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Vykladovy slovnik — vyrazy a definice

Vyraz v anglictiné

Vyraz v ¢estiné

Definice v anglictiné

Definice v cestiné

acceptance

akceptace

Formal agreement that an IT service,
process, plan or other deliverable is
complete, accurate, reliable and
meets its specified requirements.
Acceptance is usually preceded by
change evaluation or testing and is
often required before proceeding to
the next stage of a project or process.
See also service acceptance criteria.

Formalni souhlas, Ze sluzba IT, proces,
plan nebo jiné dodavky jsou kompletni,
spravné, spolehlivé a splriuji
specifikované pozadavky. Akceptaci
obvykle pfedchazi vyhodnoceni zmény
nebo testovani zmény a je ¢asto
vyzadovana pred pfechodem do dal$iho
stadia projektu nebo procesu. Viz také
kritéria pro akceptaci sluzby.

access management

sprava pristupl

(ITIL Service Operation) The process
responsible for allowing users to
make use of IT services, data or other
assets. Access management helps to
protect the confidentiality, integrity
and availability of assets by ensuring
that only authorized users are able to
access or modify them. Access
management implements the policies
of information security management
and is sometimes referred to as rights
management or identity management.

(ITIL Service Operation) Proces
odpovédny za to, aby uZivatelé mohli
pouzivat sluzby IT, data nebo jina aktiva.
Sprava pristupli pomaha zajistovat
davérnost, integritu a dostupnost aktiv
tim, Ze tato aktiva mohou byt
modifikovana pouze autorizovanymi
uzivateli. Sprava pristupi implementuje
politiky spravy bezpecnosti informaci a je
také nékdy oznacovana jako sprava prav
nebo sprava identit.

account manager

manazer
zakaznickych vztahd
(account manager)

(ITIL Service Strategy) A role that is
very similar to that of the business
relationship manager, but includes
more commercial aspects. Most
commonly used by Type Il service
providers when dealing with external
customers.

(ITIL Service Strategy) Role velmi
podobna roli manazera vztaht

s businessem, ktera vSak vice zohledriuje
obchodni aspekty. Nej¢astéji je vyuzivana
poskytovateli sluzeb Typu Ill ve vztahu

k vnéjsim zakaznikim.

accounting

Uctovani / Géetnictvi

(ITIL Service Strategy) The process
responsible for identifying the actual
costs of delivering IT services,
comparing these with budgeted costs,
and managing variance from the
budget.

(ITIL Service Strategy) Proces
odpovidajici za identifikaci aktualnich
nakladu spojenych s dodanim sluzeb IT,
jejich porovnani s rozpoctovanymi
naklady a fizeni odchylek od rozpoctu.

accounting period

Gctovaci obdobi

(ITIL Service Strategy) A period of
time (usually one year) for which
budgets, charges, depreciation and
other financial calculations are made.
See also financial year.

(ITIL Service Strategy) Casové obdobi
(zpravidla jeden rok), pro néz jsou
provadény kalkulace rozpoctt, nakladu,
odpist a jiné finanéni vypocty. Viz také
finanéni rok.

accredited

akreditovany

Officially authorized to carry out a
role. For example, an accredited body
may be authorized to provide training
or to conduct audits.

Oficialné schvaleny pro zastavani urcité
role. Napfiklad akreditovana instituce
muze byt schvalena pro provadéni
$koleni nebo pro provadéni auditd.

active monitoring

aktivni monitorovani

(ITIL Service Operation) Monitoring of
a configuration item or an IT service
that uses automated regular checks
to discover the current status. See
also passive monitoring.

(ITIL Service Operation) Monitorovani
konfiguraéni polozky nebo sluzby IT za
pouziti pravidelnych automatizovanych
kontrol ke zjisténi aktualniho stavu. Viz
také pasivni monitorovani.
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Vyraz v angli¢tiné

Vyraz v ¢estiné

Definice v anglictiné

Definice v ¢estiné

activity

ginnost

A set of actions designed to achieve a
particular result. Activities are usually
defined as part of processes or plans,
and are documented in procedures.

Mnozina akci navrZzena tak, aby se
dosahlo uréitych vysledkd. Cinnosti jsou
obvykle definovany jako ¢ast procest
nebo plant a jsou dokumentovany

v postupech.

agreed service time
(AST)

dohodnuta provozni
doba sluzby (AST)

(ITIL Service Design) A synonym for
service hours, commonly used in
formal calculations of availability. See
also downtime.

(ITIL Service Design) Synonymum pro
provozni dobu sluzby bézné pouzivané
ve formalnich vypoctech dostupnosti. Viz
také vypadek / odstavka.

agreement dohoda A document that describes a formal Dokument, ktery popisuje formalni
understanding between two or more porozuméni mezi dvéma nebo vice
parties. An agreement is not legally stranami. Dohoda neni pravné zavazna,
binding, unless it forms part of a pokud netvoii ¢ast smlouvy. Viz také
contract. See also operational level dohoda o Urovni provoznich sluzeb
agreement; service level agreement. (OLA); dohoda o urovnich sluzeb.

alert vystraha (ITIL Service Operation) A notification (ITIL Service Operation) Upozornéni, ze
that a threshold has been reached, byla dosazena nastavena prahova
something has changed, or a failure hodnota, néco se zménilo nebo se
has occurred. Alerts are often created vyskytla porucha. Vystrahy jsou ¢asto
and managed by system vytvafeny a spravovany nastroji spravy
management tools and are managed systému a jsou fizeny procesem spravy
by the event management process. udalosti.

analytical modelling analytické (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)

modelovani (ITIL Service Design) (ITIL Service (ITIL Service Design) (ITIL Service

Strategy) A technique that uses Strategy) Technika, ktera vyuziva
mathematical models to predict the matematické modely pro pfedvidani
behaviour of IT services or other chovani konfiguraéni polozky nebo sluzby
configuration items. Analytical models IT. Analytické modely jsou bézné
are commonly used in capacity pouzivany ve spravé kapacit a ve spravé
management and availability dostupnosti. Viz také modelovani;
management. See also modelling; simula¢éni modelovani.
simulation modelling.

application aplikace Software that provides functions Software, ktery poskytuje funkce
which are required by an IT service. pozadované sluzbou IT. Kazda aplikace
Each application may be part of more mUze byt ¢asti vice sluzeb IT. Aplikace
than one IT service. An application béZzi na jednom nebo vice serverech
runs on one or more servers or anebo klientech. Viz také sprava aplikaci;
clients. See also application portfolio aplikaci.
management; application portfolio.

application sprava aplikaci (ITIL Service Operation) The function (ITIL Service Operation) Funkce

management responsible for managing applications odpovédna za spravu aplikaci v pribéhu

throughout their lifecycle.

jejich Zivotniho cyklu.

application portfolio

portfolio aplikaci

(ITIL Service Design) A database or
structured document used to manage
applications throughout their lifecycle.
The application portfolio contains key
attributes of all applications. The
application portfolio is sometimes
implemented as part of the service
portfolio, or as part of the
configuration management system.

(ITIL Service Design) Databaze nebo
strukturovany dokument vyuzivany

ke spravé aplikaci v prubéhu jejich
zivotniho cyklu. Portfolio aplikaci
obsahuje kliové atributy vSech aplikaci.
Portfolio aplikaci je nékdy
implementovano jako soucast portfolia
sluzeb nebo jako soucast systému spravy
konfiguraci.
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Vyraz v angli¢tiné

Vyraz v ¢estiné

Definice v anglictiné

Definice v ¢estiné

application service
provider (ASP)

poskytovatel
aplikacni sluzby
(ASP)

(ITIL Service Design) An external
service provider that provides IT
services using applications running at
the service provider's premises.
Users access the applications by
network connections to the service
provider.

(ITIL Service Design) Externi
poskytovatel sluzby, ktery poskytuje
sluzby IT prostfednictvim aplikaci, které
bézi v prostorach poskytovatele sluzby.
Uzivatelé pfistupuji k aplikacim
prostfednictvim sitového pfipojeni

k poskytovateli sluzby.

application sizing

nastavovani rozsahu
aplikace / kalovani
aplikaci

(ITIL Service Design) The activity
responsible for understanding the
resource requirements needed to
support a new application, or a major
change to an existing application.
Application sizing helps to ensure that
the IT service can meet its agreed
service level targets for capacity and
performance.

(ITIL Service Design) Cinnost odpovédna
za porozumeéni pozadavkim na zdroje
potfebné pro podporu nové aplikace nebo
pfi velké zméné existujici aplikace.
Nastavovani rozsahu aplikace pomaha
zajistit, aby sluzba IT dosahla
dohodnutych cili trovné sluzeb, jak
kapacitnich, tak vykonnostnich.

architecture

architektura

(ITIL Service Design) The structure of
a system or IT service, including the
relationships of components to each
other and to the environment they are
in. Architecture also includes the
standards and guidelines that guide
the design and evolution of the
system.

(ITIL Service Design) Struktura systému
nebo sluzby IT zahrnujici vzajemné
vztahy mezi komponentami a prostfedim,
ve kterém se nachazeji. Architektura také
obsahuje normy / standardy a smérnice,
které usmériuji navrh a rozvoj systému.

assembly souhrnna (ITIL Service Transition) A (ITIL Service Transition) Konfiguraéni
konfiguraéni polozka configuration item that is made up of polozka, ktera je tvofena nékolika dalSimi
a number of other Cls. For example, a konfiguraénimi polozkami. Napfiklad
server Cl may contain Cls for CPUs, konfiguraéni polozka server miize
disks, memory etc.; an IT service Cl obsahovat konfiguraéni polozky pro
may contain many hardware, software procesory, disky, paméti apod.;
and other Cls. See also build; konfiguraéni polozka sluzby IT muze
component Cl. obsahovat mnoho hardwarovych,
softwarovych a jinych konfigura¢nich
polozek. Viz také sestaveni (build), diléi
konfiguraéni polozka (KP).
assessment posouzeni Inspection and analysis to check Inspekce a analyza slouzici ke kontrole
whether a standard or set of toho, zda jsou dodrZzovany normy /
guidelines is being followed, that standardy a smérnice, zda jsou zaznamy
records are accurate, or that pfesné a zda jsou dosahovany cile
efficiency and effectiveness targets hospodarnosti a efektivity. Viz také audit.
are being met. See also audit.
asset aktivum (ITIL Service Strategy) Any resource (ITIL Service Strategy) Zdroj nebo

or capability. The assets of a service
provider include anything that could
contribute to the delivery of a service.
Assets can be one of the following
types: management, organization,
process, knowledge, people,
information, applications,
infrastructure or financial capital. See
also customer asset; service asset;
strategic asset.

zpusobilost. Aktiva poskytovatele sluzby
zahrnuji vée, co muze prispét k dodavce
sluzby. Typy aktiv mohou byt nasledujici:
management, organizace, proces,
znalost, lidé, informace, aplikace,
infrastruktura nebo finanéni kapital. Viz
také aktiva zakaznika; aktiva sluzby;
strategicka aktiva.
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Vyraz v angli¢tiné

Vyraz v ¢estiné Definice v anglictiné

Definice v ¢estiné

asset management

sprava aktiv (ITIL Service Transition) A generic
activity or process responsible for
tracking and reporting the value and
ownership of assets throughout their
lifecycle. See also service asset and
configuration management; fixed
asset management; software asset
management.

