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Skill Area and Skill Proficiency
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Skill Area

Job Category: IT Service Management
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Skill Area of IT Service Management

Specialty Field Skill ltem
4 )
eRelevant Knowledge I eProject Management

Knowledge of Relevant Regulations, Corporate Ethics, Contract Management, | Project Integration Management, Project Scope Management, Project Time

Criteria and Standards, Management, Project Cost Management, Project Quality Management,
— eCustomer Interaction |
(@) . ) . . 3 Project Human Resource Management, Project Communications
o Customer Relationship, Relationship Management of User Departments, . , .

Formulation of Systemization Strategy, User Service and Support, Customer . Management, Project Risk Management, Project Procurement Management
O Satisfaction Management, |
Q ePersonnel Management eLeadership
8 Personnel Plan, Personnel Employment and Deployment, Skill Management, | I Leadership

i i Mechanism Creaton and Personnel Deployment, Human Resource |
o A" SpeCIalty Fleld Development, Mental Health, Coaching . . .
< eInformation Assets Management I eCommunication
(0)) Purchasing of Service and Equipment, Cost Allocation, Assets Management, ! 2-Way communication, Transmission of information, Organization and analysis
2. eTechnology and retrieval of information
—_ Computer Science Fundamentals, Computer System, Platform Techniques, '
C'_D.- Database Technology, Network Technology, Intemet Technology, System
3 Development Technology, Security and Privacy . eNegotiation
eBusiness Manggement . . ] Negotiation

System  Operational Management Techniques, Business Continuity *

Management Skil, Organizational Integration Force, Supplier Management, |

Quality Control, Risk Management

A

3 oIT Service Management
8. IT Service Management Installation Planning, Security Management
g‘l eService Delivery
o Service Level Management, Availability Management, Capacity Management, Financial Management of IT Service, Continuity Management of IT Service
o
& | Operation Management | eService Support
8 Incident Management, Problem Management, Change Management, Release Management, Configuration Management
E.i gm
O eFacility Management
% Knowledge of Safety Management such as Crime and Disaster Preventon Measures in Data Center Facilities, Basic Knowledge of Facilities
= Management Related Regulation and Standards, Equipment Management
o]
3 \_ -

Skill Area and Skill Proficiency
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System Management

K Business Administration of IT Service Management \

Work Flow Analysis of IT Service Management, Installation and Setup of Operating Application Management System, Administration of Operating Application
Management System
e Application Management
Driving Control, Operating Methods during Failures, Performance Management, Configuration Management, Acceptance of Application System
oSystem Platform Management
Platform Design Architecture as Common Infrastructure, Platform System Management, Acceptance of System Platform

eDatabase Management
Database Design Architecture as Common Infrastructure, Database System Management, Acceptance of Database System
eNetwork Management
Network Design Architecture as Common Infrastructure, Network System Management, Acceptance of Network System
eSecurity Management
k Security Techniques, Collection of Latest Security Information /
\_
ePlatform Operation
Platform Techniques (Hardware), Platform Techniques (Software), Platform Products Knowiedge
eNetwork Operation
Network Operation, Network Products Knowledge
Operation o|T Service Operation
Business Knowledge, Business Application System Operation, Job Schedule, System Monitoring, Runtime Environment Management, Failure Management,
Forms Delivery, Media Management
o Staffing
L Maintenance of Quality and Skills, Work Schedule Management )
4 .
eCustomer Support Skills
Human Interaction Skills, Listening Skills, Conversation Skills, Writing Skills
eKnowledge Management
Significance of Knowledge Management, Knowledgebase, FAQ
eKnowledge of Infrastructure for Support Center
Computer Telephony, Call Tracking System, Incident Management System, Knowledge Management System
Service Desk olndi_vidual Activity
Business Knowledge
eStaffing

\

Maintenance of Staff Quality and Skills, Work Schedule Management
eService Desk Management Index

Measurement Index, Monitoring Techniques
eService Support

Incident Management Process

<Note> Important skills and knowledge for IT professionals are marked with “X” in skill dictionary (corresponding table of ITEE) even if that skills and knowledge are not belonged to the specialty field in the job category as

IT Service Management.

Skill Area and Skill Proficiency
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Skill Proficiency/Knowledge ltems

Job Category: IT Service Management

Specialty Field: Operation Management

ITSM-5
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eRelevant Knowledge
[Knowledge ltems]

-Knowledge of Relevant
Regulations
-Corporate Ethics
-Contract Management
-Criteria and Standards

Level 7

1

\ Able to make judgment based on guidable and advanced specialty, related to
| knowledge of relevant regulations, corporate ethics, and contract management,
| as a person responsible for operation management with 250 or more staff or an
! annual contract value of 2.5 billion yen or more.
|

1
. Able to make judgment based on guidable and advanced specialty, related to
. knowledge of relevant regulations, corporate ethics, and contract management,
| as a person responsible for operation management with 150 or more staff or an
: annual contract value of 1.5 billion yen or more.

1

1

! Able to make judgment based on guidable and advanced specialty, related to
1 knowledge of relevant regulations, corporate ethics, and contract management,
| asa person responsible for operation management with 75 or more staff or an
: annual contract value of 750 million yen or more.

1 Able to make judgment based on advanced specialty, related to knowledge of
relevant regulations, corporate ethics and contract management, as a leader of
operation management.

Able to express an opinion based on specialty, related to knowledge of relevant
regulations, corporate ethics and contract management, as a member of
operation management.

Skill Area and Skill Proficiency
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eCustomer Interaction

Able to provide customer interaction based on guidable and advanced specialty,
related to customer relationship, relationship management of user departments,

Skill Area and Skill Proficiency

Level 7 ' and formulation of systemization strategy etc., as a person responsible for
[Know|edge |tems] operation management with 250 or more staff or an annual contract value of 2.5
' bilionyenormore.
-Customer Relationship Y | . . . . ,
-Relationship Management of User : ! Able to provide customer interaction based on guidable and advanced specialty,
Departments | , related to customer relationship, relationship management of user departments,
-Formulation of Systemization : Level 6 i and formulation of systemization strategy etc., as a person responsible for
Uir r?tSeSr)\//ice and Subport 5 ' operation management with 150 or more staff or an annual contract value of 1.5
-Customer Satisfactioﬁp | , bilion yen or more.
Management T T
é . Able to provide customer interaction based on guidable and advanced specialty,
g : related to customer relationship, relationship management of user departments,
é Level 5 | and formulation of systemization strategy efc., as a person responsible for
| 1 operation management with 75 or more staff or an annual contract value of 750
| . million yen or more.
| 1
E | Able to provide customer interaction based on advanced specialty, related to
é ! customer relationship, relationship management of user departments, and
E Level 4 ! formulation of systemization strategy etc, as a leader of operation
i I management.
; |
N T TTTTTTTTTTTTTTToTTTTTToTToToToTToToos
| . Able to support customer interaction based on specialty, related to customer
é 1 relationship, relationship management of user departments, and formulation of
E Level 3 : systemization strategy etc., as a member of operation management.
| :
ITSM-7

©2010 Ministry of Economy, Trade and Industry. INFORMATION-TECHNOLOGY PROMOTION AGENCY, JAPAN



Operation Management

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]

Able to carry out personnel management based on guidable and advanced
specialty, related to personnel plan, skill management, mechanism creation and

