FF SE it SR AL B A IEAE BB . 1%
PEZANZ X TIMEE B ERAER, Zo EHRAEMEXE &
Z D

(1) E—FETERE;



(2) HeFERE;

(3) BRI A IE S

(4) AEIEH R A

(5) Hfihr 4z & B4z K.

9.2 KIEMAG R E D E R EAZ LA 3 B, ¥HZIR L
WEFAEZ.

9.3 AIEHAEM K AIEIES &, MR A 10 B f ¥ IE 4
EXPRER S fEASE SN

IAENL AL B 38 3 2L ol B L R, A R A1 A
EHARENT X, A EREE “EZOAEE” 8 “2E A
T EAERETE (hem ) BEHER.

9.4 TAEAA BL 3 W 3k 5 HA T AT AR A
EA AL LB {E B, B AL EPe, TN AL H
HAE A IR, JOEN R EE F. R, EHAEIES X B R
2ATAEE W, #HAER)FmERGHEREEREEFAEZ,

10 TAIETE3R

10.1 AIEALAY L ZE 3L AR A GEIE 3 AIEFERH A A% B 77
I, EFMEED RN BIF L EREF. I E FHRAAEIE
A mws 2 HA2FN b, SRHIEH . fEE B R L,

10.2 AIEIRRKM B 5. EH . T, DIEEIEEFFEA
M. AEIL R HEE R T

(1) AIEHIFH;



(2) AIE W F T # L

(3) AIEEF;

(4) WA F, A LGPy E (&)

(5) WAL et R Bl (HERLR);

(6) HZiTL;

(7) B RAREWER %;

(8) g & L0,

(9) A fFaHhE Kb,

(10) ®WHZR4E;

(11) AIE 3 F LK,

103 FENEEH AN, AEFHSEETETREEE
HOAIEIR . W%, NARFRAREEBANEME, AR X
HRAE (BTFELZEY AEHNET XU GG, £FREE
B AL K E D

(1) SAiEH i $;

(2) AIEEF;

(3) FZITL;

(4) & RRSVUEE|%k;

(5) FEEHE;

(6) AIERZE W ik,

10.4 SAIEE 3 PLAEF F X, VLB T XA RAR A AL R
Iz 3R Bl A O] G 8 9 O K



10.5 4 7 IESEIAIEVE 0 9 5L, B T AGEALAY BEPR 35 Lk A
TEAR AN, TR 4 28 B ¥ 77 AR 45 A R A8 B el A GEE 3K
Z D

(1) AIEEF;

(2) FZITR;

(3) B. RARLUWER %;

(4) FFFEHRE KR B o4 fn 2] E 4 ;

(5) BAZMAE;

(6) #fe. HWAHEmM (& B).

11 Hftk

11.1 FNEAR BRI

N EHLAY B 3% PR B KA M K A 0 E BAR ORI AR B AR
TAEER, EEMENBRIAE, BRAERIEA MY KL KE
BTN GE.

112 A%

IENLA R ZE L M XL A E R )T, BREDF
4T ITSMS A IE FF & 1 1, S5 it o9 305 o A% . 1 30 8 4% B 3 X AR AL
N PATHE LN B 2, FERIFAE PR Tt

11.3 B4F#E

NIEHLH R AR AR B A B KA W 2 41 40 2 4 0 3 AR ALY 52 7
W AT IR VE 20, 57 22 K 0 B JE] Y e AT IR DU X B ITSMS
WIETE 20 7 Y F R R BUR A 2 IE 0, USRS & AR AU



K,

11.4 ITSMS# KR %

11.4.1 EHLA T 28 L3R 4 ISO/TEC 20000— 1 F AT AR 4
EREREEARE ITSMS XM, JTRENIH L fnE HIFH, &
By P e R E AR R XM RRBATIRR S,

1142 A#HRBAN 3508 %, 25 3 AL ITSMS BRIk 5
BN, 2 5 WA RO TEAAL 2 HE 4t 2 1% 20 28 0 B AZ 2 A
7S 21

11.5 AIERER A

IIEALAG RL ™ 4% 5 (P S AR FEREHREZL2E) o (F
PAREMER G 23 FHREZNER, EFEAREME
3 W IT & ITSMS A IE7E 30 i B o 7= A8 19 B A5 B fo k48 AL 4
ERNHFW, #RE EBELTARET T AR,

12 B0

12.1 Rz BB

12.1.1 AIEA R : 8N FENEE AR, BRIAENA B
FEBAR.

12.1.2 AEEFEA: HFIAEF#EZ AL FZHAL.

12.1.3 ITSMS AIE Y 475 Bl : LL5 ITSMS A 48 24 * it
T2 o 6 P O ARRALE B 48

Er AR SR B KA 5 1E BBORRSEEARBE AN RS,
AR, AR 56 B MABARIE “BORGER” “AT” %,



12.1.4 AiEdH: —NEFKATHRAENAE N THRLE T8
WIEIES , A 5 — A B IR IA T A RN UK B9 IAT A 2
E IR ZNEE .

12.1.5 BAZEE: KR TR — K TEA RN E KRR A
Bt 7 E Ry EF A

12.1.6 Mg w AL mtE: HALEE B — o, BIEAE RSN
B KK AP 18] 52 % A% E 2 B BT A B ]

12.1.7 % & AIEZFE AR RS 0t DU 2080 21T 4%
EIERRS R, ZHAEFEE S HWWEREK, HT 20
HERGIT, Pl RENE, NG %E.