(ITIL Service Transition) Genericka
¢innost nebo proces, odpovidajici za
sledovani a vykazovani hodnoty a
vlastnictvi aktiv béhem celého jejich
Zivotniho cyklu. Viz také sprava aktiv
sluzeb a konfiguraci; sprava zakladnich
prostiedku; sprava softwarovych aktiv.

asset register

inventarni kniha (ITIL Service Transition) A list of fixed
assets that includes their ownership
and value. See also fixed asset
management.

(ITIL Service Transition) Seznam
zakladnich prostiedk(, ktery obsahuje
informaci o vlastnictvi a hodnoté. Viz také
sprava zakladniho jméni.

asset specificity

specifi¢nost aktiva (ITIL Service Strategy) One or more
attributes of an asset that make it
particularly useful for a given purpose.
Asset specificity may limit the use of
the asset for other purposes.

(ITIL Service Strategy) Jeden nebo vice
atributu aktiva, které je ¢ini zvlast
uzite€nymi pro dany Ucel. Specifi¢nost
aktiva muze omezit vyuziti aktiva pro jiné
ucely.

attribute atribut (ITIL Service Transition) A piece of (ITIL Service Transition) Cast informace
information about a configuration o konfiguraéni polozce. Napfiklad jméno,
item. Examples are name, location, umisténi, ¢islo verze a naklady. Atributy
version number and cost. Attributes of | konfiguracni polozky jsou zaznamenany
Cls are recorded in a configuration v konfiguraéni databazi (CMDB) a
management database (CMDB) and udrzovany jako ¢ast systému spravy
maintained as part of a configuration konfigurace (CMS). Viz také vztah /
management system (CMS). See also | vazba; sprava systému konfiguraci.
relationship; configuration
management system.

audit audit Formal inspection and verification to Formalni kontrola a ovéfeni, zda jsou

check whether a standard or set of
guidelines is being followed, that
records are accurate, or that
efficiency and effectiveness targets
are being met. An audit may be
carried out by internal or external

dodrzovany normy / standardy a
smérnice, zda jsou zaznamy presné,
nebo zda bylo dosazeno cilt
hospodarnosti a efektivity. Audit je
provadén vnitfnimi nebo externimi
skupinami. Viz také posouzeni;

groups. See also assessment; certifikace.
certification.
authority matrix matice kompetenci See RACI. Viz RACI.
automatic call automaticka (ITIL Service Operation) Use of (ITIL Service Operation) Pouzivani
distribution (ACD) distribuce hovoru information technology to direct an informacni technologie pro smérovani
(ACD) incoming telephone call to the most pfichozich hovort na nejvhodnéjsi osobu

appropriate person in the shortest
possible time. ACD is sometimes
called automated call distribution.

v co nejkratS$im Case.
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Vyraz v angli¢tiné

Vyraz v ¢estiné

Definice v anglictiné

Definice v ¢estiné

availability dostupnost (ITIL Service Design) Ability of an IT (ITIL Service Design) Schopnost
service or other configuration item to konfiguraéni polozky nebo sluzby IT
perform its agreed function when provadét dohodnutou funkci, kdyz je
required. Availability is determined by pozadovana. Dostupnost je uréovana ze
reliability, maintainability, spolehlivosti, udrzovatelnosti,
serviceability, performance and servisovatelnosti, vykonnosti a
security. Availability is usually bezpecnosti. Dostupnost je zpravidla
calculated as a percentage. This vypoditavana jako procentni podil.
calculation is often based on agreed Vypocet je Easto zaloZzen na dohodnuté
service time and downtime. It is best provozni dobé sluzby a odstavkach /
practice to calculate availability of an vypadcich. Nejlep$i praktikou je pocitat
IT service using measurements of the dostupnost z vysledkd méfeni vystupt
business output. pro business.

availability sprava dostupnosti (ITIL Service Design) The process (ITIL Service Design) Proces odpovédny

management (AM)

(AM)

responsible for ensuring that IT
services meet the current and future
availability needs of the business in a
cost-effective and timely manner.
Availability management defines,
analyses, plans, measures and
improves all aspects of the availability
of IT services, and ensures that all IT
infrastructures, processes, tools, roles
etc. are appropriate for the agreed
service level targets for availability.
See also availability management
information system.

za zajisténi, Ze sluzby IT splfiuji soucasné
i budouci potfeby businessu tykajicich se
dostupnosti, a to za efektivné
vynaloZenych nakladu a véas. Sprava
dostupnosti definuje, analyzuje, planuje,
méfi a zlepSuje vSechny aspekty
dostupnosti sluzeb IT, a zajistuje, Zze
veskeré infrastruktury IT, procesy,
nastroje, role atd. jsou pfimérené
dohodnutym cilim drovni sluzeb pro
dostupnost. Viz také informacni systém
spravy dostupnosti.

availability
management
information system
(AMIS)

informacni systém
spravy dostupnosti
(AMIS)

(ITIL Service Design) A set of tools,
data and information that is used to
support availability management. See
also service knowledge management
system.

(ITIL Service Design) Mnozina nastrojt,
dat a informaci, které se uzivaji pro
podporu spravy dostupnosti. Viz také
systém spravy znalosti o sluzbach.

availability plan

plan dostupnosti

(ITIL Service Design) A plan to
ensure that existing and future
availability requirements for IT
services can be provided cost-
effectively.

(ITIL Service Design) Plan, ktery
zaruduje, Ze souc¢asné i budouci
pozadavky na dostupnost sluzby IT
budou poskytovany nakladové efektivnim
zplsobem.

back-out uvedeni do (ITIL Service Transition) An activity (ITIL Service Transition) Cinnost, ktera
puvodniho stavu that restores a service or other obnovuje sluzbu nebo jinou konfiguraéni
(back-out) configuration item to a previous polozku do vychoziho stavu. Back-out je
baseline. Back-out is used as a form uzivan jako forma obnovy, kdyz zména
of remediation when a change or nebo release nejsou Uspésné.
release is not successful.
backup zéloha (ITIL Service Design) (ITIL Service (ITIL Service Design) (ITIL Service

Operation) Copying data to protect
against loss of integrity or availability
of the original.

Operation) Kopirovani dat za uc¢elem
ochrany proti ztraté integrity nebo
dostupnosti originalnich dat.
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Vyraz v angli¢tiné

Vyraz v ¢estiné

Definice v anglictiné

Definice v ¢estiné

balanced scorecard

balanced scorecard

(ITIL Continual Service Improvement)
A management tool developed by Drs
Robert Kaplan (Harvard Business
School) and David Norton. A
balanced scorecard enables a
strategy to be broken down into key
performance indicators. Performance
against the KPIs is used to
demonstrate how well the strategy is
being achieved. A balanced
scorecard has four major areas, each
of which has a small number of KPIs.
The same four areas are considered
at different levels of detail throughout
the organization.

(ITIL Continual Service Improvement)
Manazersky nastroj vyvinuty doktory
Robertem Kaplanem (Harvard Business
School) a Davidem Nortonem. Balanced
scorecard umoziiuje rozélenit strategii do
klicovych ukazatelt vykonnosti (KPIs).
Vykonnost méfena pomoci KPI se
pouziva k prezentaci toho, do jaké miry
byla strategie Uspésna. Balanced
scorecard ma 4 hlavni oblasti, kazdou

z nich reprezentovanou nékolika KPI.
Tyto Gtyfi oblasti jsou posuzovany

v riiznych drovnich podrobnosti v celé
organizaci.

baseline vychozi stav (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
(baseline) (ITIL Service Transition) A snapshot (ITIL Service Transition) Snimek se
that is used as a reference point. pouziva jako referenéni bod. Lze sejmout
Many snapshots may be taken and fadu snimkd, ale jen nékteré z nich budou
recorded over time but only some will uzity jako vychozi stavy (baselines).
be used as baselines. For example: Napfiklad:
° Vychozi stav ITSM Ize vyuzit
° An ITSM baseline can be used jako pogateéni bod pro méfeni
as a starting point to measure efektu planu na zlep$eni sluzeb
the effect of a service
improvement plan ° Vychozi stav vykonnosti Ize
vyuzit k méfeni zmén vykonu v
° A performance baseline can be priib&hu Zivotniho cyklu sluzby
used to measure changes in IT
performance over the lifetime of
an IT service ° Vychozi stav konfigurace Ize
pouzit jako soucast planu pro
° A configuration baseline can be uvedeni do pavodniho stavu
used as part of a back-out plan (back-out plan) pro obnoveni
to enable the IT infrastructure znamé konfigurace, pokud se
to be restored to a known nezdafi zména nebo release.
configuration if a change or
release fails.
Viz také benchmark.
See also benchmark.
benchmark benchmark (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)

(referencéni bod ve
srovnavacim testu)

(ITIL Service Transition) A baseline
that is used to compare related data
sets as part of a benchmarking
exercise. For example, a recent
shapshot of a process can be
compared to a previous baseline of
that process, or a current baseline
can be compared to industry data or
best practice. See also
benchmarking; baseline.

(ITIL Service Transition) Vychozi stav
(baseline), jenz je pouzit pro porovnani
pfibuznych mnozin dat jako soucast
provedeni benchmarkingu. Napf. aktualni
snimek procesu muze byt porovnan

s predchozim stavem téhoz procesu,
nebo Ize souéasny stav porovnat

s externimi Udaji nebo s nejlepSimi
praktikami. Viz také benchmarking,
vychozi stav (baseline).
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Vyraz v angli¢tiné

Vyraz v ¢estiné

Definice v anglictiné

Definice v ¢estiné

benchmarking

benchmarking
(porovnavani
vykonnosti

s referenénim
stavem)

(ITIL Continual Service Improvement)
The process responsible for
comparing a benchmark with related
data sets such as a more recent
shapshot, industry data or best
practice. The term is also used to
mean creating a series of
benchmarks over time, and
comparing the results to measure
progress or improvement. This
process is not described in detail
within the core ITIL publications.

