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IT Service Management: Applying Topic Maps and

Data Mining to Support Incident Management

Student : Guang-Wei Lee Advisor : Dr. Duen-Ren Liu

Institute of Information Management

National Chiao-Tung University

Abstract

Given that IT services are critical to the success of business, enterprises are
increasingly seeking ways to make their: IT; effective and manageable. However, IT
management is rather complicated in some situations. For example, it is not easy to
quickly restore normal service-operations-when some unexpected incidents happen.
By focusing on delivering and supporting™ high-quality 1T services which are
appropriate to the business requirements, ITSM (Information Technology Service
Management) provides enterprises with not only an approach to align business with

IT successfully but also a way to enhance their competitive advantages in the market.

On the basis of ITSM, this research presents a system framework enhanced with
Topic Maps for supporting the process of Incident Management. Data mining
approach is applied to extract knowledge patterns from the historical incident logs.
Based on the mining result, Topic Maps are employed to construct a map as
knowledge support for Incident Management. Moreover, this work utilizes RT system
and customizes it to demonstrate the management operations of presented system

framework.
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2.3 FH# 4 (Data Mining)

7 AL 4% ¥ (data mining)[14] st e & —fr’jgd A AT TR e i o B R e
FAMTRAERNG ARTEI TR MO PG AT R AR hRT ik
Vo BW b3 5 R FTRELSWREE ARS L T 5 c LB E
W FORER chEE e B o AP ET T o 24 2 ST AR I ee >
w L enF R IR Hopke s A #0E (clustering) - 4 #7072 (classification)fe B B 2R R
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2.3.1 BB p#E# (Association Rule Mining)

BT LR i A & U - Rt B enTOR B £ (dataset)i o 45 41 R ?
#LI5 B (data items) 2 ¥ & & PBE B4 o Apriorii B2 A% ke 3y J B SRR o0
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1 FA 8 &4 1 9rg ooig Bhaf B £ (Frequent itemsets)
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PARIET » d W E AR P SAP 2 B FPrTcl> 2 AP AEDL X -
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Yo
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(confidence) i ¢ 43 N ePBEBHARR| L FE F AL BFRFTRALF AR T
PN E B IR G A FR T R s g ot

Support(A= B)=P(X UB)
Confidence(A= B) =P(B| A)
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2.4 3 %z B (Topic Maps)

241 iiE¥ FEA

A 4EH B L 1SO4] 37 e 2 (1ISO/IEC 13250)[18] ¢ #ISO/IEC 13250°% %1 47
FETE T A HERE- 2 ke 2 TR @ BB ET UK EE
FAOF M ES e TR AR A RSP EL I AT
B Rt ehPtg 0 % A - BAAEe A fedopt o AR S PR R A g

ol
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S

SR T AT AR B o A AL RliEJp A AL A KR OB TR 2 Apgt s d
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oo A MR REHLAMEEE 2L TR E I AR AR 8

BT E o

3 XE BlenZE 2 T (Topic) » A(Association) - O(Occurrence) = z * 12 4 [6]
S XML anTA st B A5 LR AM I > £ 7 g it
TR EA, S N R IR[6] o TAD. 2 = FdeT

TP AR dp e s AR B OE P R o e A R
o831 BpmA[12] -

A : BBt > rtopicg topicz B eRE T o % iFassociation > ¥ v B ot 2T L
FEM GBI FHTRER DN QLA da- B

4 4 a1 2[12] -

O:! %% - BARETH* RF L3NG 3 - B 8- Bt &ifghie

M NTRF R BE FRT R AN F AR T AR

AdEen B BAESEE > FIHEF A A B R 22 F R iR
%2 gp [12] -
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Topic map template

Topic types Occurrence mle types Association types

i @ -

------- aricle
—i—me=  ¥idgn in
@ : —-———— callf papers
[t

“Real” topic map

M arkup
Technologies 249

Bl 2.3 : i 3E# Bl R[10]

4o@2.3%75 0 A 4EE Bl (Topic maps template) & — % 2 48 3%F | (topic
types) & & - it L 4B B¢ % it ond REEE W] 0 ¢ 7 Topic types ~ Occurrence
types ~ Association types[10]% % - 2.3 F L3R5 4 Ja Btk 0 VAL S MR Y

(class) ; m B2, L35 B ot F bleni 42 B 0 3B fror a0 & B topics
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occurrences¥? associations ™ : % 4% ¢ types«@ ] (instance) °

242 XTM

Topic Maps.Org#_3< # »v 4 & 1 453 Rl & XMLinjh > e > XTM (XML for
Topic Maps)[21] & Topic Maps.Org2 4% & 424 Bl et 3 3 U XML 5 S 4] 2
g F T o XTMARF 2@ F XML R e~ 2 ki g B> 2 ¢
LT AME RO FER S PRI E g 230 A s RRSDEN
(merge)B 2 = R o £ 2.1 5 M XTMerR 2 sk £ 75 35 Lt I 3R i 1% o efafs ] o
d g BT BT 7 8 ehs 38 1T S-Hamlet? Tempest (baseNameString) » <

;¥ 2 plan-text (instanceOf) ¥ 3%~ i 438~ % (resourceRef) -

421 XTM §#51[21]

<topic id="hamlet">
<instanceOf><topicRef xlink:href="#play"/></instanceOf>
<baseName>
<baseNameString>Hamlet, Prince-of Denmark</haseNameString>
</baseName>
<occurrence>

<instanceOf><topicRef xlink:href="#plain-text-format"/></instanceOf>
<resourceRef

xlink:href="ftp://www.gutenberg.org/pub/gutenberg/etext97/1ws2610.txt"/>
</occurrence>

</topic>

<topic id="tempest">
<instanceOf><topicRef xlink:href="#play"/></instanceOf>
<baseName>
<baseNameString>The Tempest</baseNameString>
</baseName>
<occurrence>

<instanceOf><topicRef xlink:href="#plain-text-format"/></instanceOf>
<resourceRef

xlink:href="ftp://www.gutenberg.org/pub/gutenberg/etext97/1ws4110.txt"/>
</occurrence>

</topic>
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REXTMaHERE > P &F (T FF S M2 PR ELRSEE FHE L
LA BB AR 0 50 F- BREOES M5 > FAAH RO
Wi I D e R R 2o v A B gt gt L e TR 3k E o3 B A AR Bl D
r % o TMAPI(Common Topic Map Application Programming Interface)[19]+#] =_"
75 bes javadist fdo o TG ARG Bledavadi R A R PR R ehR g o
4 TMAPI-Utils[20] { % 194 TMAPI 2 % e % 4 5 > § 179 cdavadcd & o #&
B ARG R R A AT RIEE 2 S A Ak Bl R o AR
¢ o AP TMAPI-utils 1% 5 2% i B 38 3 35 Blengifi 2 &2 o

2.5 8 (Context)