Skill Area and Skill Proficiency

ePersonnel Management Level 7 personnel deployment, as a person responsible for operation management with
[Know|edge |tems] 250 or more staff or an annual contract value of 2.5 billion yen or more.
-Personnel Plan S e S
-Personnel Employment and | ! Able to carry out personnel management based on guidable and advanced
Deployment ! , specialty, related to personnel plan, skill management, mechanism creation and
-Skill Management ; Level 6 . personnel deployment, as a person responsible for operation management with
-Mechanism Creation and ' ' 150 or more staff or an annual contract value of 1.5 billion yen or more.
Personnel Deployment ; :
-Human Resource Development . !
-Mental Health R -
-Coaching | Able to carry out personnel management based on guidable and advanced
: specialty, related to personnel plan, skill management, mechanism creation and
Level 5  personnel deployment, as a person responsible for operation management with
| 75 or more staff or an annual contract value of 750 million yen or more.
I
I S
| 1
é . Able to carry out personnel management based on advanced specialty, related
! ! to personnel plan, skil management, mechanism creation and personnel
| Level 4 ' deployment, as a leader of operation management.
| 1
| 1
| 1
N T Tttt
} | Able to support personnel management based on specialty, related to
é ' personnel plan, skil management, mechanism creation and personnel
E Level 3 ! deployment, as a member of operation management.
| 1
| 1
ITSM-8
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eInformation Assets Management
[Knowledge Items]

-Purchasing of Service and
Equipment

-Cost Allocation

-Assets Management

Level 3

Able to carry out information assets management based on guidable and
advanced specialty, related to purchasing of service and equipment, cost
allocation and assets management, as a person responsible for operation
management with 250 or more staff or an annual contract value of 2.5 billion

1 Able to carry out information assets management based on guidable and
\ advanced specialty, related to purchasing of service and equipment, cost
allocation and assets management, as a person responsible for operation
management with 150 or more staff or an annual contract value of 1.5 billion
yen or more.

Able to carry out information assets management based on guidable and
advanced specialty, related to purchasing of service and equipment, cost
allocation and assets management, as a person responsible for operation
management with 75 or more staff or an annual contract value of 750 million
yen or more.

Able to camry out information assets management based on advanced specialty,
related to purchasing of service and equipment, cost allocation and assets
management, as a leader of operation management.

Able to support information assets management based on specialty, related to
purchasing of service and equipment, cost allocation and assets management,
as a member of operation management.

Skill Area and Skill Proficiency
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]

Able to carry out technical problem solving based on guidable and advanced
specialty, related to intemet technologies and computer system, and etc., as a

Skill Area and Skill Proficiency

.TeChnOIOgy Level 7 person responsible for operation management with 250 or more staff or an
[Know|edge |tems] annual contract value of 2.5 billion yen or more.
-Computer Science Fundamentals A P 7 777777777 S S
-Computer System | ! Able to carry out technical problem solving based on guidable and advanced
-Platform Techniques ! , specialty, related to intemet technologies and computer system, and etc., as a
-Database Technologies ; Leve| 6 : person responsible for operation management with 150 or more staff or an
-Network Technologies i ' annual contract value of 1.5 billion yen or more.
-Intemet Technologies : :
-System Development Technologies | !
-Security and Privacy T -
| Able to carry out technical problem solving based on guidable and advanced
: specialty, related to intemet technologies and computer system, and etc., as a
Level 5 ' person responsible for operation management with 75 or more staff or an
\ annual contract value of 750 million yen or more.
I
I S
| 1
é . Able to carry out technical problem solving based on advanced specialty,
! ! related to intemet technologies and computer system, and etc., as a leader of
| Level 4 ' operation management.
| 1
| 1
| 1
N T Tttt
} . Able to support technical problem solving based on specialty, related to interet
é ' technologies and computer system, and etc,, as a member of operation
g Level 3 ' management.
| 1
| 1
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]

1
| Able to carry out business management based on guidable and advanced

| specialty, related to system operational management techniques, business

Skill Area and Skill Proficiency

eBusiness Management Level 7 | continuity management skill, organizational integration force, and etc., as a
[Know|edge |tems] ' person responsible for operation management with 250 or more staff or an
' annual contract value of 25 bilionyenormore. .
-System Operatonal Management | [T | . .
Techniques | Able to carry out business management based on guidable and advanced
-Business Continuity Management 1 specialty, related to system operational management techniques, business
Skill Level 6 | continuity management skill, organizational integration force, and etc., as a
-Organizational Integration Force ' person responsible for operation management with 150 or more staff or an
-Supp_her Management I annual contract value of 1.5 billion yen or more.
-Quality Control !
-Risk Management e STt TT oo T Tommmm e mrmmm e m T
: | Able to camy out business management based on guidable and advanced
é | specialty, related to system operational management techniques, business
é Level 5 ! continuity management skill, organizational integration force, and efc., as a
i 1 person responsible for operation management with 75 or more staff or an
i \ annual contract value of 750 million yen or more.
e I o o e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e = 2
| I
i | Able to carry out business management based on advanced specialty, related
E | to system operational management techniques, business continuity
| Level 4 ! management skil, and organizational integration force, and etc., as a leader of
| ! system management.
! |
N b o
! 1
E . Able to support business management based on specialty, related to system
E , operational management techniques, business continuity management skill,
é Level 3 : and organizational integration force, and etc., as a member of operation
E | management.
ITSM-11
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Operation Management

Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

eProject Management
[Knowledge Items]

-Project Integration Management
-Project Scope Management
-Project Time Management
-Project Cost Management
-Project Quality Management
-Project Human Resource
Management
-Project Communications
Management
-Project Risk Management
-Project Procurement Management

[Job Category Common Skill ltem]

1

| Able to perform project management by carrying out project plan formulation,
| plan implementation and change control in collaboration with project managers,
| as a person responsible for operation management with 250 or more staff or an

I annual contract value of 2.5 billion yen or more.

Able to perform project management by carrying out project plan formulation,
plan implementation and change control in collaboration with project managers,
as a person responsible for operation management with 150 or more staff or an
annual contract value of 1.5 billion yen or more.

| Able to perform project management by carrying out project plan formulation,
: plan implementation and change control in collaboration with project managers,
1 as a person responsible for operation management with 75 or more staff or an
| annual contract value of 750 million yen or more.

Able to perform project management by carrying out project plan formulation,
plan implementation and change control in collaboration with project managers,
as a leader of system operation.

Able to perform project management by carrying out project plan formulation,
plan implementation and change control in collaboration with project managers,
as a member of system operation.

Skill Area and Skill Proficiency
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Specialty Field: Skill Proficiency/Knowledge ltems of IT Service Management
Operation Management

Skill tem and Knowledge ltems Skill Proficiency

Able to execute purpose by issuing orders and instructions to organization, as a
person responsible for operation management with 250 or more staff or an
annual contract value of 2.5 billion yen or more.

[Job Category Common Skill ltem]
el eadership Level 7
[Knowledge Items] i

-Leadership o , ) o
Able to execute purpose by issuing orders and instructions to organization, as a

I

I

| person responsible for operation management with 150 or more staff or an
Level 6 . annual contract value of 1.5 bilion yen or more.

:

I

I

I

| Able to execute purpose by issuing orders and instructions to team, as a person
: responsible for operation management with 75 or more staff or an annual
Level 5  contractvalue of 7.5 bilion yen or more.