(ITIL Continual Service Improvement)
Proces odpovidajici za porovnani
benchmarku se souvisejicimi daty, jako
jsou novéjsi snimek, externi data nebo
nejleps$i praktiky. Vyraz je rovnéz
pouzivan ve smyslu vytvareni série
benchmarku v ¢ase a porovnani
vysledku, aby byl zméfen pokrok nebo
zlep$eni. Tento proces neni v kli¢ovych
publikacich ITIL detailné popsan.

Best Management
Practice (BMP)

praktiky nejlep$iho
fizeni (BMP) /
nejlepsi manazerské
praktiky

The Best Management Practice
portfolio is owned by the Cabinet
Office, part of HM Government.
Formerly owned by CCTA and then
OGC, the BMP functions moved to
the Cabinet Office in June 2010. The
BMP portfolio includes guidance on IT
service management and project,
programme, risk, portfolio and value
management. There is also a
management maturity model as well
as related glossaries of terms.

Portfolio praktik nejlepsiho fizeni (BMP)
vlastni UFad vlady (Cabinet Office),
soucast vlady Jejiho Velicenstva.
Puvodné je vlastnila agentura CCTA, poté
OGC; ten presunul funkce BMP do Ufadu
vlady v éervnu 2010. Portfolio BMP
zahrnuje navody pro spravu sluzeb IT a
pro spravu projektt, programd, rizik,
portfolia a hodnot. Obsahuje rovnéz
model vyspélosti Fizeni a rovnéz tak
souvisejici vykladové slovniky pojmu.

best practice

nejlepsi
praktiky

Proven activities or processes that
have been successfully used by
multiple organizations. ITIL is an
example of best practice.

Osvédcené cinnosti nebo procesy, které
byly Uspésné pouzity nékolika
organizacemi. ITIL je pfikladem
nejlepsich praktik.

billing

uctovani / fakturace

(ITIL Service Strategy) Part of the
charging process. Billing is the activity
responsible for producing an invoice
or a bill and recovering the money
from customers. See also pricing.

(ITIL Service Strategy) Soucast procesu
zpoplatiiovani. Ugtovani je ginnost, ktera
odpovida za vystavovani faktur nebo Gctu
a ziskavani penéz od zakazniku. Viz také
ocenéni/stanoveni ceny.

brainstorming

brainstorming

(ITIL Service Design) (ITIL Service
Operation) A technique that helps a
team to generate ideas. |deas are not
reviewed during the brainstorming
session, but at a later stage.
Brainstorming is often used by
problem management to identify
possible causes.

(ITIL Service Design)(ITIL Service
Operation) Technika, kterd pomaha tymu
vymyslet napady. Napady nejsou
posuzovany béhem brainstormingové
schlizky, ale pozdéji. Brainstorming je
Casto pouzivan spravou problému
(problem management) k identifikaci
potencidlnich pficin.

British Standards
Institution (BSI)

Britsky normalizacni
institut (BSI)

The UK national standards body,
responsible for creating and
maintaining British standards. See
www.bsi-global.com for more
information. See also International
Organization for Standardization.

Narodni instituce v UK zodpovédna za
vytvareni a udrzovani britskych norem.
Dal$i informace na www.bsi-global.com.
Viz také Mezinarodni organizace pro
standardizaci (ISO).

budget

rozpocet

A list of all the money an organization
or business unit plans to receive, and
plans to pay out, over a specified
period of time. See also budgeting;
planning.

Seznam planovanych pfijmu a vydaju
organizace nebo podnikové jednotky pro
definované obdobi. Viz také rozpoctovani;
planovani.
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Vyraz v ¢estiné

Definice v anglictiné

Definice v ¢estiné

budgeting rozpoctovani The activity of predicting and Cinnost prognézovani a fizeni penéznich
controlling the spending of money. vydaju. Rozpoctovani
Budgeting consists of a periodic predstavuje periodické dohadovaci cykly
negotiation cycle to set future budgets | pro nastavovani budoucich rozpodtu
(usually annual) and the day-to-day (obvykle ro¢nich) a prubézné
monitoring and adjusting of current monitorovani a Upravy aktualnich
budgets. rozpodta.

build sestaveni (build) (ITIL Service Transition) The activity (ITIL Service Transition) Sestaveni

of assembling a number of
configuration items to create part of
an IT service. The term is also used
to refer to a release that is authorized
for distribution — for example, server
build or laptop build. See also
configuration baseline.

nékolika konfiguracnich poloZek tak, aby
vytvorily sluzbu IT. Termin sestaveni se
také pouziva pro release, ktery je
schvalen k distribuci — napf. sestaveni
serveru nebo laptopu. Viz také vychozi
stav konfigurace.

build environment

prostfedi pro
sestaveni

(ITIL Service Transition) A controlled
environment where applications, IT
services and other builds are
assembled prior to being moved into
a test or live environment.

(ITIL Service Transition) Rizené
prostfedi, kde jsou kompletovany
aplikace, sluzby IT a jina sestaveni
predtim, nez se dostanou do testovaciho
anebo provozniho prostredi.

business

business / obchodni
ginnost

(ITIL Service Strategy) An overall
corporate entity or organization
formed of a number of business units.
In the context of ITSM, the term
includes public sector and not-for-
profit organizations, as well as
companies. An IT service provider
provides IT services to a customer
within a business. The IT service
provider may be part of the same
business as its customer (internal
service provider), or part of another
business (external service provider).

(ITIL Service Strategy) Korporatni entita
nebo organizace, ktera se sklada z vice
podnikovych jednotek. V kontextu ITSM
vyraz business zahrnuje vefejny sektor a
neziskové organizace stejné jako firmy.
Poskytovatel sluzby IT poskytuje sluzbu
IT zékaznikovi v ramci businessu.
Provozovatel sluzby IT mize byt soucasti
stejné firmy jako jeho zakaznik (interni
poskytovatel sluzby) anebo ¢asti jiné
firmy (externi poskytovatel sluzby).

business capacity
management (BCM)

sprava kapacit
z pohledu businessu
(BCM)

(ITIL Continual Service Improvement)
(ITIL Service Design) In the context of
ITSM, business capacity
management is the sub-process of
capacity management responsible for
understanding future business
requirements for use in the capacity
plan. See also service capacity
management; component capacity
management.

(ITIL Continual Service Improvement)
(ITIL Service Design) V kontextu ITSM je
sprava kapacit z pohledu businessu
subprocesem spravy kapacit
odpovédnym za porozuméni budoucim
pozadavkim businessu a jejich
zohlednéni v kapacitnim planu. Viz také
sprava kapacity z pohledu sluzeb; sprava
kapacity komponent.

business case

pfipadova studie
(business case)

(ITIL Service Strategy) Justification
for a significant item of expenditure.
The business case includes
information about costs, benefits,
options, issues, risks and possible
problems. See also cost benefit
analysis.

(ITIL Service Strategy) Obhajeni
vyznacné polozky vyloh. Zahrnuje
informace o nakladech, pfinosech,
variantach, spornych bodech, rizicich a
moznych problémech. Viz také analyza
nakladu a pfinosu.
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business continuity
management (BCM)

sprava kontinuity
businessu (BCM)

(ITIL Service Design) The business
process responsible for managing
risks that could seriously affect the
business. Business continuity
management safeguards the interests
of key stakeholders, reputation, brand
and value-creating activities. The
process involves reducing risks to an
acceptable level and planning for the
recovery of business processes
should a disruption to the business
occur. Business continuity
management sets the objectives,
scope and requirements for IT service
continuity management.

(ITIL Service Design) Podnikovy proces
odpovédny za spravu rizik, ktera mohou
mit zavazny dopad na business. Sprava
kontinuity businessu ochrariuje zajmy
klicovych zainteresovanych stran,
reputaci, znacku a aktivity vytvarejici
hodnoty. Proces spravy kontinuity
businessu zahrnuje redukci rizik na
akceptovatelnou Uroveri a planovani
obnovy podnikovych procesu, objevi-li se
naru$eni businessu. Sprava kontinuity
businessu stanovi cile, rozsah a
pozadavky pro spravu kontinuity sluzeb
IT.

business continuity
plan (BCP)

plan kontinuity
businessu (BCP)

(ITIL Service Design) A plan defining
the steps required to restore business
processes following a disruption. The
plan also identifies the triggers for
invocation, people to be involved,
communications etc. IT service
continuity plans form a significant part
of business continuity plans.

(ITIL Service Design) Plan, ktery definuje
kroky potfebné k obnoveni podnikovych
procesu po jejich naruseni. Plan také
identifikuje spoustéci mechanismy pro
vyvolani, osoby, které maji byt
zainteresovany, komunikaci apod. Plan
kontinuity sluzeb IT je podstatnou ¢asti
planu kontinuity businessu (BCP).

business customer

zéakaznik businessu

(ITIL Service Strategy) A recipient of
a product or a service from the
business. For example, if the
business is a car manufacturer, then
the business customer is someone
who buys a car.

(ITIL Service Strategy) Pfijemce
produktu nebo sluzby dodavané
businessem. Napf. pokud je businessem
vyroba automobilli, pak zakaznik
businessu je ten, kdo kupuje auto.

business impact
analysis (BIA)

analyza dopadu na
business (BIA)

(ITIL Service Strategy) Business
impact analysis is the activity in
business continuity management that
identifies vital business functions and
their dependencies. These
dependencies may include suppliers,
people, other business processes, IT
services etc. Business impact
analysis defines the recovery
requirements for IT services. These
requirements include recovery time
objectives, recovery point objectives
and minimum service level targets for
each IT service.

(ITIL Service Strategy) Analyza dopadut
na business je ¢innost Spravy kontinuity
businessu (BCM), ktera identifikuje
Zivotné dllezité funkce businessu a jejich
zavislosti. Tyto zavislosti mohou
zahrnovat dodavatele, personal, dalsi
podnikové procesy, sluzby IT atd..
Analyza dopadu na business definuje
pozadavky na obnovu sluzeb IT. Tyto
pozadavky zahrnuji cilové doby obnovy,
cile bodu obnovy a minimalni cile trovné
sluzby pro kazdou sluzbu IT.

business objective

cil businessu

(ITIL Service Strategy) The objective
of a business process, or of the
business as a whole. Business
objectives support the business
vision, provide guidance for the IT
strategy, and are often supported by
IT services.

(ITIL Service Strategy) Cil podnikového
procesu nebo businessu jako celku. Cile
businessu podporuji vizi businessu,
poskytuji navody pro strategii IT a jsou
Casto podporovany sluzbami IT.

business operations

podnikovy provoz

(ITIL Service Strategy) The day-to-
day execution, monitoring and
management of business processes.

