
ĈuĊöÝ ÄúÉ ûÿºĉ¾å ¾¤í¹

v¾ñ Äĉÿ¾Å Ĉýwù¿wÅ ć½wúÞù
¿wÅ¾¤Æz

Ă¤åwĉºÉ½ ÿ ãwæÉ ¡ĒùwÞ£

Ĉýwù¿wÅ ć½wúÞù ćwă ¢å¾ÊĊ~ Ĉöù Èĉwúă üĊùĀÅ
 äĉ¾É Ĉ¤ÞþÍ āwòÊýv¹-- ÿ-. ûwzj,.43



yõwÖù ¢Å¾Ąå
Åv¾ñ Äĉÿ¾Å ¹wÎ¤év ÿ Äĉÿ¾Å
ÅĈýwù¿wÅ ć½wúÞù y£wîù ½¹ Äĉÿ¾Å Èêý
Åv¾ñ Äĉÿ¾Å Ĉýwù¿wÅ ć½wúÞù
ÅĈýwù¿wÅ ć½wúÞù xĀöÖù xĀ¯½w¯
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÷½wĄ¯ ôÆý ćwă Äĉÿ¾Å

Services1.0
Services 2.0

Services 3.0

Services 4.0

¿wÆõwÞå 5½vÀzv
¿wÆõwÞå 5¢ý¾¤þĉv

¿wÆõwÞå5
ôĉwzĀù ćwă ć½ÿwþå

¿wÆõwÞå5
½ĀĄÙĀý ćwă ć½ÿwþå

Manual efficient self - service Seamless
3 Singapore Digital (SG:D)," The Future Of Services: Service and Digital Economy Technology Roadmap." InfocommMedia Development Authority(2018)



 ćwă Äĉÿ¾ÅSeamless
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Ăýđºúă

 ćwă¿wĊý ĈþĊz ÈĊ~
 ìúí wz ûwĉ¾¤Êù
 ½ĀĄÙĀý ćwă ć ½ÿwþå

wĄ¤ýv Ăz wĄ¤ýv

ëwîÖÍv ûÿºz

Singapore Digital (SG:D), Infocomm Media Development Authority. "The Future Of Services: Service and Digital Economy Technology Roadmap." (2018)



 ĈýwĄ« ½v¿wz ½¹ Äĉÿ¾Å øĄÅ
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2019

1970 2040

Service 
Trade

9% ÷ĀÅ ìĉ ¿v ÈĊz
ĈýwĄ« ½v¿wz

20%

https://www.wto.org/english/tratop_e/serv_e/serv_e.htm



,.).¹½wĊöĊù ½vÀă½đ¹
 ówÅ ½¹-+,2

https://www.wto.org/english/tratop_e/serv_e/serv_e.htm

 ā¿Ā³ ½¹ ¡ĒùwÞù Ç¿½v Äĉÿ¾Å
$¡wùº· È¸z#
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 Äĉÿ¾Å ā¿Ā³ ½¹ ¡ĒùwÞù ºÉ½$¢ùº·#
 ¿v ÈĊz

đwí ā¿Ā³ ½¹ ¡ĒùwÞù ºÉ½

7

Äĉÿ¾Å
đwí

 üĊòýwĊù ½ĀÕ Ăz0)/ºÍ½¹
 ówÅ ¿v-++0 ówÅ w£-+,2

https://www.wto.org/english/tratop_e/serv_e/serv_e.htm



ówâ¤Év ¹w¬ĉv ½¹ Äĉÿ¾Å Èêý
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39% 49%

+10%

1996 2016

Singapore Digital (SG:D)," The Future Of Services: Service and Digital Economy Technology Roadmap." InfocommMedia Development Authority(2018)