Able to execute purpose by leading team, as a leader of operation

I

I

I

I

)
; :
! 1
! : management.
| Level 4
i 1
| 1
| 1
T i e —
} | Able to execute purpose in collaboration with other team members, as a
é : member of operation management.
| Level 3 |
| 1
| 1
| 1
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Specialty Field: Skill Proficiency/Knowledge ltems of IT Service Management
Operation Management

Skill tem and Knowledge ltems Skill Proficiency

[Job Category Common Skill ltem]

| Able to perform intemational communication based on guidable and advanced
1
eCommunication Level 7 !
1
1
1
1

specialty, related to 2-Way communication, transmission of information, and
organization, analysis and retrieval of information, as a person responsible for
operation management with 250 or more staff or an annual contract value of 2.5
billion yen or more.

[Knowledge Items]

-2-Way Communication

-Transmission of Information

-Organization, Analysis and
Retrieval of Information Leve| 6

Able to perform communication with multiple companies based on guidable and
advanced specialty, related to 2-Way communication, transmission of
information, and organization, analysis and retrieval of information, as a person
responsible for operation management with 150 or more staff or an annual
contract value of 1.5 billion yen or more.

Able to perform communication with other company based on guidable and
advanced specialty, related to 2-Way communication, transmission of
information, and organization, analysis and retrieval of information, as a person
responsible for operation management with 75 or more staff or an annual
contract value of 750 million yen or more.

Able to perform communication with other organization based on advanced
specialty, related to 2-Way communication, transmission of information, and
organization, analysis and retrieval of information, as a leader of operation
management.

Able to perform communication with other members based on specialty, related
to transmission of information, and organization, analysis and retrieval of
information, as a member of operation management.

Level 3

ITSM-14
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Specialty Field: Skill Proficiency/Knowledge ltems of IT Service Management
Operation Management

Skill tem and Knowledge ltems Skill Proficiency

[Job Category Common Skill ltem] \ Able to perform intemational negotiation based on guidable and advanced
eNe g otiation Level 7 | specialty, as a person responsible for operation management with 250 or more

 staff or an annual contract value of 2.5 billion yen or more.
[Knowledge Items] :

Negotiaion i fT0//tttt e o o
Able to perform negotiation with multiple companies based on guidable and

advanced specialty, as a person responsible for operation management with
150 or more staff or an annual contract value of 1.5 billion yen or more.

Able to perform negotiation with other company based on guidable and
advanced specialty, as a person responsible for operation management with 75
or more staff or an annual contract value of 750 million yen or more.

Able to perform negotiation with other organization based on advanced
specialty, as a leader of operation management.

Able to perform negotiation with other members based on specialty, as a
member of operation management.

ITSM-15
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Specialty Field: Skill Proficiency/Knowledge ltems of IT Service Management
Operation Management

Skill tem and Knowledge ltems Skill Proficiency

[Specialty Field Specific Skill ltem] i
o|T Service Management Level 7

Able to perform IT service management based on guidable and advanced
specialty related to IT service management installation planning and security
management, as a person responsible for operation management with 250 or

[Know|edge |tems] more staff or an annual contract value of 2.5 billion yen or more.

-IT Service Management
Installation Planning
-Security Management

Able to perform IT service management based on guidable and advanced
specialty related to IT service management installation planning and security
management, as a person responsible for operation management with 150 or
more staff or an annual contract value of 1.5 billion yen or more.

Able to perform IT service management based on guidable and advanced
specialty related to IT service management installation planning and security
management, as a person responsible for operation management with 75 or
more staff or an annual contract value of 750 million yen or more.

Able to perform IT service management based on guidable and advanced
specialty related to IT service management installation planning and security
management, as a leader of operation management.

Able to support IT service management based on specialty related to IT service
management installation planning and security management, as a member of
operation management.

ITSM-16
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Specialty Field: Skill Proficiency/Knowledge ltems of IT Service Management
Operation Management

Skill tem and Knowledge ltems Skill Proficiency

[Specialty Field Specific Skill ltem] i
eService Delivery Level 7

Able to perform service delivery based on guidable and advanced specialty
related to service level management, availability management, capacity
management, and efc., as a person responsible for operation management with

[Know|edge |tems] 250 or more staff or an annual contract value of 2.5 billion yen or more.

-Service Level Management

-Availability Management Able to perform service delivery based on guidable and advanced specialty

|
-Capacity Management : related to service level management, availability management, capacity
-Financial Management of IT ; Level 6 | management, and etc.,, as a person responsible for operation management
Service ! with 150 or more staff or an annual contract value of 1.5 billion yen or more.
-Continuity Management of IT
Service !

Able to perform service delivery based on guidable and advanced specialty
related to service level management, availability management, capacity

1

1

1

1

1

1

1

1

1

1

I

I

I

I

Level 5 ' management, and efc.,, as a person responsible for operation management

: with 75 or more staff or an annual contract value of 750 million yen or more.

I
N S S,
| 1
; . Able to perform service delivery based on advanced specialty related to service
é : level management, availability management, capacity management, and etc.,
i Level 4 ' asaleader of operation management.
| 1
| 1
| 1
| 1
T N
} : Able to support service delivery based on specialty related to service level
é ' management, availability management, capacity management, and etc., as a
g Level 3 ' member of operation management.
i |
| 1
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Specialty Field: Skill Proficiency/Knowledge ltems of IT Service Management
Operation Management

Skill tem and Knowledge ltems Skill Proficiency

[Specialty Field Specific Skill ltem] i
eService Support Level 7

Able to perform service support based on guidable and advanced specialty
related to incident management, problem management, change management,
and etc., as a person responsible for operation management with 250 or more

[Know|edge |tems] staff or an annual contract value of 2.5 billion yen or more.

-Incident Management
-Problem Management
-Change Management
-Release Management
-Configuration Management

| Able to perform service support based on guidable and advanced specialty

 related to incident management, problem management, change management,
Level 6 . and efc., as a person responsible for operation management with 150 or more

 staff or an annual contract value of 1.5 billion yen or more.

1

1

I

| Able to perform service support based on guidable and advanced specialty
: related to incident management, problem management, change management,

Level 5 | and etc., as a person responsible for operation management of 75 or more staff
1 or an annual contract value of 750 million yen or more.

Able to perform service support based on advanced specialty related to incident
management, problem management, change management, and etc., as a

I

I

!
i 1
| 1
| :
| 1
i Level 4 ' leader of operation management.
| 1
| 1
| 1
| 1
N T T TTTTTTTTTTTTTTTTTT
} | Able to perfom service support based on specialty related to incident
é ' management, problem management, change management, and etc., as a
g Level 3 ! member of operation management.
i 1
| 1

ITSM-18
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]

I
| Able to perform facility management base on guidable and advanced specialty
| related to knowledge of safety management such as crime and disaster

Skill Area and Skill Proficiency

.FaC"Ity Management Level 7 | prevention measures in data center facilities, and etc., as a person responsible
[Know|edge |tems] ! for operation management with 250 or more staff or an annual contract value of
' 25biionyenormore.
-Knowledge of Safety Management { |~ | - ) ,
such as Crime and Disaster | Able to perform facility management base on guidable and advanced specialty
Preventon Measures in Data i related to knowledge of safety management such as crime and disaster
Center Facilities Level 6 | prevention measures in data center facilities, and etc., as a person responsible
-Basic Knowledge of Faciliies  for operation management with 150 or more staff or an annual contract value of
gﬁn%ng?airgzgs related - Regulation E 1.5 billion yen or more.
-Equipment Management e TSt oToTTTTTTTTT T m e mmm T
: | Able to perform facility management base on guidable and advanced specialty
é | related to knowledge of safety management such as crime and disaster
E Level 5 ! prevention measures in data center facilities, and etc., as a person responsible
i 1 for operation management with 75 or more staff or an annual contract value of
i \ 750 million yen or more.
e | o e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e - -
| I
i | Able to perform facility management base on advanced specialty related to
E | knowledge of safety management such as crime and disaster prevention
i Level 4 ' measures in data center faciities, and etc., as a leader of operation
! I management.
| I
e e o o o o e — -
! 1
E . Able to perform facility management base on specialty related to knowledge of
E , safety management such as crime and disaster prevention measures in data
é Level 3 : center facilities, and etc, as a member of operation management.
| 1
| 1
ITSM-19
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Skill Proficiency/Knowledge ltems