(ITIL Service Strategy) Kazdodenni
provadéni, sledovani a sprava
podnikovych proces.
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business
perspective

pohled businessu

(ITIL Continual Service Improvement)
An understanding of the service
provider and IT services from the
point of view of the business, and an
understanding of the business from
the point of view of the service
provider.

(ITIL Continual Service Improvement)
Porozuméni poskytovatele sluzeb a
sluzeb IT z pohledu businessu, a
porozuméni businessu z pohledu
poskytovatele sluzeb.

business process

podnikovy proces

A process that is owned and carried
out by the business. A business
process contributes to the delivery of
a product or service to a business
customer. For example, a retailer may
have a purchasing process that helps
to deliver services to its business
customers. Many business processes
rely on IT services.

Proces, jenz je vlastnén a provadén
businessem. Podnikovy proces pfispiva

k dodavce produktu nebo sluzby
zakaznikovi businessu. NapF.
maloobchodnik mize mit nakupni proces,
jenz pomaha dodavat sluzby jeho
obchodnim zakaznikim. Mnohé
podnikové procesy jsou zavislé na
sluzbach IT.

business sprava vztahu (ITIL Service Strategy) The process (ITIL Service Strategy) Proces

relationship s businessem responsible for maintaining a positive odpovédny za udrzovani pozitivnich

management relationship with customers. Business vztahl s businessem. Sprava vztaht
relationship management identifies s businessem identifikuje potfeby
customer needs and ensures that the zakaznika a zajiStuje, aby poskytovatel
service provider is able to meet these sluZeb byl schopen tyto potieby splnit
needs with an appropriate catalogue s pomoci vhodného katalogu
of services. This process has strong sluzeb.Tento proces je Uzce svazan se
links with service level management. spravou urovni sluzeb (service level

management).

business manazer vztahu (ITIL Service Strategy) A role (ITIL Service Strategy) Role zodpovédna

relationship s businessem (BRM) responsible for maintaining the za udrzovani vztaht s jednim nebo vice

manager (BRM) relationship with one or more zéakazniky. Tato role je ¢asto

customers. This role is often
combined with the service level
manager role.

kombinovana s roli manazera Urovni
sluzeb.

business service

sluzba
businessu

A service that is delivered to business
customers by business units. For
example, delivery of financial services
to customers of a bank, or goods to
the customers of a retail store.
Successful delivery of business
services often depends on one or
more IT services. A business service
may consist almost entirely of an IT
service — for example, an online
banking service or an external
website where product orders can be
placed by business customers. See
also customer-facing service.

Sluzba, kterou dodavaji obchodni Utvary
svym externim zakaznikm. Napr.
dodavka finanénich sluzeb zakaznikim
banky nebo zbozi zakaznikovi
maloobchodu. Uspésné dodani takové
sluzby ¢asto zavisi na jedné nebo vice
sluzbach IT. Sluzba businessu se muze
takrka kompletné skladat ze sluzeb IT —
napf. online bankovni sluzba nebo externi
webova stranka, kde mohou zakaznici
businessu objednavat produkty. Viz také
sluzba pfimo pouzivana zakazniky.

business service
management

sprava sluzeb
businessu

The management of business
services delivered to business
customers. Business service
management is performed by
business units.

Sprava sluzeb businessu dodavanych
zakaznikim businessu. Spravu sluzeb
businessu vykonavaji podnikové utvary.

business unit

podnikova jednotka
(atvar)

(ITIL Service Strategy) A segment of
the business that has its own plans,
metrics, income and costs. Each
business unit owns assets and uses
these to create value for customers in
the form of goods and services.

(ITIL Service Strategy) Cast podniku
majici své vlastni plany, metriky, pfijmy a
naklady. Kazda podnikova jednotka
vlastni aktiva a pouziva je k vytvareni
hodnot pro zakazniky ve formé zbozi a
sluzeb.
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call

volani

(ITIL Service Operation) A telephone
call to the service desk from a user. A
call could result in an incident or a
service request being logged.

(ITIL Service Operation) Telefonické
volani uzivatele na service desk. Volani
muze vyustit v registraci incidentu nebo
zadosti o sluzbu.

call centre call centrum (ITIL Service Operation) An (ITIL Service Operation) Organizace
organization or business unit that nebo podnikova jednotka, ktera
handles large numbers of incoming zpracovava velké mnozstvi pfichozich a
and outgoing telephone calls. See odchozich telefonickych hovor(. Viz také
also service desk. service desk.

call type druh volani (ITIL Service Operation) A category (ITIL Service Operation) Kategorie
that is used to distinguish incoming uzivana pro rozliSeni pfichazejicich
requests to a service desk. Common zadosti na service desk. Bézné typy
call types are incident, service hovort jsou incident, Zadost o sluzbu a
request and complaint. stiznost.

capability zpusobilost (ITIL Service Strategy) The ability of (ITIL Service Strategy) Schopnost

an organization, person, process,
application, IT service or other
configuration item to carry out an
activity. Capabilities are intangible
assets of an organization. See also
resource.

organizace, ¢lovéka, procesu, aplikace,
konfiguraéni polozky nebo sluzby IT
vykonavat ¢innost. ZpUsobilosti jsou
nehmotnymi aktivy organizace. Viz také
zdroj.

Capability Maturity
Model Integration
(CMMI)

integrovany zralostni
model zpUsobilosti
(CMMI)

(ITIL Continual Service Improvement)
A process improvement approach
developed by the Software
Engineering Institute (SEI) of
Carnegie Mellon University, US.
CMMI provides organizations with the
essential elements of effective
processes. It can be used to guide
process improvement across a
project, a division or an entire
organization. CMMI helps integrate
traditionally separate organizational
functions, set process improvement
goals and priorities, provide guidance
for quality processes, and provide a
point of reference for appraising
current processes. See
www.sei.cmu.edu/cmmi for more
information. See also maturity.

(ITIL Continual Service Improvement)
PFistup ke zlep$ovani procesu vyvinuty
institutem Software Engineering Institute
(SEI) na Univerzité Carnegie Mellon,
USA. CMMI poskytuje organizacim
zakladni prvky efektivnich procesu. Muze
byt pouzit jako smérnice pro zdokonaleni
procest v projektu, divizi nebo celé
organizaci. CMMI pomaha integrovat
tradiéné rozdélené organizaéni funkce,
nastavovat cile a priority zdokonalovani
procest, poskytuje navod pro fizeni
kvality a slouzi jako referenéni uroveri pro
ohodnoceni stavajicich procesu. Dalsi
informace jsou dostupné na
www.sei.cmu.edu/cmmi. Viz také zralost.

capacity

kapacita

(ITIL Service Design) The maximum
throughput that a configuration item or
IT service can deliver. For some types
of Cl, capacity may be the size or
volume — for example, a disk drive.

(ITIL Service Design) Maximalni
propustnost, kterou mlze konfiguraéni
poloZka nebo sluzba IT poskytovat. Pro
nékteré typy konfiguracnich polozek
muze kapacita predstavovat velikost nebo
mnozstvi, napr. u diskovych jednotek.
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capacity sprava kapacit (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
management (ITIL Service Design) The process (ITIL Service Design) Proces
responsible for ensuring that the odpovidajici za to, Ze kapacita sluzeb IT a
capacity of IT services and the IT infrastruktura IT jsou schopny dosahnout
infrastructure is able to meet agreed dohodnutych pozadavkl na kapacitu a
capacity- and performance-related vykon za pfiméfenych nakladl a véas.
requirements in a cost-effective and Sprava kapacit bere v Gvahu véechny
timely manner. Capacity management | zdroje potfebné pro dodavku sluzeb IT a
considers all resources required to zabyva se pozadavky businessu na
deliver an IT service, and is aktualni a budouci kapacitu a vykonnost.
concerned with meeting both the Sprava kapacit zahrnuje tfi subprocesy:
current and future capacity and spravu kapacit businessu, spravu kapacit
performance needs of the business. sluZeb a spravu kapacit komponent. Viz
Capacity management includes three také informacni systém spravy kapacit.
sub-processes: business capacity
management, service capacity
management, and component
capacity management. See also
capacity management information
system.
capacity informacni systém (ITIL Service Design) A set of tools, (ITIL Service Design) Soubor nastrojd,
management spravy kapacit data and information that is used to dat a informaci uzivany pro podporu
information system (CMIS) support capacity management. See spravy kapacit. Viz také Systém spravy
(CMIS) also service knowledge management znalosti o sluzbach.
system.
capacity plan plan kapacit (ITIL Service Design) A plan used to (ITIL Service Design) Plan je pouzivan

manage the resources required to
deliver IT services. The plan contains
details of current and historic usage of
IT services and components, and any
issues that need to be addressed
(including related improvement
activities). The plan also contains
scenarios for different predictions of
business demand and costed options
to deliver the agreed service level
targets.

ke spravé zdroju potiebnych pro dodani
sluzeb IT. Plan obsahuje detaily
soucasného a minulého vyuZziti sluzeb a
komponent IT a jakékoli zaleZitosti, které
je tfeba oSetfit (véetné souvisejicich
¢innosti pro zlepSeni). Plan také obsahuje
scénare pro rtzné prognézy poptavky
businessu a nacenéné varianty dodavky
sluzeb na dohodnuté urovni.

capacity planning

planovani kapacit

(ITIL Service Design) The activity
within capacity management
responsible for creating a capacity
plan.

(ITIL Service Design) Cinnost spravy
kapacit odpovédna za vytvoreni
kapacitniho planu.

capital budgeting

rozpoctovani
(planovani) investic

(ITIL Service Strategy) The present
commitment of funds in order to
receive a return in the future in the
form of additional cash inflows or
reduced cash outflows.

(ITIL Service Strategy) Aktualni pfidéleni
finan¢nich prostiedkl za ucelem ziskani
vynosu v budoucnosti ve formé
zvy$enych finanénich pFijmua a snizenych
vydani.

capital cost

investi¢ni naklady

(ITIL Service Strategy) The cost of
purchasing something that will
become a financial asset — for
example, computer equipment and
buildings. The value of the asset
depreciates over multiple accounting
periods. See also operational cost.

(ITIL Service Strategy) Naklady na
zakoupeni néceho, co se stane finanénim
aktivem, napf. pocitacové vybaveni nebo
budovy. Hodnota aktiv je odepisovana

v priibéhu vice Ucetnich obdobi. Viz také
provozni naklady.

Capital expenditure
(CAPEX)

investi¢ni vydaje
(CAPEX)

See capital cost.