Äĉÿ¾Å È¸z ½¹ ówâ¤Év øĄÅ
ć¿½ÿwÊí ÿ ºĊõĀ£ È¸z ½¹ ówâ¤Év øĄÅ



ûwý¿ ówâ¤Év ½¹ Äĉÿ¾Å Èêý
Å ć¹wÎ¤év ćºþúývĀ£ ¿v ¢ĉwú³ûwý¿
Åûwý¿  ¾¤ÊĊz ¢í½wÊù
ÅĈ¤ĊÆþ« Üĉ¿Ā£ Ĉ{Æý ó¹wÞ£ ¹w¬ĉv ûwîùv

 wă È¸z ¾òĉ¹ Ăz ¢{Æý Äĉÿ¾Å È¸z ½¹
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ówâ¤Év Ĉ¤ĊÆþ« Üĉ¿Ā£
 ûv¾ĉv ½¹
 ówÅ,.42

19%

ûwý¿ ówâ¤Év øĄÅ
ûv¹¾ù ówâ¤Év øĄÅ

81%

 Ić¹¾{ăv½ ¡wÝĒÕv ÿ ½wùj Àí¾ù ĈÝwú¤«v āwå½ ÿ ½wí IûÿwÞ£ ¡½v¿ÿ Ić½wùj ćwă āºĉÀñ,.42



Äĉÿ¾Å

ĈýwĄ« ¹wÎ¤év ĈöÍv ûĀ¤Å

ôöúõv üĊz ¡½w¬£ ¾ÎþÝ üĉ¾£wĉĀ~

 ¾z ½v¼ñ¾Ċ§m£ ówâ¤Év ¹w¬ĉv ÿ Ĉöù Ìõw·wý ºĊõĀ£
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¹wÎ¤év
Ç¿½v wz ćÀĊ¯ Ăz ÷w· ¹vĀù ôĉº{£ ºþĉv¾å

 Äĉÿ¾Å ¾z Ĉþ¤{ù ¹wÎ¤év
ÃĀÆ´ù ¾Ċá  ÿ ÃĀúöùwý Ĉĉwă Ĉ«ÿ¾· ôĉĀ´£ ÿ ºĊõĀ£

ûwĊþz Èýv¹ ÜĉwþÍ
Ĉ¤ÞþÍ ºĊõĀ£ ½¹ Ĉăwñj Èýv¹ ćwă Äĉÿ¾Å
½wí ½v¿wz ½¹ ¾ăwù ÿ ā¹¾îöĊÎ´£ ûwþí½wí
½wíÿ yÆí ½¹ ½ÿjĀý ćwă ûwù¿wÅ
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w£ óĀÎ´ù ¾z Ĉþ¤{ù ¹wÎ¤év ¿v
¹wÎ¤év Äĉÿ¾Å ¾z Ĉþ¤{ù$¢ùº·#

ÃĀúöùwý
¡½wĄù ÿ Èýv¹

ÃĀúöù
÷w· ¹vĀùĂĊõÿv

wă ć¹ÿ½ÿ

ÃĀúöùwý
óĀÎ´ùĈÝvÀ¤ýv

ÃĀúöù
óĀÎ´ùĈþĊÝ

wă Ĉ«ÿ¾·

ûĀòúăwý
ôùwÞ£  ÿ āºþă¹ Äĉÿ¾Å

āºý¾Ċñ Äĉÿ¾Å
¾ĊĊâ£¾Å ć¿wÅ ĈÎ¸É ÿ ¢ĊÞÑÿÄĉÿ

āºÉ ¹½vºýw¤Åv
ºĊõĀ£Ì¸Êù ¹½vºýw¤Åv ÃwÅv ¾z đwí

¹ÿº´ù ½wĊÆz ¾ĊĊâ£ ûwîùv
ć¾ĉ¼~¾ĊĊâ£ºþĉv¾åºĊõĀ£

ìĊîæ£ ôzwé ¾Ċá
ºĊõĀ£ý¾òĉºîĉ wz ûwùÀúă ã¾Îù ÿº

ôzwéìĊîæ£
Ċîæ£ ôzwé ã¾Îù ÿ ºĊõĀ£ ćwăºþĉv¾åºþî

ã¾Îù ÿ ºĊõĀ£ ºþĉv¾å

12
Shek, Daniel TL, Po PY Chung, and Hildie Leung. "Manufacturingeconomyvs. serviceeconomy: Implications for serviceleadership." InternationalJournalon DisabilityandHuman
Development14.3 (2015):205-215.

