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« Mgr. Jana Sobéhrdova

« Graduated — Technick& univerzita, German & History for
teachers, Liberec 2003

« 10vyearsin IBM CIC CE Brno:

Started as 1%t level technician/helpdesk agent (Services Desk),
supporting big international, industrial customer in German & English;
moved into junior position of Client Support Manager for the same
customer and continuing in senior role as Service Availability Manager
until now (all roles within GTS — Global Technology Services division).

« ITIL Expert certification

Contact :
« E-mail : jana sobehrdova@cz.ibm.com

Semcemanagement - Cell phone: 733 149 331
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ITIL resources :

Available at the course information on
class page at IS MU

* Feel free to interrupt me and ask questions

* Feel free to come and leave at any time
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1L

Information Technology Infrastructure Library,
IS a set of practices for IT service
management (ITSM) that focuses on aligning
IT services with the needs of business.



One Sentence Summary:

The Difference Between ITIL and ITSM is - ITSM is how you
manage the services you deliver to end users, and ITIL
teaches you the best practices for ITSM.

Whether services are being provided by an internal unit of the
organization or contracted to an external agency, all services
should be driven solely by business needs and judged by the

value that they provide to the organization.



ITIL is'the most widely accepted approach to.IT service
management in the world.

ITIL advocates that IT services are aligned to the needs
of the business and support its core processes. |t
provides guidance to organizations and individuals on
how to use IT as a tool to facilitate business change,
transformation and growth.



ITIL- represents’the best-practices in’IT Service‘'Management

Becoming international standard

Adopt & Adapt to your business needs

The Client’'s business enablement is the main focus — not
the technology
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ITIL V3 Processes and Services
Lifecycle 5t ratle:

Management Function
Application Management
- Function
Service Catalogue | Krnowledge Mgmt |
Management Nechnical Management
Evaluation Function
Supplier Management
Service Validation & Request Fulfillment
Information Security Testing
Management
— Transition Planning & Enit Mansg sent
- IT Service Continuity Support
| Strategy Generation | Managem ent | Access Management |
Release and Deployment
Demand Management Capacity Mgmt Mgmt Froblem Management
3 p : = Service Asset and y
| Service Portfolio Mgmt. | | HAovailability Mgmt | Configuration Mgmt | Incident Management |
| Financial Management | | Service Level Mgmt | | Change Mgmt | Service Desk Function

Service Service Service Service
Strategy Design Transition Operation

| 7 Step Improvement Process |

| Service Reporting | | Service Measurement |

(e i vs |

Legend: From ITIL W2
Source: @ Mortel ITIL Program & ITIL V3 Core Publications
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FUNCTION

A self-contained unit of an organization that carries out one or more
processes or activities (e.g. the service desk or IT operations).

PROCESS

A process is a set of activities and procedures intended to achieve a
specific objective.

A process may include any of the roles, responsibilities, tools and
management controls required to meet the objectives reliably. A
process may define policies, standards, guidelines, activities and work
Instructions if they are needed.
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REQ0010114 ~Approved
Approved
Requested
Approved
Approved
Approved
Requested
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Requested
Requested

U (" Actions on selested rows.. o

2012:08-31 09:02:21
2012:08-30 22:47:44
2012:08-30 12:37:41
2012:08-20 13:41:59
2012:08-28 12:19:41
2012:08-28 12:47:47
2012:08-26 09:30:24
2012:08-28 09:22:09
2012-08-28 02:46:50
2012:08-27 06:07:23

{1) Response time{ms|: 764, network: 302, server. 98, browser. 364

Swichtotheald Ul [4]

K ERUNTDRM € Order Status
roval Requestedfordate | ¢ Due date
.m pen L & Order Place: 2012:08-28 09:22:09

MHBR0RA Request Number; REQ0010093 Bookmark request
DRBNLATAL jimgieg Delivery Date of Complete Order: 2012-09-03
s s
2012-06-30 12:18:41 B & Waiting for Approval by Eric Schroedar (In Progress)
2012-08-30 12:47:47 Procure PC Hardware (Pending - has not started)
2012-09-02 09:30:24 Deliver PC to IT Lab (Pending - has not started)
2010003002208 | Dell OptiPlex GX280 2012-09-03 Canfigure Hardware (Pending - has not started) ~ §1.200.00 1 §1,200.00
2012-09-03 02:46:49 Deliver PC to Customer (Pending - has not started)
2012:09-02 06:07:24 Configure Software (Pending - has not started)
1 to100f 100 b} Completed (Pending - has not started)
Total: $1,200.00
Back to Catalog Home