12.1.8 FENFE: FHERRRZEATHERNE N T
&
i EELEE R T AL

— AR R T RS A &KW% LR E RGBS
= 4R

— 2R FEMER —BRRF AT R, THEKAFTERAER
B, MR —TU" EL 6.

12.1.9 B E6: Ao mEERR EATHE RGN0
e

12.2 TAIEAT B R 2 30 1] ¥ DAAR B8 A A0 U B 40 2 8 BEAR &
WIEVE o0 K W B S, RIFFEFNATH, NARKERAAIE.

12.3 AHN i B KA W& 5



ik A

1l:louxil:i7kﬂli% @ﬁifzﬂﬁ\lﬁﬂi%{ 1L i 53\

e

GRS E AR R L 4556 B X9 H 25 K, 3#

KA.

KA FEREARSEEERR ML FEE 2 X

X% | #& FERE AENE

0101 | ERAZEEML |BERAREWE. ARIMRSF.

o loles | EEFRGER TR AERGET. AR
ppeps ' vt FFRMRG  SRESAT RO, ISR
withr | ovos | SRR gt Frms.

01.04 | 1 BHEABWMS |0k th R oy % 0 BOE MR-
BUBEE T HEENEELHT 5
A ERE R R Bk
0201 | WARARRIMS |RRIGT TERARSAS, DA%
RAERMS . RAENR SRR
0 b AP RRERBS S,
4 AR H
JEpessn e
SR | % — Fu &
0202 | AEEARRAME ZEORE DRERA. HERA.
GES-ES
03.01 %ﬂ%%éﬁ/ﬂﬂlﬁﬂﬁ%‘ ﬁ%g% % f'fi%%—%%jﬁﬁl"?]é\é’ﬂ/ﬂﬂ
g |30 | st eawes |GEEITREESRAREDEEN
it [ 0303 | BEAGTEEE [HERARTRIHEEARS.
03.04 | HAFTRMMIS |XHH AT K5 U 0 RS
03.05 | AN G 422 iR 5




A% H K FRAR PRAR
04.01 B ML =W H . K. W&
' EATHEYP RS | SR EERS.
TENRENTRE. NHEE. &
\ AR A& B ok & Rt bR
04 04.02 | BEFEATHEF RS |G BSURE R B R EHR S
AT B WidE. BEALTE. M AR AR L A K
BB 4 3 M5
s Al B fo L F A S L FR
il Bkl T O E T ET VS
04.04 Hufs Bk
‘ FATH RS
AT R
> ! L JH ﬁh' ) G
05.01 RIS\ o s 35 2 o 92 7 1 IO
AE— B K A X 5 B
W E VRS, B gEfEEE
‘ GHEZATFN L 2P, AFEAR
05.02 - pIn ZamE., HEZA2RE. sgse
Tit. ZedEE. AT EFULELAL
05 BRI HE.
2 R 4% ‘ ﬁ%%ﬁA$ﬁ%%Fm&%b%%
05.03 TR e, ENEW ST eE R —
ZU AT ).
FHA5 B2 G0N SO 2 ok 9 58 2807
o %ﬁ&ﬁﬁTiﬁéﬁﬁé,%%ﬁ
05.04 KR & iﬁ%k%%a}%&ﬁ&%Ki%
gﬁ&ﬁﬂ 2R A E 2 Foif
05.05 H A RS o
06.01 | BT RS IERS |RTHESENN LFHEFEERS.
06.02 Bz E RS B AR Th a HRS
06 B X5, UM% BEFEEAR
4w | 06.03 By A xﬂﬁ%%&ﬁﬁﬂmlk@ 1z A
Rk %- i RS-
06.04 | ¥ 8/ RSB MRS | PF P i B S-
06.05 | HAk L k2 R%

Ee NIENA R ETFE A FFE ITSMS AIEEDr, TR A 8 Fxt
AE N 45 Bl — 3 4.