óĀÎ´ù ¹wÎ¤évÄĉÿ¾Å ¹wÎ¤év ¹wÞzv



 ¹wÎ¤év óĀÎ´ù ¾z Ĉþ¤{ù¹wÎ¤év ÿ Äĉÿ¾Å ¾z Ĉþ¤{ù
Ĉýwù¿wÅ ½w¤·wÅ ×w´õ ¿v
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Àí¾ú¤ùwý5Ĉö´ù ć¾Ċñ øĊúÎ£

ĈúÅ½ ĂúĊý

Àí¾ú¤ù5ć¾Ċñ øĊúÎ£½ ûv¾ĉºù ÔÅĀ£ ā¹
đwz
ĈúÅ½

½w¤·wÅĈýwù¿wÅ

ćÿ¾ĊýĈýwÆýv ćwă Ĉĉv½v¹ĈöÍv Ĉýwù¿wÅ Ç¿½v

½w¤¸ù¹Ā· üĊÉwù ºþýwúăûwþí½wí Ï¾å ÈĊ~

½ÿjĀý ½Ā£v¾~v¡đj üĊÉwù ûwþí½wí Èêý

ćv Ăå¾³ ÿ ¾ăwù
çĒ·
āÀĊòýv wz

Èýv¹ ÿ ¢Ċ³ĒÍ ćv½v¹

Ĉ{Æý ¡½wĄù ćv½v¹
ó¾¤þí ôzwé
ĈþĊz ÈĊ~ ôzwé

ĈñÂĉÿ ćv¾z xĀöÖù
ûwþí½wí

óĀÎ´ù ¹wÎ¤évÄĉÿ¾Å ¹wÎ¤év ºÞz

Shek, Daniel TL, Po PY Chung, and Hildie Leung. "Manufacturingeconomyvs. serviceeconomy: Implications for serviceleadership." InternationalJournalon DisabilityandHuman
Development14.3 (2015):205-215.



Äĉÿ¾Å ¡wĊ³ Ă·¾¯
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ć¾Ċñ¹wĉ
$½v¿wz ćwă¿wĊý  #

¹Ā{Ąz
$ć½vºĉw~ ćv¾z  #

ĂÞÅĀ£
$ Üå½ Ăz ½¹wé Ăí ĈÞzwþù

ºþÉwz wă¿wĊý  #

v¾«v
$wă Äĉÿ¾Å ôĉĀ´£  #

Qiu, Robin G.Service science: The foundations of service engineering and management. John Wiley & Sons, 2014.

Service 
diamond



Äĉÿ¾Å ¡wĊ³ Ă·¾¯

15 Qiu, Robin G.Service science: The foundations of service engineering and management. John Wiley & Sons, 2014.

Service
diamond



Äĉÿ¾Å ĈÅºþĄù ÿ ¢ĉ¾ĉºù I÷ĀöÝ

 ćwăºþĉv¾å ÿ wă óºù
½wíÿ yÆí

ÿ øöÝ
ćÁĀõĀþî£

 ÿ ÷¹¾ù
ðþă¾å

SSME*

* Service Science, Management and Engineering
16



 ā¿Ā³ ½¹ ÈăÿÂ~SSME
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https://www.igi-global.com/journal/international-journal-service-science-management
Xiong, Gang, et al.Service Science, Management, and Engineering:: Theory and Applications. Academic Press, 2012.
Hefley, Bill, and Wendy Murphy, eds.Service science, management and engineering: education for the 21st century. Springer Science & Business Media, 2008.