1) Response fime{ms}: 511, network: 327, server. 45, browser. 139
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Request Incident Knowiledge

o —

My Profile My Requests

28

Windows XP How-To: Manage Your
Computer's Security Settings in One
Place

Site Feedback

Amencas Messaging (North and South) » 4
servers down - Ops is working on it

A Alerts and Outages

Get Help

Knowledge Base

Can't find what you're looking for?

. (555) 111-2222




CHANGE MANAGEMENT

= purpose - to ensure that all changes are managed through standard methods and
procedures that ensure changes are effective, on time, meet their specified requirements
and are properly recorded in the configuration management system

= objective - to ensure that all changes are recorded and then evaluated, authorized,
prioritized, planned, tested, implemented, documented and reviewed in a controlled
manner

= scope - to cover changes to service assets and configuration items across the whole
service lifecycle. The process addresses all changes at all levels: strategic, tactical and
operational
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CHANGE RECORD FLOW

st J Changs J_Assp_r.smems J_ Impacts J_Amhoriza‘tn J_Schedule J_ Related Records J_Third Farty Dats J_A{:‘mals J_ Log J_ Failure Reporting J_Ser\.line Address

Change: [CHA40135052 Owner: &, Cwner Group: |-SSC-0-SMO-UNI-ASE 2 Status: [AUTH Aftachments [z

Owner Name: [ - Created By Group: [I-S50-X0-SMO-UNI-AB8 8, Attschment Count: [
‘Craated By: | -
Zhange Details
#Summary: | - ALX 7.1 migration - wave 3 = Rick: [2 &,
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Fid wersion ) + Failure Probability: 4,
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Effect OF Mot Implementing: ISe::urity ISSUSS CEN OCCUNE &=
Verification Plan:  [Test if serverapplication i oparational or not =
Remediation Flan: Baclmut plan: Reboot back to AIX 6.1 =
# Classification: [B1505702 L= Class Description: [Enterprise Changs | OP-SYSTEM | OP-ATK o

Classifiation Path: [B1500000 | B1505700 | 81506702 2
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INCIDENT MANAGEMENT

« the process for dealing with all incidents

« either incidents where service is being disrupted or incidents
where service has not yet been disrupted

* main objective of the incident management process is to restore
normal service operation as quickly as possible and to minimize
the adverse impact on business operations

INCIDENT

« an unplanned interruption to a service, or the failure of a
component of a service that hasn’t yet impacted service



PROBLEM MANAGEMENT
= responsible for the management of all IT problems
= a process that includes root cause analysis and is arriving at the resolution of problems

= responsible until resolutions are implemented via change management and release and
deployment management

PROBLEM

= cause of one or more incidents - the cause is not usually known at the time a problem
record is created, and the Problem Management Process is responsible for further
investigation

= managing an Incident means fixing the system and to restore the service as soon as
possible, while managing a Problem means finding the underlying root causes so that the
Incidents do not reoccur



ORACIL_ & Enterprise Manager Cloud Control 12c Setup ~ Help - SYSMAM Log Out

@ Enterprise + (@) Targets - i Eavorites ~ (@) Hitory ~ Search Target Name -

Incident Manager: All open incidents Page Refreshed Nov 8, 2012 8:08:51 AM CST &
Views Q search View - &a View search criteria
Standard JID |Ticket jin] |Ticket Status | Severity |Su|'|'||1'|ar',r |Target
My open incidents and prablems .1403 IM10162 Pending Other @ Memory Utilization is 77.006%, crossed warning {50} or critical (70} threshold. arcsvrl.ivwavesoftware.
Unassigned incidents 1201 - - @ Filesystem Jhome/oracle/app has 4.9% available space, fallen below warning (20) or critical (5) ... orcserl.iwavesoftware.
Unacknowledged incidents 1332 - - £ Metric error cleared. The current status of the target is Status Pending JEMGC_GCDomain/instg
Escalated incidents
All open incidents
Unassigned problems
All open problems
Events without incidents
Custom = Create ...[5
Mo view available
< | 11l >
Columns Hidden 11 Row count 3
|

& Memory Utilization is 77.006%, crossed warning (50) or critical (70) threshold.