ContextF o FenF L kg o HALHF LI 1T 2wk 73

B REESF A s Ak 13 o 124Schilit and Theimer[11]sh 2 & » 5

AT e BT Bhen 4 B b 2 gt Bhaindainoin] o Dey & 4 L& HR[3]M4] " =
P - BRI DT W e T LR S s LR
% OPRIRPE > SrF F M b S g B R £ RIS TR e BRI A

% o Dey# A [SIH-5 F £ a sttt AR IR AR R
"UE G o Schilit® 4 et B otk R B TR

ek i s PG R L e TR o

2.6 RT(Request Tracker)

EEFA* Y FREASL LA FehF £ 0o 0B R S 2 S I
RLAE I HE TR AT PG RA B R I I Y A
B> 0 FHEL S5 BREDER o« 447 74 H > RTFE EBRF 77 ¢
2HE ARG N et R H Y G dpins R iR AR T
MER B ke ¥ R A R OB A RERTI ST RELAE
PR EE Gy ZAR RT[23]3 e 284 50 3 2 LT R BARR & & B
2o RTEJE 6 §levie» ¥ 2 W0 B &8 g Ren? 2 Hfog ide > 4 3
ZEORF AT ¥ ORTLE - B3cRAe B Seictl - R 7 1450 ¢ 3
B 2 BERT g T3 i o
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¥ - AR

AR EAPAL- BEE IS BT P RS N FHERT LA
w0 IR D E e BIER kAL fLIFI-Map System{ri 35 Bl R i si(Topic
Maps Building System) o 4= ®]3.1%77% -

E Incident
A

Service
Desk
I-Map System
_ Incident Incident - Incident
Recording Module Classification Module " | Resolving Module
Y
Supporter

| Incident Information
Navigation Module

A »
hY
\\
At
- \\
Tﬂp ic Mﬂp S Configuration details
PREg \
Building System o
Case
ey
~
"
\\
Cor;ﬁgumf!’?)‘n\defai.’s
\\ r
. .
Topic Maps -~ Data Bfox‘;;:;:tlon
XTM pool
4
Y
Topic Maps ~ Data Mining
Generator Module | Module

B 3.1 ki

KT Bl Bk S FE 2 % p(Incident Case) T B #1% &rentp b Tl 0 15
T LT W i 5 4 iﬁ#%wﬂ:ﬂﬁ?*?m’ﬁxaﬁ%{agﬁﬁ%%%%?i

7

H W o F PP IEE T A -Map Systemen i B0 HIT S B RS S
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DB oS F A AJTE B T F e b T B 2 anfig i
;\‘E\;i{:‘]#—TL‘% -"i%? o

BPE M T P
System:r g

RAER F A
%%ﬁ%%HM%ﬂM%—EMi

f

EREE BN E 2 AR

G 4 € ARYE o i 18 |-Map
PR g B EEP R YR
VHRRE Pt gL R e
AR S A PR S AR EERARE AP T AAF T R
AWM R send 3 R FWP o
3.2 I-Map System
I-Map Systemj& ﬁ TEFER %'EFE ’ gz.;;z,hgﬁé X B B ERD > 1
HEREE T X T ik #(Recording) ~ 4 47 (Classification){- %
(Resolving) ¥ # ic » {F & F L ¥ % 8 3 R T I DT gL 3 347
QI AE om0 SR B Ry s g TR 5P g
L FR o AcRB290m 0 KT A A R @ i Bl
g Incident
'y
i
Service
Desk
Incident Incident Incident
Recording Module Classification Module Resolving Module
Management H t
Staff
Incident Information
Navigation Module
B 3.2 : I-Map System i AT B
iP5 B 3.2 ¥ hdpEl o |-Map System iE T & & 7T S| A e
el ¥ (Incident Recording Module)
e - R g d > S HE 2 - TR

Lg% T o i K
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fAES - BARNT R Ao ITIRIFR Y F ek A T30 5 2 F & 51T R

FE R E > R RS

Boe 2. ® TR EFHCE(Incident Information Navigation Module)
PR R 4 A KT BB

Ak BEE ! mﬁ-@‘fr% eRzpli':
%l—i PFT;W'JIEJ%

e 3. ® & £ #H- 2 (Incident Classification Module)

FEEDEE

ok S e gk

|nd

fe‘ * b - R @i s 0 T g%;@]ﬁﬁjﬁgm
I’E_%IF}A)ILIE‘—A,\&\Pm,J J’l%ifirﬁ?; %,

1]31 ‘Frﬂ #‘}51?
fefRd s AR

B - °

-2 4. ¥ #3449 2 (Incident Resolving Module)
R T il ?“ﬁ'*,i_-%o\'\.*q%ll.‘.—%r%ﬂ ,*g;};%g,r P ’,’tﬁﬁrﬁ){@#’

FEnE EFE ﬁ*/i‘m_“ F J;‘b‘ﬁ M- H%EfEJ B

AN e F R gE e
AR | 75 R e F L R E

FALC B LG - R

?" ,milé mﬁ4=/j—" =\ g L ﬁiAJ o

BT R SRR
“(Ghostyenp: 4 4% 5 EPF R cn % - E &1 -
Foo gt - e AHIERT g 5

22— FrenfEdc N T RS N e T ko
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321 RM FIEE A5

AHMEEE CART T RENE B TR S FREB KR
BT A e P TR A B Y £ A Rt SRR

¥ li?ﬂ—’_—‘ﬁ o 4B 33 97m > AT AL e E T o

I-Map System

Topic Maps
XTM pool

Configuratiom
details

Data Extraction
Module

Topic Maps Data Mining n
Generator Module Module

B13.3: 4404 B2 % 4 el e 8 (P A2 )

B 330 i AAHBEE ARA R § TN e

Boe 1. 7R #EE iz (Data Extraction Module)
FEEGOTHEESFF L AR LT 2T A M HEFMTE 2R

gl HENFEE R GG pBEF I (meta information) - 1F 5 2 f8 afE

EAE TR B A 45 o L A0 Bl enik g o

Bre 2. FHEF# 0 (Data Mining Module)

e TR AR e R R TR S ik

18



HP] S F AT O E R R o

B 3. A 44 Bl e (Topic Maps Generator Module)
P ks XTM e 2 ZE 2 % 6B b 48 Y ehd 7k o L d

4 - fE Mining e % > #F E BT A B EINE S XTM #h% 9 -

19



ii%%ﬁ&ﬁé%ﬁﬁﬁﬁmoﬁﬁ&%gﬁﬁﬁfkﬁiﬁyﬁﬁﬁ

s
a\

L
3N

e PSR TE SIS SR M SRt P S

oo PR AE AR - REE R ERERILT R P

Bl 4L 5 kB AFT§ il i 400 97303 ok B R AET) - 0T & S

D47 & Rl i & A B fost i > ¥k H O (T AR E e B o

Incident

Service
Desk

I-Map System

Incident Incident Classification Module Incident
Recording Wodule Resolving Module

esolution™y

- Tncident rply
m - Ir1c1dept l Classifying ] [ Tdentifying Y ™ Resolution
Eecording i
teate
_L( Topic Apply Topic
rL MNavigation Information