Viz investiéni naklady.
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capitalization kapitalizace (ITIL Service Strategy) ldentifying (ITIL Service Strategy) l|dentifikace
major cost as capital, even though no velkych nakladl jako investi¢nich, i kdyz
asset is purchased. This is done to nejde o pofizeni aktiva. Pouziva se tehdy,
spread the impact of the cost over pokud potfebujeme rozlozit naklady do
multiple accounting periods. The most vice ucetnich obdobi. Nejbéznéjsim
common example of this is software prikladem je vyvoj softwaru nebo nakup
development, or purchase of a softwarové licence.
software licence.

category kategorie A named group of things that have Pojmenovana skupina véci, které maji
something in common. Categories are spole¢né rysy. Kategorie jsou uzity pro
used to group similar things together. seskupovani podobnych véci dohromady.
For example, cost types are used to Napf. typy nakladli jsou uzity pro
group similar types of cost. Incident seskupeni podobnych druhti nakladud.
categories are used to group similar Kategorie incidentt jsou uzity pro
types of incident, while Cl types are seskupeni podobnych typu incident, typy
used to group similar types of konfigura¢nich poloZek jsou uzity pro
configuration item. seskupeni podobnych typt

konfiguraénich polozek.

certification certifikace Issuing a certificate to confirm Vydavani certifikatt, které potvrzuji shodu
compliance to a standard. s normami. Certifikace zahrnuje formalni
Certification includes a formal audit by | audit nezavislym a akreditovanym
an independent and accredited body. organem. Termin se uziva i ve vyznamu
The term is also used to mean udéleni certifikatu k ovéreni, Ze osoba
awarding a certificate to provide dosahla kvalifikace.
evidence that a person has achieved
a qualification.

change zména (ITIL Service Transition) The addition, (ITIL Service Transition) Pfidani,

modification or removal of anything
that could have an effect on IT
services. The scope should include
changes to all architectures,
processes, tools, metrics and
documentation, as well as changes to
IT services and other configuration
items.

modifikace nebo odstranéni cehokoliv, co
by mohlo mit vliv na sluzby IT. Rozsah by
mél zahrnovat zmény veskerych
architektur, procesu, nastroju, metrik a
dokumentace, a rovnéz tak zmeény sluzeb
IT a dal$ich konfiguracnich polozek.

change advisory
board (CAB)

poradni vybor pro
zmény (CAB)

(ITIL Service Transition) A group of
people that support the assessment,
prioritization, authorization and
scheduling of changes. A change
advisory board is usually made up of
representatives from: all areas within
the IT service provider; the business;
and third parties such as suppliers.

(ITIL Service Transition) Skupina lidi,
ktera podporuje posouzeni, prioritizaci,
schvaleni a planovani zmén. Poradni
vybor pro zmény je obvykle tvofen
reprezentanty vSech oblasti poskytovatele
sluzeb IT, reprezentanty businessu a
tfetich stran, napf. dodavateld.

change evaluation

vyhodnoceni zmény

(ITIL Service Transition) The process
responsible for formal assessment of
a new or changed IT service to
ensure that risks have been managed
and to help determine whether to
authorize the change.

(ITIL Service Transition) Proces
odpovidajici za formalni posouzeni nové
nebo zménéné sluzby IT, ktery zajisti
fizeni rizik a poskytne podklady pro
autorizaci zmény.

change history

historie zmény

(ITIL Service Transition) Information
about all changes made to a
configuration item during its life.
Change history consists of all those
change records that apply to the CI.

(ITIL Service Transition) Informace o
v$ech zménach provedenych na
konfiguraéni poloZce v prubéhu jejiho
Zivota. Historie zmény se sklada

z jednotlivych zaznamt o zméné, které se
tykaji konfiguracni polozky.
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change sprava zmén (ITIL Service Transition) The process (ITIL Service Transition) Proces,

management responsible for controlling the lifecycle odpovédny za Fizeni Zivotniho cyklu
of all changes, enabling beneficial v8ech zmén, umozniujici realizaci
changes to be made with minimum prospésnych zmén pfi minimalnim
disruption to IT services. narus$eni sluzeb IT.

change model zménovy model (ITIL Service Transition) A repeatable (ITIL Service Transition) Opakovatelny
way of dealing with a particular zpusob zachazeni s urcitou kategorii
category of change. A change model zmény. Zménovy model pfedepisuje
defines specific agreed steps that will specifické dohodnuté kroky, které se
be followed for a change of this budou provadét u zmén této kategorie.
category. Change models may be Zménovy model muze byt velmi slozity,
very complex with many steps that s mnoha kroky vyzadujicimi schvaleni
require authorization (e.g. major (napf. vétsi release softwaru), nebo mize
software release) or may be very byt velice jednoduchy bez pozadavku na
simple with no requirement for schvaleni (napf. znovunastaveni hesla).
authorization (e.g. password reset). Viz také poradni vybor pro zmény;
See also change advisory board; standardni zména.

standard change.

change proposal navrh zmény (ITIL Service Strategy) (ITIL Service (ITIL Service Strategy) (ITIL Service
Transition) A document that includes Transition) Dokument obsahujici popis
a high level description of a potential zavedeni (na vysoké urovni) potencialni
service introduction or significant sluzby nebo vyznamné zmény, soubézné
change, along with a corresponding s odpovidajici pfipadovou studii a
business case and an expected ocekavanym harmonogramem
implementation schedule. Change implementace. Navrhy zmén obvykle

proposals are normally created by the vytvafi proces spravy portfolia sluzeb a
service portfolio management process predava je spravé zmén ke schvaleni.

and are passed to change Sprava zmén provéfi potencialni dopad
management for authorization. na dalsi sluzby, na sdilené zdroje a na
Change management will review the celkovy plan zmén. Kdyz je navrh zmény
potential impact on other services, on schvalen, sprava portfolia sluzeb sluzbu
shared resources, and on the overall ustanovi.

change schedule. Once the change
proposal has been authorized, service
portfolio management will charter the

service.

change record zdznam o zméné (ITIL Service Transition) A record (ITIL Service Transition) Zaznam
containing the details of a change. obsahujici detaily o zméné. Kazdy
Each change record documents the zdznam o zméné dokumentuje Zivotni

lifecycle of a single change. A change cyklus jednotlivé zmény. Zaznam o
record is created for every request for zméné se vytvari pro kazdou zadost o

change that is received, even those zménu, ktera je pfijata, i kdyz muze byt
that are subsequently rejected. nasledné zamitnuta. Zaznam o zméné by
Change records should reference the se mél odkazovat na konfiguracni
configuration items that are affected polozky, které jsou zménou dotéeny.

by the change. Change records may Zaznamy o zménach mohou byt uloZzeny
be stored in the configuration v systému spravy konfiguraci, nebo jinde

management system, or elsewhere in v systému spravy znalosti o sluzbach.
the service knowledge management
system.

change request zménovy pozadavek See request for change. Viz Zadost o zménu.
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change schedule

plan zmén

(ITIL Service Transition) A document
that lists all authorized changes and
their planned implementation dates,
as well as the estimated dates of
longer-term changes. A change
schedule is sometimes called a
forward schedule of change, even
though it also contains information
about changes that have already
been implemented.

(ITIL Service Transition) Dokument,
uvadeéjici vSechny schvalené zmény a
datum jejich planované implementace, a
rovnéz tak odhadnuta data dlouhodobych
zmén. Planu zmén se nékdy fika i plan
budoucich zmén (FSC), pfestoze
obsahuje informace i 0 zménach, které jiz
byly implementovany.

change window

zménové okno

(ITIL Service Transition) A regular,
agreed time when changes or
releases may be implemented with
minimal impact on services. Change
windows are usually documented in
service level agreements.

(ITIL Service Transition) Pravidelny
dohodnuty ¢as, ve kterém mohou byt
zmény a releasy implementovany

s minimalnim dopadem na sluzby.
Zménova okna jsou obvykle uvedena v
SLA.

chargeable item

zpoplatnéna polozka

(ITIL Service Strategy) A deliverable
of an IT service that is used in
calculating charges to customers (for
example, number of transactions,
number of desktop PCs).

(ITIL Service Strategy) Dodavka sluzby
IT, ktera je uZita pfi vypoctu poplatk
zakazniku (napf. pocet transakci, pocet
stolnich PC).

charging

zpoplatnéni

(ITIL Service Strategy) Requiring
payment for IT services. Charging for
IT services is optional, and many
organizations choose to treat their IT
service provider as a cost centre. See
also charging process; charging
policy.

(ITIL Service Strategy) Vyzadovani
plateb za sluzby IT. Zpoplatnéni sluzeb IT
je volitelné, mnohé organizace se
rozhodly povaZovat poskytovatele sluzeb
IT za nakladové stredisko. Viz také
proces zpoplatnéni; politika zpoplatnéni.

charging policy

politika zpoplatnéni

(ITIL Service Strategy) A policy
specifying the objective of the
charging process and the way in
which charges will be calculated. See
also cost.

(ITIL Service Strategy) Politika, ktera
specifikuje cil procesu zpoplatnéni a
zpusob, jakym budou poplatky
vypoditany. Viz také naklady.

charging process

proces zpoplatnéni

(ITIL Service Strategy) The process
responsible for deciding how much
customers should pay (pricing) and
recovering money from them (billing).
This process is not described in detail
within the core ITIL publications.

(ITIL Service Strategy) Proces odpovédny
za rozhodnuti, kolik by méli zakaznici
platit (ocenéni), a za inkasovani penéz od
nich (U¢tovani). Tento proces neni v
kli¢ovych publikacich ITIL podrobné
popsan.

charter

zamér / charter

(ITIL Service Strategy) A document
that contains details of a new service,
a significant change or other
significant project. Charters are
typically authorized by service
portfolio management or by a project
management office. The term charter
is also used to describe the act of
authorizing the work required to
complete the service change or
project. See also change proposal;
service charter; project portfolio.