Job Category: IT Service Management

Specialty Field: System Management

ITSM-20
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eRelevant Knowledge
[Knowledge Items]

-Knowledge of Relevant :

Regulations !
-Corporate Ethics |
-Contract Management ;
-Criteria and standards i

| customer relationship, relationship management of user departments, and
Level 6 , formulation of systemization strategy etc., as a person responsible for system
' management with 150 or more staff or an annual contract value of 1.5 billion yen

I or more.
1

I

' Able to make judgment based on guidable and advanced specialty, related to
I knowledge of relevant regulations, corporate ethics, and contract management,

Leve| 5 1 as a person responsible for system management with 75 or more staff or an

I .
i annual contract value of 750 million yen or more.

Able to make judgment based on guidable and advanced specialty, related to
knowledge of relevant regulations, corporate ethics, and contract management,

Skill Area and Skill Proficiency

I

I

)
i 1
| 1
| I
| 1
i Level 4 ' asaleader of system management.
| 1
| 1
| 1
| 1
T e —
} | Able to express an opinion based on specialty, related to knowledge of relevant
é | regulations, corporate ethics and contract management, as a member of system
| Level 3 ' management
i |
| 1
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
e Customer Interaction

Skill Area and Skill Proficiency

I
1
:
1
Level 7
[Knowledge Items] i
[}
-Customer Relationship A P jifiﬁif_ifiififiiiiff 77777777777777 _777
-Relationship Management of User | 1 Able to provide customer interaction based on guidable and advanced specialty,
Departments :  related to customer relationship, relationship management of user departments,
-Formulation of Systemization ; Level 6 , formulation of systemization strategy, and etc., as a person responsible for
UStratSGQY_ 4s " : | system management with 150 or more staff or an annual contract value of 1.5
-User Service and Suppol ; bill _
-Customer Satisfaction . , Dion yenormore
Management T -
| Able to provide customer interaction based on guidable and advanced specialty,
: related to customer relationship, relationship management of user departments,
Level 5 ' formulation of systemization strategy, and etc., as a person responsible for
i system management with 75 or more staff or an annual contract value of 750
| million yen or more.
__________ -
i 1
; . Able to provide customer interaction based on advanced specialty, related to
é ! customer relationship, relationship management of user departments,
i Level 4 ' formulation of systemization strategy, and etc., as a leader of system
| 1
i 1 management.
| 1
| 1
N T T Tttt
} | Able to support customer interaction based on specialty, related to customer
é ' relationship, relationship management of user departments, formulation of
g Level 3 ! systemization strategy, and etc., as a member of system management.
i 1
| 1
ITSM-22
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
System Management

Skill tem and Knowledge ltems Skill Proficiency

[Job Category Common Skill ltem]
ePersonnel Management

Level 7
[Knowledge Items]
-Personnel Plan
-Personnel Employment and Able to carry out personnel management based on guidable and advanced
Deployment specialty, related to personnel plan, skill management, mechanism creation and
-Skill Management Level 6 ! personnel deployment, and etc, as a person responsible for system

-Mechanism Creation and

management with 150 or more staff or an annual contract value of 1.5 billion yen
Personnel Deployment

-Human Resource Development | © ET?“_%' ________________________________________
-Mental Health
-Coaching Able to carry out personnel management based on guidable and advanced

1

1

| specialty, related to personnel plan, skill management, mechanism creation and
Level 5 . personnel deployment, as a person responsible for system management with 75

. or more staff or an annual contract value of 750 million yen or more.
1
1
1

1 Able to carry out personnel management based on advanced specialty, related
| to personnel plan, skill management, mechanism creation and personnel
I deployment, as a leader of system management.

| Able to support personnel management based on specialty, related to personnel
, plan, skl management, mechanism creation and personnel deployment, as a
Level 3 , member of system management.
[}
[}
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]

eInformation Assets Management

[Knowledge Items]

-Purchasing of Service and
Equipment

-Cost Allocation
-Assets Management

Level 7

Level 3

Able to carry out information assets management based on guidable and
advanced specialty, related to purchasing of service and equipment, cost
allocation and assets management, as a person responsible for system
! management with 150 or more staff or an annual contract value of 1.5 billion yen
| Or more.

' Able to carry out information assets management based on guidable and
:advanced specialty, related to purchasing of service and equipment, cost
allocation and assets management, as a person responsible for system
management with 75 or more staff or an annual contract value of 750 million yen
or more.

Able to carry out information assets management based on advanced specialty,
related to purchasing of service and equipment, cost allocation and assets
management, as a leader of system management.

Able to support information assets management based on specialty, related to
purchasing of service and equipment, cost allocation and assets management,

1
1
1
1
1
]
1
1
1
1
1
1
1
1
1
1
]
1
1
1
1
1
1 as a member of system management.
1

1

1

Skill Area and Skill Proficiency
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
e Technology
[Knowledge Items]

-Computer Science Fundamentals
-Computer System

-Platform Techniques

-Database Technologies

-Network Technologies

-Internet Technologies

-System Development Technologies
-Security and Privacy

Level 7
Able to carry out technical problem solving based on guidable and advanced
specialty, related to intemet technologies, computer system, and etc., as a
Level 6 person responsible for system management with 150 or more staff or an annual

contract value of 1.5 billion yen or more.

1
\ Able to carry out technical problem solving based on guidable and advanced
| specialty, related to internet technologies, computer system, and etc., as a
Level 5 ! person responsible for system management with 75 or more staff or an annual
: contract value of 750 million yen or more.
1
1

Able to carry out technical problem solving based on advanced specialty, related
to internet technologies, computer system, and etc., as a leader of system

Level 4 ' management.

Able to support technical problem solving based on specialty, related to intemet

Level 3

1
I
. technologies, computer system, and etc., as a member of system management.
1
1
1
1

Skill Area and Skill Proficiency
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
System Management

Skill tem and Knowledge ltems Skill Proficiency

[Job Category Common Skill ltem]
eBusiness Management Level 7
[Knowledge Items]

-System Operational Management

Techniques Able to carry out business management based on guidable and advanced
-Business Continuity Management specialty, related to system operational management techniques, business
Skill Level 6 | continuity management skill, organizational integration force, and etc., as a

-Organizational Integration Force
-Supplier Management

-Quality Control

-Risk Management

person responsible for system management with 150 or more staff or an annual
contract value of 1.5 billion yen or more.

| Able to carry out business management based on guidable and advanced
: specialty, related to system operational management techniques, business
Level 5 | continuity management skill, organizational integration force, and etc., as a
1 person responsible for system management with 75 or more staff or an annual

| contract value of 750 million yen or more.