Resolution

cident
Dispatching

Supporter

Incident Information Navigation Module
F .
TDpiC Maps Configuration details ™

Incident

Building System

Case

Configuration detaijs ™
Data Extraction Module v
Topic Maps Meta = -
S XTM pool Information ™ Data Extraction
i |
Pl ki
Topic Association ¥
Management IManagement |- {Associati on Rule M.iningD
(XM DTD G-rammer)—J Data Mining Module
Topic Maps Gener ator Module
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42 FHEEHE

421 e P

CMDB

|
Configuration details
|
' v
Meta - ( [Data Extraction ]

Information

Data Extraction
Module

¥y _ |___L__

Topic Maj | [data Minin I
| I f | )
Generator Module | ! Module |
| _— I_____l
~ . " il S

aq

= | . s L E
1 [ e [
] 4.2 ATEFBARIE 8 (vikAr
n. =

TERRANT

4ol 4.2 97 0 MEEGFH G ARG S L

(1) © % vi(Incident Case) 5 © S i AT 5 faii 2 & 60 & F i b - BHE
SO TR B E SR b LA R F AT R
3 (meta information )

(2) 417 #5334 ALE B P 12485 (Topic Maps template ) «

422 ¥t %

Meta information 5 — fhds it TR ehFR > § 2420w s b TR R LG

HeF 2 RpnTRESHT F AP fFp T gLy £ 5 metainformation

BT - B RERR PRI $TenE 2 Rk b RGP > 4odk 41
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e 4.1 gepLpRiR e ErenE 2 % by

Incident Case ID : INC_015
Create Time : 2005/2/3 pm 4:00 Location : B1-R312
Requester Department : Product Department

Requester : Jane Activity: Meeting with customers
IT Service : Networking Service | SLA : Golden
Urgency : High Priority : High | Impact : Low

Incident Category : VPN Server Policy Error

System : VPN Server System status : Normal

System Component : VPN Configuration Tool

Incident Description : IP Authorizing Failure

Resolution Record

Resolution ID : Res_015 Resolve Time : 2005/2/3 pm 6:00
Resolving Type : SOP

Supporter : Freddy Support Group : Network Group
Attachment Type : DOC w11 sAttachment : VPN Server Document

Resolution Category : VPN Server Configuration-.

Resolution Description : Re-Cp_nflgure VF?N_' S_erver‘PpIicy Profile

Y g\.?u—g A Fd *%’ujw%épmfu" ’ﬁ’mxa’# =

Context information : ¥ ii%ﬁ 4P A # context information » ¢ 42 %
G AT RAR R Jsanip B T e dod 410 T ghdg E Jane s H4F
VAT S AN & mfﬁﬁ*,12005ﬁ2n3§ml4% 34 eh
PELL 1B A 312 % > FPFJane R S W € PRATIR P RRLIRTE gt
BLPRFRenE & 5 Goldene R R PRFr& F T F 8 ek o8 - VPN g
FIRE - FEF 2P RS ¥ AP ek a5 VPN K b
I EHH e VO T ERIEDREALEE LR ?ﬁ%ﬁi&: w0 E SRR

CFAMA PR

Incident information : ¥ ¢ & £ chF 3 o 4ok 41> F15 VPN e PR E
AL AR R U RE S H TN IP ma A ES S0 P T
s e F i g w2 TVPN Server Policy Error (~ ¥ 2 endgit 2 TIP

Authorizing Failure | -
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3. Resolution information : B ¢ f# /4= ;8 enF i o 4o 4.1 f2:42 3N angy if
% T'Re-Configure VPN Server Policy Profile > Bt ensgw] 2 TVPN Server
Configuration ;= & »% - 247 3¢ ey gz 4 B ¢ A L5 - AFREF v
F- (Standard Operation Procedure » #j #i- SOP) 73i% ;&4 f& (Resolving Type) > 7]
PEEFILAR SR AR SOP e AR I 5F VPN FIRERP ¥ 2
{7 & 73 8- VPN @R E £ 378 Lo H @ P idof ik hph F & 2005 £ 2
P3ELTE 6B F R E L Freddy ~ B oranE 5 R p 2 e e
WA s Ban %L 2§

L o

423 % ¢ FHEFER

greb s ST pEAE ALl > A 44 5 4 2 1573] (Object Modeling) ¢
0 o g 5]% PAOMNFTEAIZTOT A TILHRAS GT BB
IT Service: 3 4 F 2 e T PRAF kot € 37 A i@ * €3+ ks (vprfig i 2
#r% % e IT Service 5 Accounting'Service
IT Consumer : IT Service i & *‘ﬁ = e A m;ﬂ—]‘»iff o 4r:{& * Accounting
Service KJZ ¢ 3t E AR A Bl LR R 2 B E Bk
IT Provider © IT Service shit i > I poe A jRA-F 2 g LE o 4o D fed| bt
"HkEZEGE FER S B AR AT R E AR

Service Record : o IT JRF+e07 %7~ 4 pralsaa R MpF9T A 4 anE 2> BT 34

—N

s Srodel P TR AEZ SR FREFRLG BATROEEA
BT damplFasi- Larng k0.

Technical Asset : % %t~ ke Z i {oip e 25 o AP AP UERTE

EZ o FR dafe At v SHMEA o IR FETRETREZ 5B
TEFANIAN AR ARTR L THBE DT F A4 AT g3 i 28
PRI A F 2 B M e BE L g3 gk g L o
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Bfpf 2833 299 R A DE RS > TEEFE LR DFT M EH > AP
FURERN A AR E g BT R e P L b APTERNE R
Bt e 3% 0 F 234k (Requester) ~ ¥ i 34 3% F* (Requester Department) ~
F g4 pEerig r T PRFE(IT Service)~ T PR7% & % (SLA)~ ¥ i 53F B (Incident
Category) ~ ¥ # &y i (Incident Description) ~ 3 5 ¥ 2 4 4 &0,k % (System) ~ 4p
M ek ke 1% (System Component) ~ f%;4-= ;% ey i (Resolution Description) 2 #
>+ ehag 3] (Resolution Category) ~ ¥ i ¢ 32 (Supporter) ~ # 3L #7j § =

(Support Group) ~ f#;4-= ;% v i 4% % (Attachment) 4o# 4.2 :

%42 - EH TR

L EA L INC_015

Incident Category VPN Server Policy Error

Incident Description | .JJP'Authorizing Failure

Requester Jane

Requester Department|. Product:Department

IT Service Networking Service
SLA Golden
System ID VPN Server

System Component ID| VPN Configuration Tool

Resolution Category | VPN Server Configuration

Resolution Description| Re-Configure VPN Server Policy Profile

Supporter Freddy
Support Group Network Group
Attachment VPN Server Document

24



4.2.4 3 XH RHRR A

AORRERFEEG ME T SA S B0 2 F AE 2 1 AE Bl
= _% (Topic Maps template definition) - i 483 Bleidr T & 30 80 320 B 4
B2