wă ¢õÿ¹5
ôúîù ûvĀþÝ Ăz Äĉÿ¾Å È¸z ü¤·wþÉ ¢ĊúÅ½ Ăz

ºĊõĀ£ È¸zć¿½ÿwÊí È¸z ÿ Ĉ¤ÞþÍ
āºþĉj ½wíÿ yÆí ćv¾z Ĉĉwþ{ù ûvĀþÝ Ăz Äĉÿ¾Å

Ĉ¤zwé½ ¢ĉÀù ¹w¬ĉv
ĈýwÆýv ćÿ¾Ċý ówâ¤Év
Ĉöù Ìõw·wý ºĊõĀ£ ÈĉvÀåv

¡wÝĒÕv ć½ÿwþå ćwă ûwù¿wÅ5
wă Äĉÿ¾Å ó¹w{£ ÿ Ătv½v ćv¾z ć¾¤Æz ¹w¬ĉv

18



 ćwă Èõw¯ûwù¿wÅ
$Enterprise#

19

)))

 óĀ´£Ĉõw¤Ċ¬ĉ¹

ºĉº« ćwă ćÁĀõĀþî£

ć½w Å ûÿ¾z

ć¿w¬ù ćwă ûwù¿wÅ

Ĉ¤zwé½ ¢ĉÀù Ăz ĈzwĊ¤Å¹

 ā¾Ċ¬ý¿ ½¹ ¡½ºé ¾ĊĊâ£
Ç¿½v

çw{Öýv

 ÿ yÆí ºĉº« ćwă óºù½wí



ćwă ĈñÂĉÿ wă Èõw¯ wz Ĉĉÿ½wĉÿ½ ćv¾z ûwù¿wÅ ½wÚ¤ýv ¹½Āù

¾ĊĊâ£ ¢Ċözwé

 I¡wÝĒÕv ć½ÿwþå Ĉĉw¤Åv¾úă
 ûwù¿wÅ ÿ ½wíÿ yÆí

ć½ÿjĀý

Ĉîzw¯

ć¾ĉ¼~ èĊ{Ö£
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wă ĈñÂĉÿ üĉv ĂĊ{Þ£ wĉj
Ĉýwù¿wÅ ć½wúÞù ìúí Ăz

K¢Åv üîúù
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Ĉýwù¿wÅ ć½wúÞù ÷ĀĄæù ôùwî£
Ăýwñ ĂÅ y£wîù

 ć½ÿwþå ÿ ½wíÿ yÆí ûwĊù ówÎ£v
 ¡wÝĒÕv

ćwă Ĉĉv½v¹ ÷wú£ ½¹ ¡wÝĒÕv ć½ÿwþå
ûwù¿wÅ

Ów{£½vv¾«v ÿ ¹¾{ăv½ ûwĊùûwù¿wÅ ćwă Ă{þ« ÷wú£

ć½vÀzv ÿ Ĉýwù¿wÅ ć½ÿjĀý ćv¾z
ć½vºĉw~

ûj ÔĊ´ù ÿ ûwù¿wÅ

óÿv y¤îù
 ć½ÿwþå ć½wúÞù

 ¡wÝĒÕvûwù¿wÅ

÷ÿ¹ y¤îù
ûwù¿wÅ ć¿wÅ Ă¯½w îĉ

÷ĀÅ y¤îù
 Ĉú¤ÆĊÅĀív èĊ{Ö£

ûwù¿wÅ

ā¿Ā³ãºă
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óÿv y¤îù

ćºþúývĀ£ ±ĀÖÅûwù¿wÅ
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¾æÍ ćwă ćºþúývĀ£