General BEwvents My Oracle Support Knowledge Updates Related Events And Incidents
j ~ | Incident Details ~| Tracking &cknowledge (53 Add Comment ... @k Manage... More | - -
I 1403 Escalated MNo owner -
Metric Memory Utilization (%) Prioricy  Mone Acknowledged Mo
Target orcswrl.iwawvesoftware.com (Host) Status MNew Ticket I IM10162
Incident Created MNov 6, 2012 2:24:10 PM C5T Last (Ticket IM10162 status is updated to Pending Other on external
Last Updated MNov 6, 2012 2:26:20 PM C5T Comment system.)} SYSMAMN on Mov 6, 2012 2:26:20 PM CST
Summary Memory Utilization is 77.006%:, crossed warning (50) This incident will be automatically cleared when the underhying issue is
i b [ =
or critical (70) threshold. resabeed. =
Internal Event Load:memUsedPct
Mame
Event Type Metric Alert ~| Guided Resolution
Category Capacity Diagnostics Actions
Wiews system load and top processes Reevaluate Alert
Problem &nahysis Edit Thresholds
~| Metric Data Wiew topology

Wiew recent configuration changes 3
Critical Threshald 70 Vieww Metric Help
Warning Threshold 50
Number of Occurrences 1
Last Known Value 81.609
Last Collection Timestamp MNowv 8, 2012 8:05:16 AM C5T




SERVICE LEVEL MANAGEMENT (SLM)

= to ensure that services fully align with the needs of the business and meet the
customers’ requirements for functionality, availability and performance

= to ensure that levels of service are negotiated and agreed with customers and all
services are delivered to the agreed service levels defined in terms of agreed
performance indicators

= ensure that services are continually improved where improvements are required by
the customer and can be justified in terms of their cost



SERVICE LEVEL AGREEMENT (SLA)

= a service level agreement is an agreement between an
IT service provider and a customer that describes the IT
service and service levels, and specifies the
responsibilities of both parties.
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CAPACITY

= capacity management process is responsible for all activities
related to the provision of adequate and cost-effective capacity

= includes performance management as well

AVAILABILITY

= avallability management is primarily a proactive process with a
primary purpose of cost-effectively meeting the availability
requirements the business has of its IT services both now and in
the future



ASSET & CONFIGURATION

= asset management maintains information about those assets in
terms of their source, value, location, who controls them etc.

= configuration management goes beyond this in providing us with
Information about the relationships that exist between the various
components - this is essential to effective service management
solutions since this information underpins all of the other
processes particularly incident, problem, availability and change
management



Hardware Contract
Inventory Management

CMDB
S .-

Database(s), which contain all

User relevant information about the Administrative
Data configuration items (Cl) and Data
information about their
relationships to each other

Software Network
Inventory Discovery

31 Source : http://www.neteye-blog.com/2015/10/is-a-cmdb-a-deciding-factor-for-service-oriented-companies/
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MEASUREMENT & METRICS

= measurement is a prerequisite to improvement

KEY PERFORMANCE INDICATORS (KPI) & METRICS

= all KPIs are metrics, but not all metrics are KPIs

= metrics are used to help an organization define and evaluate how
successful it is, typically in terms of making progress towards its
long-term organizational goals

= summary = a KPI is simply a more important metric because it
references goals rather than just performance



ITIL Qualification System

Managing Across the Lifecycle
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Questions?

See you in one week
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Zdroje informaci — |

SM, ITIL, ..
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The IT Service Management Forum

Czech Republic
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http://www.itsmfi.orq/

http://itsmf.cz/

https://lwww.axelos.com/best-practice-

solutions/itil
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BISL is an independent public domain
library for the implementation of business
information management. The library
consists of publications describing the
process framework for business information
management and a large number of best
practices, white papers, articles and
presentations. The library is promoted and
supported by the ASL BiSL Foundation.
http://aslbislfoundation.org/