TS ot o Flet o AU g % 4 4T [ < topic types f- association types

f‘#ﬁﬁg&%l—,iﬂﬁ? L_’f’!:i;:&’)}" j{z\ i]__\i]___ r}-««\%‘fri l—‘ ':t:’;F’E&;;’f‘JF&g
Bfod - ] & E X GO~ 0 meta information » A PEE F Lt g E T 5B

R

Incident Category @ % 2 #g %] » At AP ERE 28 4 A g (7% 24
Wehs gEiRYg o dot PR 2 k| en® 2455 5 T VPN Server Policy Error 0 #]
SHERMATESRTFIRA A VPN PIRBaR 2453 ERT 28 4 aufgnlF (%
% » 4ot T Network Switch Error 5 % o1 i B R B e d Bl F R R RIS
¢ #renE 25 20 T Network Adapter Card Error > & 7 it + g3 8 7 £ 2 -
Incident Description : & i 5 & > ® Gedyiteal 258 2 pFehfFA; 0 B R E 0 Bk
BRERRAY Yran® 2 PV a5 R e84 > 4o T Wireless Authorizing
Failure | # 7 & B PE'L L 445 m 2 32 e T Wireless AP
Signal Weak | # 7+ i %% 4§ AP(Access Point) sz 55 % 33 5 F 2 f7 i o

Resolution Description : fi#;4-= 3% gy i o & & § 12 E < m)j» LB E A
P F enfE A N o f 2 U ﬁ?:}‘g{jilgiﬁmgaf FRAS NF N o BfRAD
S BB RTIEE o4 UL A R T R IR ST A

% T Reset Wireless WEP Protocol | # 7+ & #73% T S0 ' £ 442 T Reset

Wireless AP | # 71 #-& S g cn AP & 37H o

Resolution Category : %4> ;% >t endg w) 4o : T Reset Wireless WEP Protocol |

fv T Reset Wireless AP | %>t ' Wireless Configuration | &g %] o
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Requester : ¥ i 3 J‘\—“‘ o b it E X E 23 3‘\& » Jane o ¥ 3k e
TMHNE E R f2 2 £ & > 4l I 5 Desktop Service % i o 4238 K3

&

3

LR T F A e B & CPU chE s s iR B B a4 o

PARVT A AR NAELIT A ROTE o
Requester Department : & ©# g “r hein > T 2 agh RE R L E & D
T BB F R AR L A A FIE A R F G Tl R A
o R+ F T SRR MR RS gL LB o

IT Service : 4 2 ¥ @ e IT pRA% » T Ak AR M end R F T4 400 ITIR
BT AF AT T A8 R FREEE T IRAOBIET A > bt TR Y
FOERTRRY FOF R Aot R FFNTEGRE G - LT
®H A tit* Outlook & Office & &_IE(Internet Explorer) + s 4 i & 3 ¥ i >

P}

T T A A R s 2 TR A RS T PRI 2
TR RERLVAEE ITRBIPBAOTESD T 2 chjzil 50 o

SLA T JRIFNE % o JRIFE& g Me P BE 2 g2 fofdih = > 4ot 2
SLA v g n IT PRAFAP B cnE 2 A0 3 og® i L g gy - SLAZIT
Service FRA_IT JR7%§ L7 F hE & BHIEFI -

System: #E 3 IT JR7+F &8 4 % 5o 4ot f 52 Networking Service #p B (h% 2 »
EREFEFA D AT i 5 B A 7T %%~ Domain Name Server 2 §_ § i Gateway
Fod P ARERDEETNEF P P fEiA e

Supporter : &A% g K o 4ot fEi4F ik Networking Service ¥ i dhg 12
% —Freddy - # | 1 %35 EMP_MIS_005 - 5] 5 54 AL it ¥ & > 3 failsge
B Roa S vt 2 B e 2R R4 o d 0T g 0k EfR
AE a—mgi‘*’ E MY EE o

Support Group : j#i4+-% i chg 32 & R ERR A H o 4ot 274 if Networking

Service ¥ ©* ¢ 3L & —Freddy » #7f<hH = 5 Network Group » & & R F i
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[0 2 8 7 5 enH 4 System Group » & £ 7 ¢ SuE 2 274~ Linux/Unix

2

o

Group > % & Linux = Unix &R % 1 0%  f2;4 ~ General Group » § #

f
'_;,,_,:]_ll}_%il”é mil——oili?/;ﬂ {é }g"'r?

S g r SRR MR A N

“1-’6

\
=
d
X

ﬁ\‘ﬂ
i
m

;Jv’]‘ﬂb‘c\lxo

ExtAttribute : 4435 2 & o4 e ¥ BE > B ERE TR AL > ot i
Networking Service % % 5|7 » VPN @R Bz < & (Attachment) 2 jz /4% 2
PRwER A > H s aph £ & B F G A % a0iE A (Attachment Type)

fo & L= 12 (System Component) » % Ji T &3t i fir g ¢ o
4241 A REHADTE

Flot o ded 4397 o kdp b RSB T EE XTM » 2 aoff b > Ay

TER MY Bl - F 2 @B R 3T A - f5 3 RE(topic) » 4o
£

g o g Ly R o B P ta B e 1 A0 WY S - LA

# 4.3 4 3Espdl(topicitypes) T &

| 4 ﬁ- WP
Incident Category EAES )
Incident Description AR
Requester R RS

Requester Department | ¥ ;ﬁ-i»—‘gf A R

IT Service w4 E 2T PR3
SLA IT PRAFeNE &

Topic Types|System ERITIRBE Heh i
Resolution Category f34-7 3% angE )

Resolution Description  |f#i&-> 3% cfafy if

Supporter fRAE mfg g%

Support Group fRi-¥ i ehy mE et S H

ExtAttribute FHoBp et R do 240 N 2 ARk
f‘ ﬁ‘/u"—*l 3; o
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4242 MBI T K

FoE ARl e EHl e A ITIL BT k3 5 chie g ~ i (Configuration
Item) & o 2 B¥ enfd % 3 A& (relationship types) » 4o @ Office = 2 #icdi ez £ +F A1 2 %

2_ B J+% installed on «B# % » 4 5+ Office ~ 2 #c 4% installed on % *+ 3| F % o

\\\?‘;r

G Al R R R X R T B RE o M AT R
¥ B ennl B g A (association types) o 1345 B B A fE e & TS iE T AL