Able to carry out business management based on advanced specialty, related to
system operational management techniques, business continuity management

)
i 1
| 1
| :
| 1
| Level 4 ' skil, organizational integraton force, and etc, as a leader of system
| 1
i 1 management.
| 1
| 1
N T T Tttt
} | Able to support business management based on specialty, related to system
é ' operational management techniques, business continuity management skill,
g Level 3 ! organizational integration force, and etc., as a member of system management.
i 1
| 1
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Specialty Field:
System Management

Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems Skill Proficiency

eProject Management
[Knowledge Items]

-Project Integration Management
-Project Scope Management
-Project Time Management
-Project Cost Management
-Project Quality Management
-Project Human Resource

[Job Category Common Skill ltem]

Able to perform project by camying out project plan formulation, plan
, implementation, and change control, in collaboration with project managers, as a

Level 6 . person responsible for system management with 150 or more staff or an annual
I' contract value of 1.5 billion yen or more.

Skill Area and Skill Proficiency

1
Management :
-Project Communicatons ;T TTTTTTT7 -
Ma_nagement | Able to perform project by camying out project plan formulation, plan
-Project Risk Management ' implementation and change control, in collaboration with project managers, as
-Project Procurement Management Level 5  person responsible for system management with 75 or more staff or an annual
 contract value of 750 million yen or more.
I
A .
| 1
i | Able to perform project by carrying out project plan formulation, plan
! ! implementation and change control, in collaboration with project managers, as a
i Level 4 ' leaderof system management.
| 1
| 1
| 1
| 1
N T T Tttt
i | Able to perform project by carrying out project plan formulation, plan
! ' implementation and change control, in collaboration with project managers, as a
g Level 3 ! member of system management.
i I
| 1
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System Management

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]

Skill Area and Skill Proficiency

el_eadership Level 7

[Knowledge Items]

-Leadership I o ]
! | Able to execute purpose by issuing orders and instructions to organization, as a
i 1 person responsible for operation management with 150 or more staff or an
| 1 e
i annual contract value of 1.5 billion yen or more.
| Level 6 y
| 1
| 1
N I S
! 1
; . Able to execute purpose by issuing orders and instructions to team, as a person
; | responsible for system management with 75 or more staff or an annual contract
é Level 5 ! value of 7.5 billion yen or more.

i 1
| 1
| 1
| 1
I Tt
5 ! Able to execute purpose by leading team, as a leader of system management.
i 1
| Level 4
| 1
| 1
| 1
T TSI
! : Able to execute purpose in collaboration with other team members, as a
| 1 member of system management.
| Level 3 |
i 1
| [}
| 1
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eCommunication
[Knowledge Items]

-2-Way Communication

-Transmission of Information

-Organization, Analysis and
Retrieval of Information

| Able to perform communication with multiple companies based on guidable and

. advanced specialty, related to 2-Way communication, transmission of
: information, and organization, analysis and retrieval of information, as a person
| responsible for system management with 150 or more staff or an annual contract

1 value of 1.5 billion yen or more.
1

I
| Able to perform communication with other company based on guidable and

I advanced specialty, related to 2-Way communication, transmission of
information, and organization, analysis and retrieval of information, as a person
responsible for system management with 75 or more staff or an annual contract
value of 750 million yen or more.

Able to perform communication with other organization based on advanced
specialty, related to 2-Way communication, transmission of information, and
organization, analysis and retrieval of information, as a leader of system
management.

Able to perform communication with other members based on specialty, related
to transmission of information, and organization, analysis and retrieval of

I
I
I
I
I
!
1
1
1
1
1
1
1
1
1
1
1
1
1
1
I . .
I information, as a member of system management.
1

1

1

Skill Area and Skill Proficiency
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
System Management

Skill tem and Knowledge ltems Skill Proficiency
[Job Category Common Skill ltem] :
1
eNegotiation '
9 Level 7
[Knowledge Items] i
-Negotiation S T 7 7 o 7 o 7_ 7777777 - 7 777777
i 1 Able to perform negotiation with multiple companies based on guidable and
i , advanced specialty, as a person responsible for system management with 150
} Level 6 . ormore staff or an annual contract value of 1.5 billion yen or more.
| :
! 1
! 1
M R — T
| Able to perform negotiation with other company based on guidable and
I advanced specialty, as a person responsible for system management with 75 or
Level 5 ' more staff or an annual contract value of 750 million yen or more.
I
I
I
I
T T T T
; . Able to perform negotiation with other organization based on advanced specialty,
é 'asa leader of system management.
| Level4
! |
! 1
! 1
N T T Tttt
} | Able to perform negotiation with other members based on specialty, as a
| ' member of system management.
| Level 3 |
! 1
! 1
| 1
ITSM-30

Skill Area and Skill Proficiency ©2010 Ministry of Economy, Trade and Industry. INFORMATION-TECHNOLOGY PROMOTION AGENCY, JAPAN
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
eBusiness Administration of IT Service

Skill Area and Skill Proficiency

I
1
1
:
1
Level 7 !
Management .
1
[Knowledge Items] :
Work Flow Analysis of IT Service | [~~~ G o o ]
Management 1 Able to perform business administration of IT service management based on
I . g q 0
-Installation and Setup of Operating 1 guidable and advanced specialty related to work flow analysis of IT service
Application Management System Level 6 | management, and etc., as a person responsible for system management of with
-Administration of Operating ' 150 or more staff or an annual contract value of 1.5 billion yen or more.
Application Management System |
I
i | Able to perform business administration of IT service management based on
i : guidable and advanced specialty related to work flow analysis of IT service
; Level 5 | management, and etc., as a person responsible for system management of with
5 | 75 or more staff or an annual contract value of 750 million yen or more.
i 1
| 1
R T T TTTTTTTTTTTTTTTTTITT
| | Able to perform business administration of IT service management based on
é Level 4 ! guidable and advanced specialty related to work flow analysis of IT service
| 1 management, and efc., as a leader of operation management.
| 1
| 1
N T
! 1 Able to support business administration of IT service management based on
g : specialty related to work flow analysis of IT service management, and etc., as a
i Level 3 1 member of system management.
| :
| 1
ITSM-31
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
System Management

Skill tem and Knowledge ltems Skill Proficiency
[Specialty Field Specific Skill ltem]
eApplication Management Level 7

[Knowledge Items]

-Driving Control
-Operating Methods during failures
-Performance Management

: Able to carry out application management based on guidable and advanced
-Configuration Management : Level 6

specialty, related to driving control, operating methods during failures,
performance management, configuration management, and efc., as a person
responsible for system management with 150 or more staff or an annual contract
value of 1.5 billion yen or more.

-Acceptance of Application System

Able to carry out application management based on guidable and advanced
specialty, related to driving control, operating methods during failures,
performance management, configuration management, and etc., as a person
responsible for system management of with 75 or more staff or an annual
contract value of 750 million yen or more.

I
1
1
1
1
1
1
1
1
[}
1
1
1
1
1
1
1
1
1
1
I
I
I
I
I
I
I
I
I
__________ l
1
. Able to carry out application management based on advanced specialty, related
! to driving control, operating methods during failures, performance management,

Level 4 ' configuration management, and etc., as a leader of system management.

