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Agenda

= Goals (5 min)
= IT Service Management and ITIL v2 (60 min)
— Function of ITSM
— IT Infrastructure Library
— ITIL processes V2.
= Future of ICT services (30 min)
— Hardware/OS SW

— Service Oriented Architecture
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Goals

= Introduce the discipline of ITSM

* Introduce the content IT Infrastructure Library
= Learn terminology ITIL v2

= Know reasons for ITIL process implementation

= Know content and goals of ITSM implementation
by ITIL

= Gain broad idea about further development of ICT
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Function and characteristics of ITSM

= Why?
— Investment and dependency on ICT

— Competition and request on ROI

= Characteristics
— Client (user) oriented
— Delivery of IT services, that are requested only

— Delivery of IT services spending in optimum cost
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ITSM content

Process definition, which should be introduced in
the company to ensure consistently high quality
delivery of IT services spending at optimum cost.
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IT Infrastructure Library (ITIL)

= It is comprehensive, consistent and process-
oriented framework for IT Service Management

= It is based on the best practice experience
= |Is de-facto international standard for ITSM area

* ITIL represents one possible approach to IT
service management

= ITIL is fully compatible with the requirements of
standards ISO 9000 family
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History and development of ITIL

Start of 80. years

— The British government recognizes the need to address structural
changes and delivery of IT support services, and makes this task

CCTA

End of 80. let

— CCTA published 46 books of ITIL for British goverment needs
Start of 90. let

— Established itSMF, ITIL broadly accepted

— The first certification in principals of itSMF

New century

— Established Office of Government Commerce (OGC)
— OGC redo whole library

— ITIL become of standalone business

IT Service Management 5/18/2010 Stanislav Michelfeit




| Service Science 2006

ITIL v2- characteristics

Process oriented

Client oriented

Common terminology

Platform independent

Public availability

No other approach to ITSM meets all these characteristics simultaneously
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ITIL Service Support processes

Service Desk

Sarvice Supp-ont

Configuration Management

Incident Management

Problem Management

Change Management

Release Management
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ITIL Service Delivery processes

Service Level Management

Capacity Management

Availability Management

IT Service Continuity Management

Financial Management for IT Services
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Service Desk (funkce)

= Obsah
— Single Point of Contact pro uzivatele, zakazniky a treti strany
— 1st Level podpory v procesu Incident Management

— Koordinace, fizeni a eskalace na 2nd, 3rd Level v fizeni
zivotniho cyklu pozadavku

= Prinosy

— Zvyseni spokojenosti zakazniku zlepSenim dostupnosti,
komunikace

— Zlepseni tymove prace a komunikace
— LepS§i vyuziti IT zdroju, zvySeni produktivity
— Dostupnost informaci s vySSi vypovidajici hodnotou
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Configuration Management

= Obsah

— Hlavnim cilem je podporovat ostatni procesy poskytovanim
vérohodnych informaci o konfiguracnich polozkach
infrastruktury a o jejich dokumentaci

— Odpovida za vedeni a udrzovani konfiguracni DB
(CMDB — Configuration Management Database)
= Prinosy
— Splnéni legislativhich podminek a zakonnych pozadavku (SW)

— Umoznéni provadéni analyz dopadu a zmén bezpec€né,
efektivné a nakladové optimalné
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Incident Management

= Obsah

— Cilem je co nejrychleji obnovit normalni provoz sluzby pfi
soucasné minimalizaci dusledku na zakaznika, uzivatele

— Odpovida za detekci incidentu, jejich zaznamenavani a fizeni
jejich zivotniho cyklu

— Zajistuje, ze sluzby jsou dodavany v kvalité dohodnuté v SLA
= Prinosy

— Snizeni dusledku dopadu incidentu

— |dentifikace moznych zlepSeni

— Pfesné méreni miry splnéni SLA
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Problem Management

= Obsah

— Cilem je zabranit opakovani incidentu souvisejicich s
poruchami nebo chybami

— Minimalizovat dopad a zajistit u¢elné vyuzivani zdroju
— Zvysuje stabilitu infrastructury
= Prinosy
— Nastartovani cyklu neustalého zlepsovani kvality
— Shnizeni poctu incidentd
— Trvala reseni
— ZvySovani uspesnosti Service Desku v ukazateli first-time fix
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Change Management

= Obsah

— Cilem je zajistit hladkou a nakladove efektivni implementaci pouze schvalenych
zmeén

— Minimalizaci vzniku incidentl resultujicich z provedenych zmén
— QOdpovida za fizeni RfC, schvalovani zmén, koordinaci implementace zmén
— Zajistuje flexibilitu infrastruktury
= Pfinosy
— LepSi transparentnost a komunikace zmén
— Snizeni negativnich dopadu
— VétSi produktivita zdroju
— Ohodnoceni rizik
— LepSi ohodnoceni nakladu a zdroju
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Release Management

= Obsah

— Cilem je zajistit hladky a kontrolovany prubéh nasazeni novych
verzi HW a SW do produkéniho prostredi

— Tvori hranici mezi produkCnim a vyvojovym prostredim
= Prinosy

— Vétsi uspésnost pri distribuci HW a SW do produkéniho
prostredi

— Minimalizace naruseni sluzeb
— Schopnost zvladnout vét§Si mnozstvi zmén
— Optimalizace zdroju
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Service Level Management

= Obsah

— Cilem je udrzovat a zlepSovat kvalitu IT sluzeb a vytvaret pozitivni
vztah mezi IT a jeho zakazniky