(ITIL Service Strategy) Dokument, jenz
obsahuje detaily nové sluzby, vyznamné
zmény nebo jiného vyznamného projektu.
Tyto zaméry / chartery jsou typicky
schvalovany spravou portfolia sluzeb
nebo Utvarem projektové kancelare.
Pojem charter se také uziva pro popis
aktu schvaleni prace potfebné pro
zkompletovani zmény sluzby nebo
projektu. Viz také navrh zmény; zameér
sluzby; portfolio projektd.
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chronological

chronologicka

(ITIL Service Operation) A technique

(ITIL Service Operation) Technika

analysis analyza used to help identify possible causes pouzivana k uréeni moznych pficin
of problems. All available data about problému. V8echna dostupna data o
the problem is collected and sorted by | problému jsou shromazdéna a setfidéna
date and time to provide a detailed podle data a ¢asu tak, aby poskytla
timeline. This can make it possible to detailni ¢asovy prehled, ktery pomuze
identify which events may have been identifikovat sled jednotlivych udalosti
triggered by others. (ktera udalost vyvolala druhou).
Cl type typ konfiguraéni (ITIL Service Transition) A category (ITIL Service Transition) Kategorie,
polozky that is used to classify configuration pouzivana pro klasifikaci konfiguracnich
items. The Cl type identifies the polozek. Typ konfiguraéni polozky
required attributes and relationships identifikuje poZadované atributy a vazby
for a configuration record. Common konfiguraéniho zaznamu. Bézné typy KP
Cl types include hardware, document, jsou napf. hardware, dokument, uZivatel
user etc. apod.
classification klasifikace The act of assigning a category to Prirazeni kategorie (k entité). Klasifikace
something. Classification is used to je uzivana pro zajisténi konzistentni
ensure consistent management and spravy a reportovani. Klasifikovany byvaji
reporting. Configuration items, obvykle konfiguraéni polozky (KP),
incidents, problems, changes etc. are incidenty, problémy, zmény atd.
usually classified.
client klient A generic term that means a Obecny termin, ktery znamena zakaznik,
customer, the business or a business business nebo zakaznik businessu. Napf.
customer. For example, client manazer klientl muze byt pouzit jako
manager may be used as a synonym synonymum pro manazera zakaznickych
for business relationship manager. vztah(.
The term is also used to mean: Termin klient je také pouzit ve vyznamu:
hd Pogitaé, ktery je pfimo
° A computer that is used pouzivan uZivatelem, napf.
directly by a user — for PC, PDA, pracovni stanice.
example, a PC, a
handheld computer or a hd Sougast aplikace klient-
work station server, jejimz
prostfednictvim uzivatel
® The part of a client pFimo komunikuje. Nap¥. e-
server application that mailovy klient.
the user directly
interfaces with — for
example, an email client.
closed uzavieno (ITIL Service Operation) The final (ITIL Service Operation) Kone¢ny stav
status in the lifecycle of an incident, Zivotniho cyklu incidentu, problému,
problem, change etc. When the status zmény apod. Ve stavu uzavieno se
is closed, no further action is taken. neprovadéji zadné dalsi akce.
closure uzavieni (ITIL Service Operation) The act of (ITIL Service Operation) Zména stavu
changing the status of an incident, incidentu, problému, zmény apod. na
problem, change etc. to closed. uzavfeno.
COBIT COBIT (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)

Control OBjectives for Information
and related Technology (COBIT)
provides guidance and best practice
for the management of IT processes.
COBIT is published by ISACA in
conjunction with the IT Governance
Institute (ITGI). See www.isaca.org
for more information.

Cile Fizeni v informaénich a souvisejicich
technologiich (Control OBjectives for
Information and related Technology -
COBIT) poskytuji navody a nejlepsi
praktiky pro fizeni procesu IT. COBIT je
vydan organizaci ISACA ve spojeni s IT
Governance Institute (ITGI). Pro vice
informaci viz www.isaca.org.
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code of practice

soubor postupt

A guideline published by a public
body or a standards organization,
such as ISO or BSI. Many standards
consist of a code of practice and a
specification. The code of practice
describes recommended best
practice.

Smérnice publikovana vefejnym organem
nebo normalizaéni organizaci, jako ISO
nebo BSI. Mnoho norem je sloZzeno ze
souboru postupt a specifikace. Soubor
postuptl popisuje doporuc¢ené nejlepsi
praktiky.

cold standby

studena zaloha

See gradual recovery.

Viz postupna obnova.

commercial off the

hotové balickové

(ITIL Service Design) Pre-existing

(ITIL Service Design) Jiz existujici

shelf (COTS) feSeni (COTS) application software or middleware aplika¢ni software nebo middleware, ktery
that can be purchased from a third Ize koupit od tfeti strany.
party.

compliance shoda Ensuring that a standard or set of Ujisténi, Ze se Fidime normami nebo
guidelines is followed, or that proper, sadou smérnic, nebo Ze uzivame spravné
consistent accounting or other konzistentni ucetnictvi &i jiné metody.
practices are being employed.

component komponenta / prvek A general term that is used to mean Obecny termin pouzivany ve vyznamu

one part of something more complex.
For example, a computer system may
be a component of an IT service; an
application may be a component of a
release unit. Components that need
to be managed should be
configuration items.

jedné casti vétSiho celku. Napf.
pocitacovy systém muze byt
komponentou sluzby IT, aplikace mize
byt komponentou jednotky releasu.
Komponenty, které je tfeba spravovat, by
meély byt konfiguraénimi polozkami.

component capacity
management (CCM)

sprava kapacit
(jednotlivych)
komponent

(ITIL Continual Service Improvement)
(ITIL Service Design) The sub-
process of capacity management
responsible for understanding the
capacity, utilization and performance
of configuration items. Data is
collected, recorded and analysed for
use in the capacity plan. See also
business capacity management;
service capacity management.

(ITIL Continual Service Improvement)
(ITIL Service Design) Subproces spravy
kapacit odpovidajici za kapacitu, vyuZiti a
vykonnost konfigura¢nich polozek. Data
jsou shromazdovana, zaznamenavana a
analyzovana pro pouziti v planech
kapacit. Viz také sprava kapacity z
pohledu businessu; sprava kapacity z
pohledu sluzeb.

component Cl

diléi konfiguraéni
polozka

(ITIL Service Transition) A
configuration item that is part of an
assembly. For example, a CPU or
memory Cl may be part of a server
Cl.

(ITIL Service Transition) Konfiguraéni
polozZka, ktera je soucasti souhrnné
konfiguraéni polozky. Napf. konfiguraéni
polozky CPU nebo pamét mohou byt
¢&asti konfiguraéni polozky server.

component failure
impact analysis
(CFIA)

analyza dopadu
vypadku
komponenty (CFIA)

(ITIL Service Design) A technique that
helps to identify the impact of
configuration item failure on IT
services and the business. A matrix is
created with IT services on one axis
and Cls on the other. This enables
the identification of critical Cls (that
could cause the failure of multiple IT
services) and fragile IT services (that
have multiple single points of failure).

(ITIL Service Design) Technika, ktera
pomaha identifikovat dopad vypadku
konfiguraéni polozky (KP) na sluzby IT a
business. Je vytvofena matice se
sluzbami IT na jedné ose, v druhé ose

s konfiguraénimi polozkami. To umoziuje
identifikovat kritické konfiguraéni polozky
(ty, které by mohly zpusobit vypadek vice
sluzeb IT) nebo nestabilni sluzby IT (které
maji vice kritickych mist poruchy
(SPOF)).
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computer telephony
integration (CTI)

integrace pocitace
s telefonem (CTI)

(ITIL Service Operation) Computer
telephony integration is a general
term covering any kind of integration
between computers and telephone
systems. It is most commonly used to
refer to systems where an application
displays detailed screens relating to
incoming or outgoing telephone calls.
See also automatic call distribution;
interactive voice response.

(ITIL Service Operation) CTI je obecny
pojem pouzivany pro jakykoli typ
integrace pocitacu a telefonnich systému.
NejbéZnéji je uzivan k oznaceni systému,
kdy aplikace zobrazuje detaily vztahujici
se k pfichozimu nebo odchozimu
telefonnimu hovoru. Viz také automaticka
distribuce hovor(, interaktivni hlasova
odezva.

concurrency

soubézny pfistup

A measure of the number of users
engaged in the same operation at the
same time.

Metrika poctu uzivatelt provadéjicich
stejnou operaci ve stejném case.

confidentiality davérnost (ITIL Service Design) A security (ITIL Service Design) Bezpec&nostni
principle that requires that data princip, jenz vyZzaduje, aby data byla
should only be accessed by dostupna pouze pro autorizované osoby.
authorized people.

configuration konfigurace (ITIL Service Transition) A generic (ITIL Service Transition) Obecny pojem,
term used to describe a group of pouzivany pro popis skupiny
configuration items that work together konfigura¢nich polozek, které
to deliver an IT service, or a spolupracuji na dodavce sluzby IT nebo
recognizable part of an IT service. rozpoznatelné ¢asti sluzby IT.
Configuration is also used to describe Konfigurace se uziva i jako popis
the parameter settings for one or nastaveni parametr( jedné nebo vice
more configuration items. konfiguraénich polozek.

configuration vychozi stav (ITIL Service Transition) The baseline (ITIL Service Transition) Vychozi stav

baseline konfigurace of a configuration that has been konfigurace, ktery byl formalné schvalen

formally agreed and is managed
through the change management
process. A configuration baseline is
used as a basis for future builds,
releases and changes.

a je fizen procesem Spravy zmén.
Vychozi stav konfigurace se pouziva jako
zaklad pro budouci sestaveni, releasy a
zmeény.

configuration control

fizeni konfiguraci

(ITIL Service Transition) The activity
responsible for ensuring that adding,
modifying or removing a configuration
item is properly managed — for
example, by submitting a request for
change or service request.

(ITIL Service Transition) Cinnost
zodpovédna za to, Ze pfidani, zména a
odstranéni konfigura¢ni polozky jsou
provedeny spravné, napf. podanim
Zadosti 0 zménu nebo zadosti o sluzbu.

configuration
identification

identifikace
konfiguraci

(ITIL Service Transition) The activity
responsible for collecting information
about configuration items and their
relationships, and loading this
information into the configuration
management database. Configuration
identification is also responsible for
labelling the configuration items
themselves, so that the corresponding
configuration records can be found.

(ITIL Service Transition) Cinnost
zodpovédna za sbér informaci o
konfiguraénich polozkach a jejich
vazbach, za plnéni konfiguraéni
databaze. Identifikace konfiguraci je také
zodpovédna za oznacovani
konfiguraénich polozZek tak, aby mohl byt
nalezen odpovidajici konfiguracni
zaznam.
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configuration item
(CI)

konfiguraéni polozka
(KP)

(ITIL Service Transition) Any
component or other service asset that
needs to be managed in order to
deliver an IT service. Information
about each configuration item is
recorded in a configuration record
within the configuration management
system and is maintained throughout
its lifecycle by service asset and
configuration management.
Configuration items are under the
control of change management. They
typically include IT services,
hardware, software, buildings, people
and formal documentation such as
process documentation and service
level agreements.