óĀúÞù ćwă ćºþúývĀ£

 ćwă ćºþúývĀ£
ìĊú¤ÆĊÅ

ĂýwéĒ· ćwă ćºþúývĀ£

ć¹¾{ăv½ ćwă ćºþúývĀ£

ĈêĊ{Ö£ ćwă ćºþúývĀ£

ºõĀù ćwă ćºþúývĀ£
óÿv y¤îù÷ĀÅ y¤îù÷ÿ¹ y¤îù

wă ¢ĊõwÞå

wăºþĉv¾å

ć½wí ćwă ø¤ÆĊÅ

wă¹¾îöúÝ

½wíÿ yÆí*ûwù¿wÅ

ø¤ÆĊÅĀív

ĈýwĄ« ĂÞùw«



½¹ Äĉÿ¾Å Èêý
K¢ÆĊ¯ Ĉýwù¿wÅ ć½wúÞù y£wîù
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 Äĉÿ¾Å Èêý½¹ y£wîùĈýwù¿wÅ ć½wúÞù
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óÿv y¤îù÷ĀÅ y¤îù ÷ÿ¹ y¤îù

ćwă Äĉÿ¾Å
¡wÝĒÕv ć½ÿwþå

ćwă Äĉÿ¾Å
½wíÿ yÆí

 ûwù¿wÅ
v¾ñ Äĉÿ¾Å

¾ñ Äĉÿ¾Å ¹wÎ¤évv

½vÀzvðþă¾å

v¾ñ Äĉÿ¾Å ĂÞùw«



Ĉýwù¿wÅ ć½wúÞù ½¹ Ĉĉv¾ñ Äĉÿ¾Å
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 xĀ¯½w¯FEAFv¾ñ Äĉÿ¾Å

 xĀ¯½w¯TOGAFv¾ñ Äĉÿ¾Å

ITIL

 ûv¾ĉv Ĉýwù¿wÅ ć½wúÞù Ĉöù xĀ¯½w¯$IEAF#



 xĀ¯½w¯FEAFv¾ñ Äĉÿ¾Å
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 v¾ñ Äĉÿ¾Å ûwù¿wÅ$SOE#

 ć½wúÞù v¾ñ Äĉÿ¾Å$SOA#

 ¢·wÅ¾ĉ¿ v¾ñ Äĉÿ¾Å$SOI#

½wíÿ yÆí Ăĉđ

 ćwă ø¤ÆĊÅ Ăĉđ
Ĉ£wÝĒÕv

 ÿ ¢·wÅ¾ĉ¿ Ăĉđ
Ăî{É



 xĀ¯½w¯TOGAFv¾ñ Äĉÿ¾Å

28 https://www.opengroup.org/soa/source-book/togaf/p4.htm



½¹ v¾ñ Äĉÿ¾Å ć½wúÞù ¢Ċúíw³9.2 TOGAF

29 https://www.opengroup.org/soa/source-book/togaf/p4.htm



ITIL 3

30 ItSMF, U. K.ITIL Foundation Handbook. The Stationery Office, 2012.



ITIL 4
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 ÿ wí¾É
ûwñºþþí üĊùm£
.

-
ć½ÿwþå ÿ ¡wÝĒÕv

,
¹v¾åv ÿ wă ûwù¿wÅ

 ÿ Ç¿½v ûwĉ¾«
wăºþĉv¾å
/

ôùvĀÝ
ĈÖĊ´ù

ôùvĀÝ
ĈÝwú¤«v

ôùvĀÝ
ć¹wÎ¤év

ôùvĀÝ
ĈÅwĊÅ

ôùvĀÝ
Ăýv½ÿwþå

ôùvĀÝ
ĈýĀýwé

 ÿ ć½vÀåv ÷¾ý ¡đĀÎ´ù
 wă Äĉÿ¾Å

Ç¿½v

ITIL 4 edition. The Stationery Office, 2019.



 ½¹ Ĉĉv¾ñ Äĉÿ¾ÅIEAF
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 ½¹ Ĉĉv¾ñ Äĉÿ¾ÅIEAF
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