A G v Bl A R I S A i T e g R A
3 IAR M AF R JRA 0 30 e TR ch A T BT - SRR BT R

L At @IH’_E’:& 2l Eﬁi‘?’_ ] °

4o 4.4 9151 > Vi g & 7 contain ~ request ~ use ~ impactedBY - resolvedBYy -

relevance % » f& 42 B T 3] fi 0 A SR E Arke R gLt cong B o

% 4.4 @ B w5 ap ] (association types) s ¥_s
3 s wm
contain  |# it R EEne ZR o4 VPN PR Bk 4t contain T VPN
Configuration;Tool ; €% L~ i -

request | it AL T e BB o 4ot A SIS 4 R Jane
request " IP Authorizing Failure | &% %5 it o
use REBER TRy | hik ek iao 4o 2 5P 4 B Jane

BE S B EPEuse RRIRIEFEL TR o

impactedBy |# i B AL R ek 3 B o0 Ao L R RN IE F
impactedBy " VPN Server Policy Error | &% i 3g 5] -
resolvedBy |47 it B+ B TAL i34 | ik 3 B % > 4 2 T IP Authorizing
Failure | 0% i 4 i+ ¥ 2 resolvedBy ' Re-Configure VPN
Server Policy Profile | fz4-= 3¢ -

relevance |%f 7 I AMSHIL o RRE RS I DRHEMS o 4o g
P nE WP v ke ¢35 T IR OB 5 o 35 i
Pehhf & 7 €3 RBNE 2 H A § 4 DR
%‘:—;‘ipa SERE

Association

Types
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FiA R BEREE > A XTM 2 29 S u4eT £ 4546 95% o

4 4.5 : XTM for Topic Types Z_3

Incident Category

<topic id="Incident Category">
<baseName>
<baseNameString>Incident Category</baseNameString>
</baseName>
</topic>

Incident Description

<topic id="Incident Description">
<baseName>
<baseNameString>Incident Description</baseNameString>
</baseName>
</topic>

Requester

<topic id="Requester">
<baseName>
<baseNameString>Requester</baseNameString>
</baseName>
</topic>

Requester Department

<topic id="Requester Department">
<baseName>
<baseNameString>Requester Department</baseNameString>
</baseName>
</topic>

IT Service

<topic id="1T Service">
<baseName>
<baseNameString>IT Service</baseNameString>
</baseName>
</topic>

SLA

<topic id="SLA">
<baseName>
<baseNameString>SLA</baseNameString>
</baseName>
</topic>

System

<topic id="System">
<baseName>
<baseNameString>System</baseNameString>
</baseName>
</topic>

Resolution Category
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<topic id="Resolution Category">
<baseName>
<baseNameString>Resolution Type</baseNameString>
</baseName>
</topic>

Resolution Description

<topic id="Resolution Description">
<baseName>
<baseNameString>Resolution Description</baseNameString>
</baseName>
</topic>

Supporter

<topic id="Supporter">
<baseName>
<baseNameString>Supporter</baseNameString>
</baseName>
</topic>

Support Group

<topic id="Support Group">
<baseName>
<baseNameString>Support Group</baseNameString>
</baseName>
</topic>

ExtAttribute

<topic id="ExtAttribute">
<baseName>
<baseNameString>ExtAttribute</baseNameString>
</baseName>
</topic>
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# 4.6 : XTM for Association Types Z_s

contain
<topic id="contain">
<baseName>
<baseNameString>contain</baseNameString>
</baseName>
</topic>
req uest
<topic id="request">
<baseName>
<baseNameString>request</baseNameString>
</baseName>

</topic>

use
<topic id="use">
<baseName>
<baseNameString>use</baseNameString>
</baseName>
</topic>
impactedBy
<topic id="impactedBy">
<baseName>
<baseNameString>impactedBy</baseNameString>
</baseName>
</topic>
resolvedBy
<topic id="resolvedBy">
<baseName>
<baseNameString>resolvedBy</baseNameString>
</baseName>
</topic>
relevance
<topic id="relevance">
<baseName>
<baseNameString>relevance</baseNameString>
</baseName>

</topic>
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431 ¥l i

| Drata Extracton L odule

Agzociation BEule
Idining
Data Mining
Module
o
| T opic Map o
Cenerator Modue |
P
Enowledge
Pattern

B 4.3 0 FREFER e o (74T

4ol 43 “7  hHCEA) Y 42 &0 SHgEE D d & & SRR -
B U TR ch AT BN F R R0 FF SR o 5 45 O R I
PR e d AL MRS 0 @ 2T T SRR A Rl ehikdp o BB A AL
RO TE BN T e 2y ALY B TIT
FEROF TS RAC o AT MSEH G M TR AT 2 A A8 Bl

ER A ET R G DR S o

32



432 ¥ & B M AR $F B

2B NE M I o ) B R B 0 Aprioni B 2 0 454

P R AT 0 T 0SS e T R B A A

System = System Component
b4 PC_ 01=BIOS: 4 77 ¥ 2 %7 PC 01 7 "% « SLip b P¥F > » ¢ 2 PC_01

e genb ARG M o S MET EFAE S Toontain B mALR

Requester = Incident Description
Bldc i Jane= TR ARER K T AT 0 A7 Jane F e E 24 F F 275

EE S S SR U SRR R Mrequest | «Bf 754 AL -

Resolution Description= Attachment
Blde D £ AT TR AU B = SOP102 - T £ AT TR AL B i AUpF
SF g% 3 SOP_02 iRl ie X ARR Ak e i 2 2 o P me R

Tuse | «Bd B3] i -

Incident Category = Supporter
&4 : VPN Server Error= Freddy » % 5= VPN Server Error :&#f enE i & ¥ 4%

+ g K Freddy 2 2~ M BT §Fag 5 TresolvedBy | b B AL

IT Service= System
|4 ¢ Networking Service=VPN Server » % 7 & &$0 " & * el gL pRG5
4 F 25 ¥ P15 VPN Server iz s ieni Ba R o L HIHT &fﬁéﬁ;

impactedBy |, B 55 4] & o

Incident Category = System Component
bl4e @ PC Booting Error= 27+ + > £ 77 % "B 4 o0 H AR g 4 o

Folgr+ iy e M Fag s Trelevance ; b mALE



A AR LM T kg 4.2 & 0T R0 ATE Bl IE LA A N FE

e B A 0 3 AT - fE e IRE AN A B o

44 1y RlEHERCE

Topic Maps
Generator Module

Topic Map . |
XTM pool Topic - Data Extraction Module
Management |

XTM DTD
Grammer

ssociation
Management

Data Mining Module

4.4 3 A BRI 0 ciE (ein e

boBl 4.4 9057 0 ARG MR R T s Bl 5 XTM eofg &
fsess o & BE¥ERPATRPE LGRS BBHII F - B topic 3
AT A MR X a7 2 SE(topictype) - bt vt o i AR A 4T 4 oD
BUMETR > g2 BROMIY - FifRy > 5 - BN 45014
b WA P 5 4 BE B (association type) o Flpt > AfCle s G A AE B0 R E T
(Topic Management){- ¢ 55 # I (Association Management)= 84 & 3=+ 3 4