(ITIL Service Transition) Jakakoliv
komponenta nebo jiné aktivum sluzby,
které by mély byt spravovany za Ucelem
dodavky sluzby IT. Informace o vSech
konfiguraénich polozkach jsou
zaznamenany v konfiguraénim zaznamu
v systému spravy konfiguraci (CMS) a
jsou udrzovany béhem jejich Zivotniho
cyklu spravou aktiv sluzeb a konfiguraci.
Konfigura¢ni polozky jsou fizeny spravou
zmén. Typicky zahrnuiji sluzby IT,
hardware, software, stavby, lidi a formalni
dokumentaci, jako je dokumentace
procesu a SLA.

configuration sprava konfiguraci See service asset and configuration Viz sprava aktiv sluzeb a konfiguraci
management management.

configuration konfigura¢ni (ITIL Service Transition) A database (ITIL Service Transition) Databaze
management databaze (CMDB) used to store configuration records vyuzivana pro uloZeni konfigura¢nich

database (CMDB)

throughout their lifecycle. The
configuration management system
maintains one or more configuration
management databases, and each
database stores attributes of
configuration items, and relationships
with other configuration items.

zdznamu béhem jejich Zivotniho cyklu.
Systém spravy konfiguraci obsahuje
jednu nebo vice konfiguracnich databazi,
a v kazdé databazi jsou zaznamenany
atributy konfiguraénich polozek a vazby s
dal§imi konfiguracnimi polozkami.

configuration
management
system (CMS)

systém spravy
konfiguraci (CMS)

(ITIL Service Transition) A set of
tools, data and information that is
used to support service asset and
configuration management. The CMS
is part of an overall service
knowledge management system and
includes tools for collecting, storing,
managing, updating, analysing and
presenting data about all
configuration items and their
relationships. The CMS may also
include information about incidents,
problems, known errors, changes and
releases. The CMS is maintained by
service asset and configuration
management and is used by all IT
service management processes. See
also configuration management
database.

(ITIL Service Transition) Soubor nastroja,
dat a informaci, ktery slouzi k podpore
aktiv sluzeb a spravy konfiguraci. CMS je
soucasti celkového systému
spravyznalosti o sluzbach a zahrnuje
nastroje pro sbér, ukladani, spravu,
aktualizaci, analyzu a prezentaci dat o
vsech konfiguracnich polozkach a jejich
vztazich. CMS rovnéz zahrnuje informace
o incidentech, problémech, znamych
chybach, zménach a releasech. CMS je
udrzovan spravou aktiv sluzeb a
konfiguraci a je vyuzivan véemi procesy
spravy sluzeb IT. Viz také konfiguraéni
databaze.

configuration record

konfiguraéni zaznam

(ITIL Service Transition) A record
containing the details of a
configuration item. Each configuration
record documents the lifecycle of a
single configuration item.
Configuration records are stored in a
configuration management database
and maintained as part of a
configuration management system.

(ITIL Service Transition) Zaznam
obsahujici detaily konfiguraéni polozky.
Kazdy konfigura¢ni zaznam dokumentuje
Zivotni cyklus jedné konfiguraéni polozky.
Konfiguraéni zaznamy jsou uloZeny

v konfiguraéni databazi a udrzovany jako
soucast systému spravy konfiguraci.
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configuration
structure

konfiguraéni
struktura

(ITIL Service Transition) The
hierarchy and other relationships
between all the configuration items
that comprise a configuration.

(ITIL Service Transition) Hierarchie a
ostatni vazby mezi vSemi konfiguranimi
polozkami, které tvori konfiguraci.

continual service

neustalé zlepSovani

(ITIL Continual Service Improvement)

(ITIL Continual Service Improvement)

improvement (CSI) sluzeb (CSI) A stage in the lifecycle of a service. Etapa Zivotniho cyklu sluzby. Neustalé
Continual service improvement zlepSovani sluzeb zajistuje, aby sluzby
ensures that services are aligned with odpovidaly ménicim se potfebam
changing business needs by businessu, a to tak, Ze se identifikuji a
identifying and implementing implementuji zlepSeni sluzeb IT, ktera
improvements to IT services that podporuji podnikové procesy. Vykonnost
support business processes. The poskytovatele sluzeb IT se pribézné méri
performance of the IT service provider | a realizuji se zlep$eni procesu, sluzeb IT
is continually measured and a infrastruktury IT za G¢elem zvySeni
improvements are made to hospodarnosti, efektivity a nakladové
processes, IT services and IT efektivity. Neustalé zlepSovani sluzeb je
infrastructure in order to increase zlepSovacim procesem v sedmi krocich. |
efficiency, effectiveness and cost kdyz tento proces je pfifazen neustalému
effectiveness. Continual service zlepSovani sluzeb, vétsina procesti ma
improvement includes the seven-step ¢innosti, které se realizuji ve vice fazich
improvement process. Although this Zivotniho cyklu sluzby. Viz také Deminglv
process is associated with continual cyklus, ,, planuj — délej — kontroluj —
service improvement, most processes jednej*.
have activities that take place across
multiple stages of the service
lifecycle. See also Plan-Do-Check-
Act.

continuous nepretrzita (ITIL Service Design) An approach or (ITIL Service Design) Pfistup nebo

availability dostupnost design to achieve 100% availability. A navrh, jak dosahnout 100% dostupnosti.
continuously available IT service has Nepfetrzité dostupna sluzba IT nema ani
no planned or unplanned downtime. planované odstavky ani neplanované

vypadky.

continuous nepretrzity provoz (ITIL Service Design) An approach or (ITIL Service Design) Pfristup nebo navrh

operation design to eliminate planned downtime vedeny smérem k vylouceni planovanych
of an IT service. Note that individual odstavek sluzby IT. Poznamenejme, Ze
configuration items may be down jednotlivé konfiguracni polozky mohou byt
even though the IT service is nedostupné, i kdyz je sluzba IT dostupna.
available.

contract smlouva A legally binding agreement between Pravné zavazna dohoda mezi dvéma
two or more parties. nebo vice stranami.

control kontrolni A means of managing a risk, ensuring Prostfedky pro spravu rizik nebo

mechanismy / Fizeni

that a business objective is achieved
or that a process is followed.
Examples of control include policies,
procedures, roles, RAID, door locks
etc. A control is sometimes called a
countermeasure or safeguard. Control
also means to manage the utilization
or behaviour of a configuration item,
system or IT service.

prostiedky zajistujici, Ze jsou dosazeny
cile businessu, nebo Ze jsou dodrzovany
definované procesy. Pfikladem téchto
kontrolnich mechanismd mohou byt
politiky, postupy, role, RAID, zamky atd.
Nékdy jsou jako kontrolni mechanismy
oznacovana protiopatfeni nebo
zabezpeceni.

Anglické slovo ,control“ mize byt pouzito
ve vyznamu ,fizeni*, coz se muze tykat
vyuziti nebo chovani konfiguraéni
polozky, systému nebo IT sluzby.

Control OBjectives
for Information and
related Technology

COBIT

See COBIT.

Viz COBIT.
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control perspective

zpusob Fizeni

(ITIL Service Strategy) An approach
to the management of IT services,
processes, functions, assets etc.
There can be several different control
perspectives on the same IT service,
process etc., allowing different
individuals or teams to focus on what
is important and relevant to their
specific role. Examples of control
perspective include reactive and
proactive management within IT
operations, or a lifecycle view for an
application project team.

(ITIL Service Strategy) Ptistup k fizeni
sluzeb IT, procesu, funkci, aktivam atd. K
jedné sluzbé IT nebo procesu muze
existovat nékolik riznych zpusob fizeni,
coz umoznuje riznym tymam i
jednotlivem zaméfit se na to, co je
dulezité a podstatné pro jejich konkrétni
role. Piikladem zpUsobu fizeni mize byt
reaktivni a proaktivni fizeni provozu IT
nebo pohled z hlediska Zivotniho cyklu
pro aplikacni projektovy tym.

control processes

Fidici procesy

The ISO/IEC 20000 process group
that includes change management
and configuration management.

Skupina procest normy ISO/IEC 20000,
kterad zahrnuje spravu zmén a spravu
konfiguraci.

core service

kliova sluzba

(ITIL Service Strategy) A service that
delivers the basic outcomes desired
by one or more customers. A core
service provides a specific level of
utility and warranty. Customers may
be offered a choice of utility and
warranty through one or more service
options. See also enabling service;
enhancing service; IT service; service
package.

(ITIL Service Strategy) Sluzba IT, ktera
zabezpecuje zakladni vystupy
pozadované jednim nebo nékolika
zakazniky. Klicova sluzba poskytuje
konkrétni Groven uZite¢nosti a zaruky.
Zakaznici si prostfednictvim jedné nebo
vice variant sluzby mohou zvolit
uzite€nost a zaruku. Viz také podmiriujici
sluzba; rozsitujici sluzba; sluzba IT;
bali¢ek sluzby.

cost

naklad

The amount of money spent on a
specific activity, IT service or
business unit. Costs consist of real
cost (money), notional cost (such as
people’s time) and depreciation.

Mnozstvi penéz vynaloZenych na uréitou
¢innost, sluzbu IT nebo obchodni
jednotku. Naklady mohou byt jak finanéni
(penize), tak i pomysIné (jako napf.
vynaloZeny ¢as) nebo odpisy.

cost benefit analysis

analyza nakladl a
pfinost

An activity that analyses and
compares the costs and the benefits
involved in one or more alternative
courses of action. See also business
case; internal rate of return; net
present value; return on investment;
value on investment.

Cinnost, pfi které se analyzuji

a srovnavaji naklady a prinosy
alternativnich postupt. Viz také
pfipadova studie; interni mira navratnosti
(IRR); Cista souc¢asna hodnota;
navratnost investice; hodnota z investice.

cost centre

nakladové stredisko

(ITIL Service Strategy) A business
unit or project to which costs are
assigned. A cost centre does not
charge for services provided. An IT
service provider can be run as a cost
centre or a profit centre.

(ITIL Service Strategy) Podnikova
jednotka nebo projekt, pro které jsou
sledovany naklady. Nakladové stfedisko
neuctuje za poskytované sluzby.
Poskytovatel sluzeb IT mize fungovat
jako nakladové stfedisko nebo jako
ziskové stfedisko.
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cost element

nakladova polozka

(ITIL Service Strategy) The middle
level of category to which costs are
assigned in budgeting and
accounting. The highest-level
category is cost type. For example, a
cost type of ‘people’ could have cost
elements of payroll, staff benefits,
expenses, training, overtime etc. Cost
elements can be further broken down
to give cost units. For example, the
cost element ‘expenses’ could include
cost units of hotels, transport, meals
etc.