ik B

{5 BB NR S5 5 PRAA R ONUETH RN ] 2R

W A B e W A B e
ERAE Z1HBR+E20B HBEAK F1E+E2HE
(AH) (AH)
<15 35 176—275 10

16—25 4.5 276—425 11

26—45 55 426—625 12

46—65 6 626—875 13

66—85 7 876—1175 15

86—125 8 > 1175 WE R A
126—175 9

i

LABABEIEMETRE NS ZNFTAAR (GENERAT) . A
ELEABEZAFEEAR (BEZFTHEAR. BHARSEEHAR)
Ao FEIR N B M N HE R A EA

2 EEEAR (BEZTFTHEAR. IEHARFOEEAR ) foFERA
PN SN B T, VIARYE L SRR AR/ B AR T DA g ) B3 B R K
RPN

BAMEZRFEAE R TEME (BIERIE) ZH W AL BT 7 DL NA K
W8 BAR R LW AZ B[], {84238 & W AZ 37 BT 2 ) BT 46 5% o 5 34 B ) 1 o
N B E AR R ANIEFAZ B ]




ik C
ITSMSIAIEUE PS4 S 0]
C.1 ITSMS AEE 4 %55 d A ENA R A . K IEF4R 5 . ITSMS 45 .
BT 5. ERE . ATAH AL f Tl B Sk, BT

XXXX XX IT XXXXX RO (1.2, ) XX —X
IAEHLAY

&7 KRG ITSMSH 5 Wi 5 I 3 WA FIERS

% 3 FT 4L 41
B FIE RS
K5 £
wmEMK, &
FUEHRETE
T H R

=

=1, —

B 380THFU
AR A, KELIAFTA
’6%7\5 “OO no

J& B R AAN RN B P A IE AR5
AIKAAIE A RO, F—R B IAIEHEIE K
Rl, # B INEHIEA R2, -

—AMRAEHUAG % 4 & ITSMS A AE 6 87
Z4it5: 00001, 00002, -

INIEE 3 BT B 4 R 5 IT 4 ITSMS,
PAEIE B & & FE4: 25—2025, 26—2026, -

A FAAE AL A N AE NG 5 F =/ WAL 3 F RE R AK T 5 SN EINEAAG K FHAE AL #E
BT EZHFHERAS, TR, B0 AL,
AR o 5 B 4 5 45 “CNCA—R/RF—F-40 — i K 57,
*R%TW FIAEAAY , RF 5k 78 SN PR EAAY , -1 4 44 [ 4 45
mﬁﬁmwﬁ SN ENAE 2 Bl IR AT . WEPCAENAIRAD A iZIA



TEAAL 3tk 5 By 3 B AL P B 40 F B R AT ANFOAENA R A 4
FH BN 8 5 0y B 3 M hrfa 40 7 B K 5, A R3MLH, BHLLO
ML,

C2 BM— ML NEREEZ LN FENLTIES R, TIE
BRmENEENEEB R T Em L —FF 5, o—1 (—2, —3, - ).

C3 AN L NGEER, AEEP 4T P o GEHAIES . £
@5 WF 5 FAEIE 0 A SR AR, N SR IE .

C.4 AL AL B #ZAIEIE S, # CAME EHR T AIEIEH 4% 5,
FRAAIE A <RO”, & — K FAEA“RL”, & K FAEH“R2”, R LK,

C.5 HAIEEH B, B AEEH &S EilE, FHER.



	1 适用范围
	2 认证依据
	3 对认证机构的基本要求
	4 对认证人员的基本要求
	5 认证程序
	5.1 认证申请
	5.2 申请评审
	5.3 认证合同及相关责任
	5.4 审核方案和审核策划
	5.5 实施审核
	5.6 初次认证审核
	5.7 监督审核
	5.8 再认证审核
	5.9 特殊审核
	5.10 不符合项及其验证
	5.11 审核报告
	5.11.5 对终止审核的项目，审核组应将终止审核的原因以及已开展的工作情况形成报告，认证机构应将此

	5.12 认证决定
	6 认证证书和认证标志

	6.1 总则
	6.2 认证证书
	6.2.1 认证机构应及时向认证决定符合要求的组织出具认证证书，认证证书的有效期最长为3年。

	6.3 认证标志
	7 认证证书的暂停、撤销和注销

	7.1 总则
	7.2 认证证书的暂停
	7.2.1 获证组织有以下情形之一的，认证机构应在调查核实后5日内暂停其认证证书，并保留相应证据：

	7.3 认证证书的撤销
	7.4 认证证书的注销

	8 申诉（投诉）处理
	9 信息公开与报告
	10 认证记录
	11 其他
	11.1 认证标准换版
	11.2 内部审核
	11.3 同行评议
	11.4 ITSMS技术服务
	11.5 认证数据安全

	12 附则
	12.1 术语及释义

	信息技术服务管理体系认证业务范围分类
	信息技术服务管理体系认证业务范围共划分为25个中类，详见表A。
	01.02
	01.03
	01.04
	02.02
	03.02
	03.03
	03.04
	03.05
	04.02
	04.03
	04.04
	05.03
	05.05
	06.02
	06.03
	06.04
	06.05

	信息技术服务管理体系认证审核时间要求
	ITSMS认证证书编号规则