Fobl et > AP AT R o
441 3 XEH WA H

- BHPAEERWORHET R LS B LD P LA (real
topic) » Flu ¥R g AR R B R F LA F > AL T LA AR - B b

(instance) o 4 & s E T ae 2 T VPN Server -~ T Wireless AP~ TPC 01 |

BB o AifEBlAom2Y oTVPN Server | 5- BEF A48 B> e Ba
- BF £ 47 £ 77 2 XTM ¢ >TVPN Server ;i % 3 384 7 2 o
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# 4.7 : VPN Server i 5ot Ez XTM 4 57 i

<topic id="System">
<baseName>
<baseNameString>System</baseNameString>
</baseName>
</topic>

<topic id="108">
<instanceOf><topicRef xlink:href="#System"/></instanceOf>
<baseName>
<baseNameString>VPN Server</baseNameString>
</baseName>
<variant>
<parameters>
<topicRef xlink:href="http://www.topicmaps.org/xtm/1.0/#psi-display"/>
</parameters>
<variantName>
<resourceData>VP01</resourceData>
</variantName>
</variant>
</topic>

& 424 &9 § & ExtAttribute 1o B 3% s B L end SEAEA > ¥ 2 R 6
Bk R N AR R R e e BTG AR AT AT
FEDAAEEA Y  FP AT D ExtAttribute o Mgt Bt Tk S BT
ExtAttribute i 4Z#5 4] e 6] 0 &% B AcHE BP0 £ 48 B+ 1 VPN Server

Document it i # % At E & XTM # i 55 & o

4 4.8 1 VPN Server'Document it 245 & 1+ @ 2. XTM 4 7 i

<topic id="ExtAttribute">
<baseName>
<baseNameString>ExtAttribute</baseNameString>
</baseName>
</topic>

<topic id="Attachment">
<instanceOf><topicRef xlink:href="#ExtAttribute"/></instanceOf>
<baseName>
<baseNameString>Attachment</baseNameString>
</baseName>
</topic>

<topic id="603">
<instanceOf><topicRef xlink:href="#Attachment"/></instanceOf>
<baseName>
<baseNameString>VPN Server Document</baseNameString>
</baseName>
<variant>
<parameters>
<topicRef xlink:href="http://www.topicmaps.org/xtm/1.0/#psi-display"/>
</parameters>
<variantName>
<resourceData>VPDOC</resourceData>
</variantName>
</variant>
</topic>
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4.4.2 3 ALy B enE B E 9L

A AR B KT E B ATAE 2 B E R e XL
(Association) » ¥ 4.2 & “TiF s BB A > P43 &7 % TRl
Frlenp gkt XTM £ 7230 F 3 2 45 Bl o AT AP 43 & FofliEi

W B S B A AeT

N

1 BlEenTe 5 B o doismdy bt amp o XTM £727 - #%
iEHp ek 40 contain s B REBE A AL k& o & 4.9 B 7 PC_01(topic id =

105)¢7 BIOS(topic id = 271)ekd 555 & XTM ehdk 7 2 o

% 4.9 : contain B B F G| XTM £ 57 2

<topic id="contain">
<baseName>
<baseNameString>contain</baseNameString>
</baseName>
</topic>

<association id="Con_01">
<instanceOf><topicRef xlink:href="#contain"/></instanceOf>
<member>
<roleSpec><topicRef xlink:href="#System"/></roleSpec>
<topicRef xlink:href="#105"/></member>
<member>
<roleSpec><topicRef xlink:href="#System Component"/></roleSpec>
<topicRef xlink:href="#271"/></member>
</association>

2. BHEa Tipd, Mk o R REFRT S gt o & XTM 7 2
POR-iERE R A request i BMEBAIE KA T o £ 410 B B2

Jane(topic id = 16)3-4 7 T & S B3k % 4 p, (topic id = 938)«H% i 45 if -

% 4.10 : request i B 7 &) XTM 4 7 2

<topic id="request">
<baseName>
<baseNameString>request</baseNameString>
</baseName>
</topic>

<association id="Req_01>
<instanceOf><topicRef xlink:href="#request"/></instanceOf>
<member>
<roleSpec><topicRef xlink:href="#Requester"/></roleSpec>
<topicRef xlink:href="#16"/></member>
<member>
<roleSpec><topicRef xlink:href="#Incident Description"/></roleSpec>
<topicRef xlink:href="#938"/></member>
</association>

36



3. B TRy MG 4o f@d ey IR B HEE - & XTM £

T E ﬂ-%—x*éﬁmfag lé"‘f'JqF use % f[ﬂa@% E\j\%\f]‘ o £ 411 B 7 l—_ﬁ_%ﬁ"\;{
TR ARG AR (topic id = 1043)ef2 4= 4 @ * F] TSOP_02 | 15 # iF ¥ 42

B et i S 2 i 4 % (topic id = 609) -

% 411 use BB F G| XTM £ 77 /2

<topic id="use">
<baseName>
<baseNameString>use</baseNameString>
</baseName>
</topic>

<association id="Use_01">
<instanceOf><topicRef xlink:href="#use"/></instanceOf>
<member>
<roleSpec><topicRef xlink:href="#Resolution Description"/></roleSpec>
<topicRef xlink:href="#1043"/></member>
<member>
<roleSpec><topicRef xlink:href="#Attachment"/></roleSpec>
<topicRef xlink:href="#609"/></member>
</association>

BB DA ) B %o Aol IT IRIEE AL L@ (77 A e LRI
POETENE 2 o i XTM £ 12 ?#-igapenil 241 % impactedBy it B B 75 7] i
k&% 412 B 7 B RIRFL (topicid = 701)4% VPN Server iz B % si(topic

id = 125)+ 8 % m BT £ B4 o

# 4.12 : impactedBy B B3 6] XTM £ 7

<topic id="impactedBy">
<baseName>
<baseNameString>impactedBy</baseNameString>
</baseName>
</topic>

<association id="Imp_01">
<instanceOf><topicRef xlink:href="#impactedBy"/></instanceOf>
<member>
<roleSpec><topicRef xlink:href="#IT Service"/></roleSpec>
<topicRef xlink:href="# 701"/></member>
<member>
<roleSpec><topicRef xlink:href="# System"/></roleSpec>
<topicRef xlink:href="# 125"/></member>
</association>

BHFa TR Bt 4o F LT 241 BE R 2 XTM 2 7
&P B enhf 4% resolvedBy i& B R B A AR k& 7 o4 413 E 7 7T VPN
Server Error | (topic id = 805)i& B ¥ g w4 % ¥ 12 Freddy (topic id =72)

ik .
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% 4.13 : resolvedBy B 85 &) XTM 4 77 i

<topic id="resolvedBy">
<baseName>
<baseNameString>resolvedBy</baseNameString>
</baseName>
</topic>

<association id=“Res_01">
<instanceOf><topicRef xlink:href="#resolvedBy"/></instanceOf>
<member>
<roleSpec><topicRef xlink:href="#Incident Category"/></roleSpec>
<topicRef xlink:href="# 805"/></member>
<member>
<roleSpec><topicRef xlink:href="#Supporter"/></roleSpec>
<topicRef xlink:href="#72"/></member>
</association>