— Stézejni aktivitou SLM je vyjednavani o obsahu a uzavirani SLA a
jejich nasledné vyhodnoceni

— Proces SLM je kliCovym procesem ITSM, protoze tvofi spojovaci
Clanek mezi poskytovatelem a zakaznikem

= Pfinosy
— Jasné stanoveni odpovédnosti vSech stran
— Zaméfeni Cinnosti IT na kliCové potfeby firem
— Snadna identifikace slabin pfi poskytovani sluzeb IT
— LepSi vztahy se zakazniky a uzivateli
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Capacity Management

= Obsah

— Cilem je zajistit nakladové optimalni ICT kapacity, které budou
odpovidat souCasnym i budoucim firemnim potfebam

— Hleda rovnovahu mezi kapacitou a naklady

— Odpovida za vedeni Capacity DB a sestavuje Capacity Plan
= Prinosy

— Zvysuni efektivity vydaju a uspora nakladu

— Redukce rizik

— Vétsi duvéryhodnost investicniho planovani

— Pridana hodnota aplikaCnimu zivotnimu cyklu
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Availability Management

= Obsah

— Stézejni aktivitou je planovani, méreni a sledovani dostupnosti IT
sluzeb

— Cilem je zajistit nakladové optimalni dostupnost IT sluzeb, ktera bude
v souladu s firemnimi potfebami

= Pfinosy
— Jednoznacné urCeni odpovédnosti za uroven dostupnosti sluzeb
— Dostupnost je fizena, vypadky jsou korigovany
— Dostupnost je odsouhlasena a nasledné mérena a vyhodnocovana
— Uroven dostupnosti je nakladové optimalni
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IT Service Continuity Management

= Obsah

— Cilem je zajistit obnovu funkCnosti ICT infrastruktury po
vaznem vypadku, a to v pozadovanych a schvalenych mezich

— ITSCM byva soucasti celopodnikového Business Continuity
Management

— Minimalizace rizik globalniho vypadku
= Prinosy

— NizSi pojistné naklady

— Vyhovéni legislativhim pozadavkim

— Rust duvéryhodnosti podniku

— Konkurencni vyhoda (statni zakazky)
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Financial Management for IT Services

= Obsah

— Cilem je poskytovat nakladove efektivni spravcovstvi IT
majetku a zdroju pouzivanych pfi poskytovani IT sluzeb

— FM vytvari u zakazniku i pracovnikl IT povédomi o tom, jaké
naklady jsou vynakladany na IT sluzby

= Prinosy
— Sestavovani ICT rozpoctu
— Vérohodna informace o nakladech
— Jsou znamé naklady na jednotlive IT sluzby
— Efektivnéjsi vyuzivani IT zdroju
— Vétsi profesionalita IT personalu
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ITIL — further books

= Business Perspective
= IT Infrastructure Management
— Design and planning
— Deployment
— QOperation
— Technical support
= Application Management
— Software Lifecycle Support and Testing
— Testing of IT Services
= Planning to Implement Service Management
= Security Management

= Software Asset Management
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Content of ITIL

= Process definition needed to ensure ITSM
— Goal definition, inputs, outputs and activity for each process
— Role definition and responsiblity in given process
— Quality metrics definition of delivered IT services and ITSM eficiency
— Process relationship
— Audit rules and reporting for each process

= Rules to implement ITSM processes

= Benefits of each process
— Critical Success Factors, possible issues and mitigation
— Implementation and operationalcost
— Rules for ICT infrastructure management

= ICT infrastructure security management
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Future of IT

Chtél jsem =i pro Vas pfipravit prednagku ....
....... a krasnou!

4 i - - x =S
Virtualni realita ovladana hlasem, vané ....

Ale potom jsem =i Fekl; NE!

Z3dna budoucnost IT. Nic. & pokud nékdo
néjakou chee at si ji udéla sam.
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Expected news in IT

= HW a OS

— Processors performance doubled every 2 years

(current capacity used on level of 6%)
— Continuous grow of operating memory
— WIFI and grow of their speed

— Continuous grow of disc capacity

(archivation is key question)

— No significant change in OS
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Future of IT services

= Natural part of all other businesses

— Mutual coexistency (symbiosy)

= Lost of any uniqueness and speciality

— One of the processes supporting grow of eficiency

Future of IT = On demand Computing
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IT-enabled Services

Custom .
Specialized Literature
Interactive Basi Advanced Theater
Cultural Web site Web sites Product
Design
Technical Medical
: Diagnosis
Technical
Research
Custom
. Mgt
Commodity nt
Standard _—
Dat t Publishin
Technical At ey 5
Off-line Simple Complex
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Become ,On demand”

Change of business models (what to sale)

= Micro Payment

Development of complex set of tools
— Business Process Execution

— Incident Management (monitoring)

— Problem and Change Management
— Configuration Management

— Capacity Management

Service Oriented Architecture
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Service Oriented Architecture

= Architektonicky koncept zalozeny na volné
vazanych, obchodné zamérenych, sdilenych a
opakované pouzitelnych sluzbach (modulech)

= Definuje zakladni pravidla jak navrhovat
distribuované systémy

= Komunikace mezi sluzbami je typicky asynchronni
= SOA neni produkt
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Service Oriented Architecture - benefits

= Transformation IT to process oriented and
business driven IT

= Vyuziti stavajicich aplikaci pro dalsi rozvoj
= Flexibilni propojeni aplikaci a Fizeni procesu v nich

= PIna kontrola procesu a jejich monitoring v
prubéhu celého zivotniho cyklu
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Discussion

= See you
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