Able to carry out application management based on specialty, related to driving
control, operating methods during failures, performance management,

1
1
1
1
1
1
1
1
1
1 configuration management, and etc., as a member of system management.
1

1

1
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
eSystem Platform Management
[Knowledge Items]

-Platform Design Architecture as
Common Infrastructure

-Platform System Management

-Acceptance of System Platform

| Able to carry out system platform management based on guidable and

, advanced specialty, related to platform design architecture as common
. infrastructure, platform system management, and etc., as a person responsible
 for system management with 150 or more staff or an annual contract value of 1.5

1 billion yen or more.
1

I
| Able to carry out system platiorm management based on guidable and

: advanced specialty, related to platform design architecture as common
1 infrastructure, platform system management, and etc., as a person responsible
i for system management of with 75 or more staff or an annual contract value of
| 750 million yen or more.

Able to carry out system platform management based on advanced specialty,
related to platform design architecture as common infrastructure, platform
system management, and etc., as a leader of system management.

Able to carry out system platform management based on specialty, related to
platform design architecture as common infrastructure, platform system
management, and etc., as a member of system management.

Skill Area and Skill Proficiency
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System Management

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
eDatabase Management
[Knowledge Items]

-Database Design Architecture as :

Common Infrastructure !
-Database System Management |
-Acceptance of Database System ;

I
1
1
1
1
1
1
1
e
| Able to carry out database management based on guidable and advanced
| specialty, related to database design architecture as common infrastructure,
| database system management, and etc., as a person responsible for system
' management with 150 or more staff or an annual contract value of 1.5 billion yen

I or more.
1

I
' Able to carry out database management based on guidable and advanced

E specialty, related to database design architecture as common infrastructure,
1 database system management, and etc., as a person responsible for system
1 management of with 75 or more staff or an annual contract value of 750 million
| yen or more.

Able to carry out database management based on and advanced specialty,
related to database design architecture as common infrastructure, database

system management, and etc., as a leader of system management.

Able to carry out database management based on and advanced specialty,
related to database design architecture as common infrastructure, database
system management, and etc., as a member of system management.

Skill Area and Skill Proficiency

ITSM-34

©2010 Ministry of Economy, Trade and Industry. INFORMATION-TECHNOLOGY PROMOTION AGENCY, JAPAN



System Management
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
eNetwork Management
[Knowledge Items]

-Network Design Architecture as
Common Infrastructure

-Network System Management

-Acceptance of Network System

I
1
1
1
1
1
1
1
e
| Able to carry out network management based on guidable and advanced
| specialty, related to network design architecture as common infrastructure,
| network system management, and etc., as a person responsible for system
' management with 150 or more staff or an annual contract value of 1.5 billion yen

I or more.
1

I
' Able to carry out network management based on guidable and advanced

E specialty, related to network design architecture as common infrastructure,

1 network system management, and efc., as a person responsible for system

| management of with 75 or more staff or an annual contract value of 750 million

| yen or more.

e ]
1

, Able to carry out network management based on guidable and advanced

! specialty, related to network design architecture as common infrastructure,
1
1
1
1
1
1
1
1

network system management, and etc., as a leader of system management.

Able to carry out network management based on guidable and specialty, related
' to network design architecture as common infrastructure, network system
1 management, and etc., as a member of system management.

Skill Area and Skill Proficiency
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
System Management

Skill tem and Knowledge ltems Skill Proficiency

[Specialty Field Specific Skill ltem]
eSecurity Management Level 7
[Knowledge Items]

-Security Techniques
-Collection of Latest Security
Information

Able to carry out security management based on guidable and advanced
specialty, related to security techniques and collection of latest security
information, as a person responsible for system management with 150 or more
staff or an annual contract value of 1.5 billion yen or more.

Able to carry out security management based on guidable and advanced
specialty, related to security techniques and collection of latest security
information, as a person responsible for system management of with 75 or more
staff or an annual contract value of 750 million yen or more.

Able to carry out security management based on advanced specialty, related to
security techniques and collection of latest security information, as a leader of
system management.

Able to support security management based on specialty, related to security
techniques and collection of latest security information, as a member of system
management.

ITSM-36
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Skill Proficiency/Knowledge Items
Job Category: IT Service Management

Specialty Field: Operation

ITSM-37
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Specialty Field:
Operation

Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems Skill Proficiency

eRelevant Knowledge
[Knowledge Items]

-Knowledge of Relevant
Regulations
-Corporate Ethics
-Contract Management
-Criteria and standards

[Job Category Common Skill ltem]

Skill Area and Skill Proficiency

Level 5
S |
; . Able to express an opinion under social judgment and framework based on
é ! advanced specialty, related to knowledge of relevant regulations, corporate
i Level 4 ' ethics and contract management, as an operation leader.
| 1
| 1
| 1
| 1
N T Tttt
} | Able to express an opinion under social judgment and framework based on
é L 13 ' specialty, related to knowledge of relevant regulations, corporate ethics and
g eve ! contract management, as an operation member.
i 1
| 1

ITSM-38
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Operation

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eCustomer Interaction
[Knowledge Items]

-Customer Relationship :
-Relationship Management of User !

Departments |
-Formulation of Systemization ;

Strategy i
-User Service and Support ;
-Customer Satisfaction !
Management '

Able to provide customer interaction based on advanced specialty related to
i customer relationship, relationship management of user departments, and

Skill Area and Skill Proficiency

| Level 4 | fomulation of systemization strategy, as an operation leader.
é Able to provide customer interaction based on specialty related to customer
é L 13 i relationship, relationship management of user departments, and formulation of
g eve systemization strategy, as an operation member.
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Specialty Field:
Operation

Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems Skill Proficiency

[Knowledge Items]

-Personnel Plan

-Personnel Employment and
Deployment

-Skill Management

-Mechanism Creation and
Personnel Deployment

-Human Resource Development

-Mental Health

-Coaching

[Job Category Common Skill ltem]
ePersonnel Management

Level 7

1 Able to carry out personnel management based on advanced specialty, related
| o personnel plan, skil management and mechanism creation and personnel
Level 4 | deployment, and etc., as an operation leader.

Able to carry out personnel management based on specialty, related to
personnel plan, skill management and mechanism creation and personnel
Level 3 | deployment, and etc, as an operation member.

Skill Area and Skill Proficiency
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
Operation

Skill tem and Knowledge ltems Skill Proficiency

[Job Category Common Skill ltem]

eInformation Assets Management Level 7

[Knowledge Items]

-Purchasing of Service and
Equipment

-Cost Allocation
-Assets Management

Level 6

| Able to carry out information assets management based on advanced specialty,
L 1 4 | related to purchasing of service and equipment, cost allocation and assets
eve 1 management, as an operation leader.

| Able to support information assets management based on specialty, related to
: purchasing of service and equipment, cost allocation and assets management,
| as an operation member.

1

1

ITSM-41
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
e Technology
[Knowledge Items]

-Compurter science fundamentals
-Computer systems

-Platform technologies

-Database technologies

-Network technologies

-Internet technologies

-System development technologies
-Security and Privacy

Able to carry out technical problem solving based on advanced specialty,
related to internet technologies and computer system, and etc., as an operation

Skill Area and Skill Proficiency

[}
[}
:
[}
:Ieadet
[}
[}

__________ :77777777777777777777777777777777777777777777
| Able to support technical problem solving based on specialty, related to intemet
| technologies and computer system, and etc., as an operation member.

Level 3 |
I
I
I
ITSM-42

©2010 Ministry of Economy, Trade and Industry. INFORMATION-TECHNOLOGY PROMOTION AGENCY, JAPAN



Operation
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Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eBusiness Management
[Knowledge Items]

-System Operational Management
Techniques

-Business Continuity Management
Skill

-Organizational Integration Force

-Supplier Management

-Quiality Control

-Risk Management

Level 7 E

Level 6

1 Able to carry out business management based on advanced specialty, related
| to system operational management techniques, business continuity

Skill Area and Skill Proficiency

Level 4 1 management skill, and organizational integration force, and etc., as an operation
 leader.