*PREER R IO o R0 B b T B A o R ARE RS D
Bt b s nh ot Crelevance ) B S > &7 O A F FEE M G0 &
XTM £ 77 3 ¥ #3g8genbd 241 % relevance &= BB B A & K & 7 o 4o # 4.14

& 7+ 7 T PC Booting Error | (topic id = 813) ¥ i # w] 22 &g + % 3L~ i% (topic

id =254) B¢ 55 -

4 4.14 : relevance B85 76 e XTM £ 7 /2

<topic id="relevance">
<baseName>
<baseNameString>relevance</baseNameString>
</baseName>
</topic>

<association id="“Re_01">
<instanceOf><topicRef xlink:href="#relevance"/></instanceOf>
<member>
<roleSpec><topicRef xlink:href="#Incident Category"/></roleSpec>
<topicRef xlink:href="#813"/></member>
<member>
<roleSpec><topicRef xlink:href="# System Component"/></roleSpec>
<topicRef xlink:href="#254"/></member>
</association>
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4.5 I-Map System

r2 > A4

TG & e T o i S FAME 2 3 0K BengeE 0 M R

T A AT e 2 S R doie f7 3 R RR R e ke

E Incident

I

Service Desk |

Y

_ Incident Incident | Incident
" | Recording Module Classification Module | Resolving Module

[

Supporter

_| Incident Information
Navigation Module

Bl 4.5 : I-Map % suficie

4[] 4.5 #77F » |-Map System ] * F 2 T3 & 5o 13 AT Bl 5L
ERGEF P F KT HF 4p B 030 0 [-Map System Fp pEE £ T F i ik
&-(Recording) ~ ~ #g (Classification)f- % ;&-(Resolving) % rJd2 s ic » > { ¥ i+ 4 1L

FHTAE BEI TR IL T R g R e Rl R g
—F RO RENEHEAL . X5 p A REATER S { ATh ST %
Ppoo T A RER R A G |-Map System P & il ihn 2 e s o 5 10 2 E (Fen

AR o
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451 % L dHE

Incident
St — 1
Gervice Desk |
Incident
] Incident
Recording Recordi
Module cording
Supporter
- ¥ _
Ifcident [nfarmation |
| M avigation Ilodule |
L _ _

B 4.6 F e fEadE T fg

do®l 4.6 77 0 F B L FEA IR o (Service Desk)d% X - o 473 N ehE
ERE U N WE b a 0 L2 ES - X3ThE ai'%a;njmg‘;% 4k o ¥

§ ARG B AT e ITIRIER * Sk & T30 8 2 F 20 1T JRiE 1

B ol ko> Amy Z R3804 afdd o Amy F RF A F ahiF ARG 1
RS F (B2-R304) 7 Er F G FTALPE  Frill 18 B 5 B pRARE 4 43R enT o N E
e ATIL Sk sAz > Amy B3E/RIs o » § g5 Clay #& 01 - BF #pf B R
SRS
Clay Jz 3| Amy 0% #5848 » 7 L1 * F 2 % &(Incident Recording) -
E# i 2 Amy > 1 - § 370 Incident Case » %5 INC 062 » 12 i & 4% 2

HHRM T o RUENT e SBAATA  do#r ITIRA: P B Rg4
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g BE S LR R (F > Amy 0f 1 %E s Amy SR RR « F i engy it

Fod E g uE > 4o £ 415 T ¢

% 415 Amy & DB AR 2T L &

Incident Case ID : INC_062

Create Time : 2005/5/19 pm 3:00 Location : B2-R305
Requester Department : Financial Department

Requester : Amy Activity: Secretary
IT Service : Printing Service SLA : Silver

Incident Category : Printer Error

Incident Description : Can’t Print anything out

452 T EFRETHE

F2A15F AN FEFy Clay & LP AR T A T T
@ EFRATE R oot - DB L R B A AR A TE Y R
® ﬁ“*i&r"i FRE ﬁ'a%#ph&ﬁvﬁ‘ﬂvl-MapSystemfgé‘lifiﬁgh—ﬁ
ERET LDl wrE e ’?I""}‘és@?ﬁ*%ﬁxﬁfl“mﬁm R EEEE
B F A oA o kR AR AT T XTM 7 »
HAAE R ERS PR IR 47

Incident Information Navigation
Module
: o Apply Topt
Topic Mavigation Inpfirﬁ;a;ilnc
- »
- X

— .
e

Topic Map
HTM pool

Bl 47 : % i ”“‘IL %ﬁ-@ﬁ_ ® eiF (TR AR

AMEELE T LT Z G

4



L AEF 32y P e i s R ATeF S Aph it
T LR EREMEE S A MR R A FAE o PR E S E
FI#1F T o o DT E TPrinter 02 i 5 B ARk send M T S
Tl- BT T ¥ - Mpaperjam | chidE > 27t SE AT FF 4

+ Mg

~

2-iﬁﬁﬁfﬁﬁfﬂ=iﬁ§ﬂﬁﬂﬁﬂ%%iﬁﬁ,?ug@a@ﬁ#@

D4R AL NN L IR Y R T FE

cg
T
S
v
A

FeB AR BB R EIT R B P R T R

3. W I AFTRPM F P FEFRLET LE Y O K BRI T L
T fE - 8 B e 2 oo 4o F D] T VPN Server Document j % 2 pE > f

Tk e BTN Koo

bt Amy g e RGE R E g g Clay MR TR SR AR
Lo 1 A AR O PR R AT - 4oid i TAmY ) s AT
# 5 3] Amy ¥ i€ * 1T pR4% 3 ==. Printing Service ; {= " Networking Service |
A AR o Fla Amy & D enE 2 i 2 T Can’t Print anything out ;- % 7 Amy
H_% @ * Printing Service pFif 8 7 % i > #1)2 Clay i% # /L " Printing Service |
3 3EIF 97 > 3 22 T Printing Service j4p B s % 2 3% :T Printer_01 ;=" PC_05 ;>
AAFANPRBAOTEEF RN L S B AR PPEClay ERFF
TPrinter 01 > & & 2 ¢ 3 .= B 2T Printer_01 | A 2 <3 48> — £ Printer Error |
¥ 2w ai k8> & 7 M Printer 01 jen® 2 55 ¥ X 0 F g eng e - £ Toner
Box, it~ iteni g &5 MPrinter 01, enF 28 ¥ 2 H e Zanph™ 5 M o
= &_THP Printer Configuration Document | #.F? < i ¢ 3% » &2 )t Br & 48 % 25
"relevance # %) érhf % - Clay %39 2 i T 42 & 7 2035 F|" HP Printer Configuration
Document | » ¥ 5B 3P 2 E @At SE A 4 chE # X I kg s
A5k A 49 '«\'\EH”@’ ISR IRt i ARER S < U Ef’%‘-\ﬁﬁg DL F E e
B A Aot R E ik o Clay 14 BRP RAARET 2 BT F T £
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TP Feamugs > & A F 4 483 (Fa 45 3 3 T Toner Low | =73t &, > §_Clay
w 3| TPrinter 01, 1 g+ 4 /2 " Toner Box | i AL T - 45 3|5 Bl
= 4p B eh3 4% > & %] 5 T Toner Capacity Low ;~" Toner Box Broken | & ¥ i 45 it -