__________ :____________________________________________
| Able to support business management based on specialty, related to system
| operational management techniques, business continuity management skill,
I and organizational integration force, and efc., as an operation member.

Level 3 |
1
1
1
1
1
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Specialty Field:
Operation

Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

eProject Management
[Knowledge Items]

-Project Integration Management

-Project Scope Management

-Project Time Management

-Project Cost Management

-Project Quality Management

-Project Human Resource
Management

-Project Communications
Management

-Project Risk Management

-Project Procurement Management

[Job Category Common Skill ltem]

Level 5
Able to perform project by camying out project plan formulation, plan
implementation and change control in collaboration with project managers, as
Level 4 ! anoperation leader.

i Able to perform project by carrying out project plan formulation, plan
| implementation and change control in collaboration with project managers, as
Level 3 | an operation member.

Skill Area and Skill Proficiency

ITSM-44
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Specialty Field:
Operation

Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems Skill Proficiency

el_eadership
[Knowledge Items]

-Leadership

[Job Category Common Skill ltem]

Level 6

Level 5

| Able to execute purpose in collaboration with other team members, as an
| operation member.

Level 3

Skill Area and Skill Proficiency

ITSM-45
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
Operation

Skill tem and Knowledge ltems Skill Proficiency

[Job Category Common Skill ltem]
eCommunication Level 7
[Knowledge Items]

-2-Way communication

-Transmission of information

-Organization, analysis, and retrieval
of information

Able to perform communication with other organization based on advanced
specialty, related to 2-Way communication, transmission of information, and
organization, analysis and retrieval of information, as an operation leader.

1 Able to perform communication with other members based on specialty, related
| to transmission of information, and organization, analysis and retrieval of
Level 3 | information, as an operation member.
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
Operation

Skill tem and Knowledge ltems Skill Proficiency

[Job Category Common Skill ltem]
eNegotiation
[Knowledge Items]

-Negotiation

1 Able to perform negotiation with other members based on specialty, as an
I operation member.

ITSM-47
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Operation

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
ePlatform Operation
[Knowledge Items]

-Platform Techniques (Hardware)

-Platform Techniques (Software)
-Platform Products Knowledge

1 Able to camry out platform operation based on advanced specialty, related to
1
1 platform techniques, platform products knowledge, and etc., as an operation

Level 4 | leader.

1 Able to support platform operation based on specialty, related to platform
[}
i techniques, platform products knowledge, and etc., as an operation member.

Skill Area and Skill Proficiency

ITSM-48
©2010 Ministry of Economy, Trade and Industry. INFORMATION-TECHNOLOGY PROMOTION AGENCY, JAPAN



Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Area and Skill Proficiency

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
Operation
Skill tem and Knowledge ltems Skill Proficiency
[Specialty Field Specific Skill ltem]
eNetwork Operation Level 7
[Knowledge Items]
-Network Technologies : __________
-Network Products Knowledge !
Level 6
Level 5
Level 4
i E Able to support network operation based on specialty, related to network
é : technologies and network products knowledge, as an operation member.
Level 3
ITSM-49
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
Operation

Skill tem and Knowledge ltems Skill Proficiency

[Specialty Field Specific Skill ltem]
o|T Service Operation
[Knowledge Items]

-Business Knowledge
-Application System
Operation
-Job Schedule
-System Monitoring
-Runtime Environment
Management
-Failure Management
-Forms Delivery
-Media Management

Able to carry out IT service operation based on advanced specialty, related to
business schedule, application system operation, job schedule, and efc., as
an operation leader.

|
i
1

Level 4
i

. ! Able to carry out IT service operation based on advanced speciatty, related to

1 business schedule, application system operation, job schedule, and efc., as
| an operation member.

Level 3
1
1
1
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Specialty Field:
Operation

Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

e Staffing
[Knowledge Items]

-Maintenance of Quality and Skills
-Work Schedule Management

[Specialty Field Specific Skill ltem]

1 Able to camry out staffing based on advanced specialty, related to maintenance
1

i of quality and skills and work schedule management, as an operation leader.

Skill Area and Skill Proficiency

Level 4
1
1
__________
: Able to carry out staffing based on specialty, related to maintenance of quality
[}
1 and skills and work schedule management, as an operation member.
Level 3
[}
[}
ITSM-51

©2010 Ministry of Economy, Trade and Industry. INFORMATION-TECHNOLOGY PROMOTION AGENCY, JAPAN



Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items

Job Category: IT Service Management

Specialty Field: Service Desk

ITSM-52
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eRelevant Knowledge
[Knowledge Items]

-Knowledge of Relevant
Regulations
-Corporate ethics
-Contract Management
-Criteria and Standards

! Able to express an opinion under social judgment and framework based on
1 advanced specialty, related to knowledge of relevant regulations, corporate

Skill Area and Skill Proficiency

Level 4 \ ethics and contract management, as leader of service desk.
1
1
1
1

__________ :____________________________________________

| Able to express an opinion under social judgment and framework based on
: specialty, related to knowledge of relevant regulations, corporate ethics and

Level 3 ' contract management, as member of service desk.
I
I
I
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eCustomer Interaction
[Knowledge Items]

-Customer Relationship

-Relationship Management of User
Departments

-Formulation of Systemization
Strategy

-User Service and Support

-Customer Satisfaction
Management

Able to provide customer interaction based on advanced specialty, related to
customer relationship, relationship management of user departments,

Skill Area and Skill Proficiency

1
1
:
1

Level 4 : formulation of systemization strategy and etc., as a leader of service desk.
1
1
1

__________ :____________________________________________

| Able to provide customer interaction based on specialty, related to customer
| relationship, relationship management of user departments, formulation of

Level 3 : systemization strategy and etc., as a member of service desk.
:

ITSM-54

©2010 Ministry of Economy, Trade and Industry. INFORMATION-TECHNOLOGY PROMOTION AGENCY, JAPAN



Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job category common skill item]
ePersonnel Management
[Knowledge Items]

-Personnel Plan

-Personnel Employment and
Deployment

-Skill Management

-Mechanism Creation and
Personnel Deployment

-Human Resource Development

-Mental Health

-Coaching

Level 7 E

Level 6

: Able to carry out personnel management based on advanced specialty, related

1

1 to personnel plan, skill management, mechanism creation and personnel
Level 4 ' geployment and etc., as a leader of service desk.

:Able to support personnel management based on specialty, related to
1 personnel plan, skil management, mechanism creation and personnel
Level 3 | deployment and etc., as a member of service desk.

Skill Area and Skill Proficiency
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]

eInformation Assets Management

[Knowledge Items]

-Purchasing of Service and
Equipment

-Cost Allocation
-Assets Management

Level 7

Level 6

| Able to carry out Information assets management based on advanced specialty,
| related to purchasing of service and equipment, cost allocation, and assets
Level 4 ' management, as aleader of service desk.

purchasing of service and equipment, cost allocation, and assets management,
as a member of service desk.