*+&_Clay 7+ " Toner Capacity Low ; i 32150 » 345 I 4p B ef2 4> N4 it 5

I Change Toner Box ; 2 "Resupply Toner | & i f2/4 > ;¢ 48 - T B 4.8 2 +
i Clay 1% 2 AL BF T & & F 30 i Az

HP Printer
Configuration
Resupply
Change Toner Document
Toner Box

System
Component

Toner
Capacity
Low
Incident
Description

Toner Box

Broken

Printing

Printer T o

Error

Incident Category Requester

————— Un-navigated association path
Information Topic
— - — Clay navigation path

W48: EEFehigEF

d P E ﬁgn%}ﬁﬁﬂg@ﬁ,ﬂiﬁs?u@:m,1fis§ ;jﬁéi@i%@ﬁiﬁﬁﬁ
il B U AR M TR 0 BT R e TR B himep §
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453 A NEE

— — — —/ 7 —_— — — — =

Incident Inform ation Inci ent Resolution | Incident
—h.
| M avigation Module Id entifying | Resolving I'u'Iu:udule
_

B 4.9 : % A §RC 8 (Ein AT

R A9t > FEPREENGAIRFTEFT DT P e @

- H R ENFEFTRAEP DS T TP T R il AR &

M) R B Clay JURS Pl R Mt sk
P e Al aE & T Toner Resolution | sraf ] o f#4-7 5% ensf Al 7 it &1 F 12 i)
% “TH B > 4o @ T Printer Error ; sh% #2455 > &t ¥ i 4 " Networking Switch
Resolution | 2 ;%7 4] {2k > F] 5 AIEREAR Ol AT F 7 4L K f 0B A L PR
B o BfR LA - B AL SRk depads digf {4 frfz i ;N R «}; B4 3%
F R o BE g %fiﬁP‘Wﬂpﬂ*v Byt (- F4E > 4ot Clay 4935
B & e PP AL ES & PR IR B o T B B a5 B X
Mo TR RE S 4k SfFEE S TPrinter 01 &5 E R s AR en kit

- i

FToner Box ;o & % 4.16 5 Clay #-% 38 TP frk s i e 2 T

i

30416 AT BB ALT A B b

Incident Case ID : INC_062
Create Time : 2005/5/19 pm 3:00 | Location : B2-R305

Requester Department : Financial

Requester : Amy Activity: Secretary
IT Service : Printing Service SLA : Silver
Urgency : High Priority : Medium | Impact : Low

Incident Category : Printer Error

System : Printer_01 System status : Abnormal

System Component : Toner Box

Incident Description : Can’t Print anything out
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454 % *iRiAHE

Apply
Resolution

|

: Incident Classification | - Create Incident ]

: Module \ | Resolution | Resolving Module I“F“i‘mt
' Case

Incident
Dispatching

Bl 4.10 © T & {34500 i (v AR

4B 4.10 #1710 ARV Ei%i@;’* i fi/?ﬁﬁﬁr’.fé_ﬁ’_ﬁ%ﬁ Flenfz = 54 f3
— T

AT ﬁ'
G-

~

[

St

’?’L\féﬁ&—ﬁ’amﬂ—;{m‘l%@_asﬁ)‘ﬁﬁ~ TREF PR o X AT R

-1

TR TR~

4

Foobodedkw - e B IV %‘*w,mﬁ Er o FRRRFeRp 22
- FTeOfRA-S S o P B - WSS FlEnfEA ;“ T AT EAREY - BE
EHITE e RO B A P B - e AT B 0 fRTIEE
afE A 5\ ﬁfc«fd\z FrA bR g e chR B o AR FIH AR T iR Ag
2 e B AE o

Byt 2 506)0 50 By fgid i Clay &% * Change
Toner Box | #f%;4-> ;% o d »> T Change Toner Box | = #37 5 — &1 ik (742
B 3 ITAR R b B P F 4P 2 2 [ HP Printer Configuration
Document ;> **§_Clay i e F#Hp < it mv‘b%;}ﬂ—? I -8 A R e A
LHEBED > RS By i f 8 BABRFyAT o7 g BiztE
24 Clay #973 ap B T8 L B0 THEA > 4ok 417 #7577 o
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417 Rl aner 2 E 2Tk &

Incident Case ID : INC_062
Create Time : 2005/5/19 pm 3:00 Location : B2-R305

Requester Department : Financial Department

Requester : Amy Activity: Secretary
IT Service : Printing Service | SLA : Silver
Urgency : High Urgency : High | Urgency : High

Incident Category : Printer Error

System : Printer_01 System status : Abnormal

System Component : Toner Box

Incident Description : Can’t Print anything out

Resolution Record

Resolution ID : Res_62 Resolve Time : 2005/5/19 pm 5:00

Resolution Type : SOP
Supporter : Clay Support Group : General Group
Attachment Type : DOC Attachmé'ht‘:-Hﬁ' F}ri.n,ter Configuration Document

Resolution Description : Change Foner Box
' =
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Microsoft Windows 2080 [RF7 5.80.21951
l<C> Copyright 1985-2808 Microsoft Corp.

C:»Documents and Settings“Administrator>cd C:“Iomcat 5.5“webappsimap web—inf ¢l
asses

C:~JToncat 5_5“webappssimapweb—inf*classes>javac imap~IMapBuilder.java

C:~xTomcat 5.5“webappssimapsweb—infsclassesz>java imap.-IMapBuilder E:simap.xtm
TopicHap with mergemode: 2 and merging by TopicName - false and xtm 1.1: False
Start..........

Incident Attribute Topics Extraction OK?

Build Attribute Topics in the HTHM file : E:“imap.xtm

Incident Association Topics Extraction OK?

Build Asszociation Topics in the BTH file : E:simap.xtm

C:xITomcat 5.5“webappssimapsweb—inf “classes>
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|————+————1——=—+————2————+————3————+————4————+————5————+————6————+————'?————+————El————+————9——z‘
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<paseNameString>Requester Department</baselNameStrings
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</topics
<topic id="idZ4zZ876676093">
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</topics
<topic id="id2428376676095">
<hazeName:>
<hazeNameStringsIncident Category</baselameItrings
</baselName>
</topics>
<topic id="id242876676097":>
<bhaseName >
<haseNameString>Systems,/ baselame3tring>
</baselame>
» </topicy
<topic id="idZ4zZ8766760997>
<hazeName>
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