Level 3

1
1
1
1
1
: Able to support Information assets management based on specialty, related to
1
1
1
1
1
1

Skill Area and Skill Proficiency
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Iltems of IT Service Management
Service Desk
Skill tem and Knowledge ltems Skill Proficiency

e Technology
[Knowledge Items]

-Computer Science Fundamentals
-Computer System

-Platform Techniques

-Database Technologies

-Network Technologies

-Intermet Technologies

-System Development Technologies
-Security and Privacy

[Job Category Common Skill ltem]

Level 7

Skill Area and Skill Proficiency

| Level 5
N T
! | Able to carry out technical problem solving based on advanced specialty,
E : related to intemet technologies and computer system, and etc., as a leader of
i Level 4 | senice desk.
| 1
i :
! ___________________ e e
| [}
| . Able to support technical problem solving based on specialty, related to intemnet
! | technologies and computer system, and etc., as a member of service desk.
| Level 3
i |
| [}
| 1
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eBusiness Management
[Knowledge Items]

-System Operational Management
Techniques

-Business Continuity Management
Skill

-Organizational Integration Force

-Supplier Management

-Quiality Control

-Risk Management

Able to carry out business management based on advanced specialty, related
to system operational management techniques, business continuity

Skill Area and Skill Proficiency

Level 4 | management skil, and organizational integration force, and etc., as a leader of
service desk.
| Able to support business management based on specialty, related to system
| operational management techniques, business continuity management skill,
Level 3 . and organizational integration force, and etc., as a member of service desk.
[}
[}
ITSM-58

©2010 Ministry of Economy, Trade and Industry. INFORMATION-TECHNOLOGY PROMOTION AGENCY, JAPAN



Specialty Field:
Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

eProject Management
[Knowledge Items]

-Project Integration Management
-Project Scope Management
-Project Time Management
-Project Cost Management
-Project Quality Management
-Project Human Resource
Management
-Project Communications
Management
-Project Risk Management
-Project Procurement Management

[Job Category Common Skill ltem]

1
| Able to perform project management by carrying out project plan formulation,

! plan implementation and change control, in collaboration with project managers,
Level 4 ' asaleader of service desk.

Able to perform project management by carrying out project plan formulation,
plan implementation and change control, in collaboration with project managers,

I—evel 3 as a member of service desk.

Skill Area and Skill Proficiency
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
Service Desk
Skill tem and Knowledge ltems Skill Proficiency

[Job Category Common Skill ltem]
el_eadership
[Knowledge Items]

Level 7

-Leadership

Level 5

| Able to execute purpose in collaboration with other team members, as a
| member of service desk.
[}
[}
[}
[}
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management
Servicer Desk
Skill tem and Knowledge ltems Skill Proficiency

eCommunication
[Knowledge Items]

-2-Way Communication

-Transmission of Information

-Organization, Analysis and
Retrieval of Information

[Job Category Common Skill ltem]

Skill Area and Skill Proficiency

Level 5
S |
; | Able to perform communication with other organization based on advanced
é Level 4 ! specialty, related to 2-Way communication, transmission of information, and
| 1 organization, analysis and retrieval of information, as a leader of service desk.
| 1
I R
| 1
! | Able to perform communication with other members based on specialty, related
é :to transmission of information, and organization, analysis and retrieval of
i Level 3 . information, as a member of service desk.
| 1
| 1
| 1
| 1
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Job Category Common Skill ltem]
eNegotiation
[Knowledge Items]

-Negotiation

Level 5

Able to perform negotiation with other organization based on advanced
specialty, as a leader of service desk.

Able to perform negotiation with other members based on specialty, as a
member of service desk.

Skill Area and Skill Proficiency

ITSM-62
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
eCustomer Support Skills
[Knowledge Items]

-Human Interaction Skills :
-Listening Skills !
-Conversation Skills |
-Writing Skills 5

Skill Area and Skill Proficiency

Level 5
S 1
; . Able to carry out customer support skills based on advanced specialty, related
é : to human interaction skills, listening skills, conversation skills, and etc., as a
i Level 4 ' leader of service desk.
| 1
| 1
| 1
| 1
N e
} | Able to assist support customer support skills based on specialty, related to
é :human interaction skills, listening skills, conversation skills, and etc., as a
g Level 3 ! member of service desk.
i 1
| 1
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
eKnowledge Management
[Knowledge Items]

-Significance of Knowledge
Management

-Knowledgebase

-FAQ

Skill Area and Skill Proficiency

Level 5

S |

; . Able to carry out knowledge management based on advanced specialty, related
é | to manuals, books, online help, FAQ, and etc., as a leader of service desk.

| Level4

i |

! 1

! 1

N T T TTTTTTTTTTTTTTTTTT
} | Able to support knowledge management based on specialty, related to
é ' manuals, books, online help, FAQ, and etc., as a member of service desk.

| Level 3 |

! 1

! 1

| 1
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
eKnowledge of Infrastructure for Support Center
[Knowledge Items]

-Computer Telephony

-Call Tracking System

-Incident Management System
-Knowledge Management System

 Able to carry out development, management, and operation of infrastructure for

[} .

1 support center, based on advanced specialty, related to computer telephony, call
Level 4 | tracking system, and etc., as leader of service desk.

Able to support development, management, and operation of infrastructure for
support center, based on specialty, related to computer telephony, call tracking
system, and etc., as leader of service desk.

Skill Area and Skill Proficiency
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
eindividual Activity
[Knowledge Items]

-Business Knowledge

Skill Area and Skill Proficiency

Level 5
I |
; . Able to make proper judgment with advanced specialty related to business
é : knowledge, as a leader of service desk.
| Level4
i |
! 1
! 1
T T Tttt
i | Able to make proper judgment with specialty related to business knowledge, as
! ' @ member of service desk.
| Level 3 |
! 1
! 1
| 1
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Specialty Field:
Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

e Staffing
[Knowledge Items]
-Maintenance of Staff Quality and

Skills
-Work Schedule Management

[Job category common skill item]

Skill Area and Skill Proficiency

Level 5

S |

; . Able to carry out staffing based on advanced specialty related to maintenance of
é I staff quality and skills, and work schedule management, as a leader of service
| Level 4 ' desk

i |

! 1

! 1

N T Tttt
} | Able to carry out staffing based on specialty related to maintenance of staff
é ' quality and skills, and work schedule management, as a member of service
i 1 )

i |

| 1
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Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty field: Skill Proficiency/Knowledge Iltems of IT Service Management
Service Desk
Skill tem and Knowledge ltems Skill Proficiency

[Knowledge Items]

-Measurement Index
-Monitoring Techniques

[Specialty field specific skill item]
eService Desk Management Index

Skill Area and Skill Proficiency

Level 5
S |
; | Able to set service desk management index based on advanced specialty
é ! related to measurement index and monitoring techniques, as a leader of service
| Level 4 ' desk
i 1
| 1
| 1
N T Tttt
} | Able to express an opinion of service desk management index based on
é ' specialty related to measurement index and monitoring techniques, as a
g Level 3 ! member of service desk.
i 1
| 1
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Service Desk

Skill Standards for IT Professionals V3 2008 Release 1.0

Specialty Field: Skill Proficiency/Knowledge Items of IT Service Management

Skill tem and Knowledge ltems

Skill Proficiency

[Specialty Field Specific Skill ltem]
eService Support
[Knowledge Items]

-Incident Management Process

Skill Area and Skill Proficiency

Level 5
S |
; . Able to carry out incident management based on advanced of specialty related
é ! to incident management process, as a leader of service desk.
| Level4
i |
! 1
! 1
N T Tttt
} | Able to support incident management based on specialty related to incident
é | management process, as a member of service desk.
| Level 3 |
! 1
! 1
| 1
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