(ITIL Service Strategy) Stiedni urover
¢lenéni, ke které jsou vazany naklady v
rozpoctovani a uctovani. Na nejvyssi
urovni jsou typy nakladu. Napf. typ
nakladu "lidé” mlze byt ziemnén na
nakladové polozky mzdy, zaméstnanecké
vyhody, cestovni vylohy, $koleni, pfesc¢as
atd. Nakladové polozky mohou byt jesté
¢lenény na nakladové jednotky. Napf.
nakladova polozka "cestovni vylohy”
obsahuje nakladové jednotky hotel,
doprava, stravovani atd.

cost management

sprava nakladu

(ITIL Service Strategy) A general term
that is used to refer to budgeting and
accounting, and is sometimes used
as a synonym for financial

(ITIL Service Strategy) Obecny termin,
pouzivany pro rozpoctovani a Guctovani,
nékdy také pouzivany jako synonymum
pro spravu financi.

management.

cost model model nakladu (ITIL Service Strategy) A framework (ITIL Service Strategy) Ramec uzivany
used in budgeting and accounting in v rozpocetnictvi a v Ucetnictvi, v némz
which all known costs can be mohou byt véechny znamé naklady
recorded, categorized and allocated zaznamenany, kategorizovany a
to specific customers, business units pfifazeny konkrétnim zakaznikim,
or projects. See also cost type; cost podnikovym Gtvardm nebo projektim.
element; cost unit.

cost type typ nakladu (ITIL Service Strategy) The highest (ITIL Service Strategy) Nejméné
level of category to which costs are podrobna urover ¢lenéni, ke které jsou
assigned in budgeting and accounting vazany naklady v rozpodtovani a
— for example, hardware, software, uctovani. Napf. hardware, software,
people, accommodation, external and ubytovani, externi a doprava. Viz také
transfer. See also cost element; cost nakladova polozka; nakladova jednotka.
unit.

cost unit nakladova jednotka (ITIL Service Strategy) The lowest (ITIL Service Strategy) Nejdetailn&jsi

level of category to which costs are
assigned, cost units are usually things
that can be easily counted (e.g. staff
numbers, software licences) or things
easily measured (e.g. CPU usage,
electricity consumed). Cost units are
included within cost elements. For
example, a cost element of
‘expenses’ could include cost units of
hotels, transport, meals etc. See also
cost type.

uroven ¢lenéni, ke které jsou pfifazeny
naklady. Nakladové jednotky jsou obvykle
snadno spocitatelné (napf. pocty
zaméstnanc(, licence softwaru) nebo
snadno méfitelné véci (napf. vyuziti CPU,
spotfebovana elektfina). Nakladové
jednotky jsou sdruzovany do nakladovych
polozek. Napf. nakladova polozka
,cestovni naklady” je tvorena nakladovymi
jednotkami hotel, doprava, stravovani atd.
Viz také typ nakladd.

cost effectiveness

nakladova efektivita

A measure of the balance between
the effectiveness and cost of a
service, process or activity. A cost-
effective process is one that achieves
its objectives at minimum cost. See
also key performance indicator; return
on investment; value for money.

Mira rovnovahy mezi efektivitou a naklady
na sluzbu, proces nebo ¢innost.
Nakladoveé efektivni proces je takovy,
ktery dosahne svych cilt s minimalnimi
naklady. Viz také klicovy ukazatel
vykonnosti (KPI); navratnost investic
(ROI); hodnota ziskana za penize (value
for money).

countermeasure

protiopatfeni

Can be used to refer to any type of
control. The term is most often used
when referring to measures that
increase resilience, fault tolerance or
reliability of an IT service.

Termin byva pouzivan pro vSechny typy
fizeni, nejéastéji ale v souvislosti

s opatfenimi, ktera zvysuji odolnost,
odolnost proti porucham nebo
spolehlivost IT sluzby.
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course corrections

korekce kurzu

Changes made to a plan or activity
that has already started to ensure that
it will meet its objectives. Course
corrections are made as a result of
monitoring progress.

Zmény v planech nebo jiz zapocatych
cinnostech, které maji zajistit dosazeni
cili. Korekce kurzu jsou provadény na
zakladé monitorovani postupu.

crisis management

krizové fizeni

Crisis management is the process
responsible for managing the wider
implications of business continuity. A
crisis management team is
responsible for strategic issues such
as managing media relations and
shareholder confidence, and decides
when to invoke business continuity
plans.

Krizové fizeni je proces zodpovédny za
Sirsi aspekty kontinuity businessu. Tym
krizového fizeni zodpovida za strategické
zalezitosti jako vztah s médii a duvéra
akcionarit, a rozhoduje, kdy zacit
uplatiiovat plany kontinuity businessu.

critical success

rozhoduijici faktor

Something that must happen if an IT

Néco, co se musi stat, aby sluzba IT,

factor (CSF) uspéchu (CSF) service, process, plan, project or proces, projekt, plan nebo dalsi aktivita
other activity is to succeed. Key dosahly uspéchu. DosaZeni tohoto
performance indicators are used to faktoru se méfi klicovymi ukazateli
measure the achievement of each vykonnosti (KPI).
critical success factor. For example, a Napf¥. rozhodujici faktor ispéchu
critical success factor of ‘protect IT ,ochrana IT sluzeb pfi provadéni zmén* je
services when making changes’ could meéfitelny takovymi kli€ovymi ukazateli
be measured by key performance vykonnosti jako jsou ,procentualni
indicators such as ‘percentage redukce netspésnych zmén*,
reduction of unsuccessful changes’, Lprocentudlni redukce zmén
‘percentage reduction in changes zpusobuijicich incident®, atd.
causing incidents’ etc.

CSil register registr CSI (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
A database or structured document Databaze nebo strukturovany dokument
used to record and manage uzivany pro zaznamenani a spravu
improvement opportunities throughout prilezitosti pro zlepSeni béhem jejich
their lifecycle. Zzivotniho cyklu.

culture kultura A set of values that is shared by a Hodnoty sdilené skupinou lidi, véetné
group of people, including ocekavaného chovani, jejich nazort,
expectations about how people presvédceni, zvyklosti a praktik. Viz také
should behave, their ideas, beliefs vize.
and practices. See also vision.

customer zakaznik Someone who buys goods or Nékdo, kdo kupuje zbozZi nebo sluzby.

services. The customer of an IT
service provider is the person or
group who defines and agrees the
service level targets. The term is also
sometimes used informally to mean
user — for example, ‘This is a
customer-focused organization.’

Zakaznik poskytovatele sluzeb IT je
osoba nebo skupina, ktera definuje cile
urovné sluzeb a schvaluje je. Pojem
zéakaznik byva nékdy neformalné uzivan
ve smyslu uzivatel, napf. ,Zakaznicky
zaméfena organizace”.

customer asset

aktivum zakaznika

Any resource or capability of a
customer. See also asset.

Jakykoli zdroj nebo zpUsobilost
zakaznika. Viz také aktiva.
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customer agreement
portfolio

portfolio dohod se
zakazniky

(ITIL Service Strategy) A database or
structured document used to manage
service contracts or agreements
between an IT service provider and its
customers. Each IT service delivered
to a customer should have a contract
or other agreement that is listed in the
customer agreement portfolio. See
also customer-facing service; service
catalogue; service portfolio.

(ITIL Service Strategy) Databaze nebo
strukturovany document uzivany pro
spravu smluv nebo dohod mezi
poskytovatelem sluzeb IT a jeho
zakazniky. Kazda sluzba IT dodavana
zakaznikovi by méla mit smlouvu nebo
dohodu zaznamenanou v portfolio dohod
se zakazniky. Viz také sluzba pouzivana
pfimo zékazniky; katalog sluzeb; portfolio
sluzeb.

customer portfolio

portfolio zakaznik(

(ITIL Service Strategy) A database or
structured document used to record
all customers of the IT service
provider. The customer portfolio is the
business relationship manager’s view
of the customers who receive
services from the IT service provider.
See also customer agreement
portfolio; service catalogue; service
portfolio.

(ITIL Service Strategy) Databaze nebo
strukturovany dokument slouzici k
zaznamenani v8ech zakazniku
poskytovatele sluzeb IT. Portfolio
zakazniku reprezentuje pohled manazera
pro vztahy s businessem na zakazniky,
kterym jsou poskytovany sluzby
poskytovatele sluzeb IT. Viz také portfolio
dohod se zakazniky; katalog sluzeb;
portfolio sluzeb.

customer-facing
service

sluzba pouzivana
pfimo zakazniky

(ITIL Service Design) An IT service
that is visible to the customer. These
are normally services that support the
customer’s business processes and
facilitate one or more outcomes
desired by the customer. All live
customer-facing services, including
those available for deployment, are
recorded in the service catalogue
along with customer-visible
information about deliverables, prices,
contact points, ordering and request
processes. Other information such as
relationships to supporting services
and other Cls will also be recorded for
internal use by the IT service
provider.

(ITIL Service Design) Sluzba IT, ktera je
viditelna zakaznikovi. Obvykle to jsou
sluzby, které podporuji podnikové
procesy zakaznika a zprostfedkovavaji
jeden nebo vice vystupli pozadovanych
zakaznikem. V8echny Zivé sluzby
pouzivané pfimo zakazniky, véetné téch,
které jsou pfipraveny k implementaci, jsou
evidovany v katalogu sluzeb spolu

s informacemi dostupnymi pro zakaznika,
které se tykaji dodavek, cen, kontaktnich
mist, procest objednavek a zadosti.
Rovnéz tak jsou zaznamenavany dalsi
informace pro interni pouziti
poskytovatele sluzeb IT, jako vztahy

k podptrnym sluzbam a k dal$im
konfiguraénim polozkam.

dashboard

fidici panel

(ITIL Service Operation) A graphical
representation of overall IT service
performance and availability.
Dashboard images may be updated in
real time, and can also be included in
management reports and web pages.
Dashboards can be used to support
service level management, event
management and incident diagnosis.

(ITIL Service Operation) Graficka
reprezentace celkové vykonnosti sluzeb
IT a dostupnosti. Obrazky (indikace) na
fidicim panelu mohou byt aktualizovany
v redlném ¢ase a mohou byt také
soucasti manazerskych sestav a
webovych stranek. Ridici panel se
vyuziva pro podporu spravy urovni
sluzeb, spravy udalosti a diagnostiky
incidentu.

Data-to-Information-
to-Knowledge-to-
Wisdom (DIKW)

od dat k informacim,
ke znalostem,
k poznani (DIKW)

(ITIL Service Transition) A way of
understanding the relationships
between data, information, knowledge
and wisdom. DIKW shows how each
of these builds on the others.

(ITIL Service Transition) Zpusob chapani
vztah( mezi daty, informacemi, znalostmi
a poznanim. DIKW znazorfiuje, jak je
kazda z urovni zakladem pro tvorbu té&ch
nasleduijicich.
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definitive media

definitivni knihovna

(ITIL Service Transition) One or more

(ITIL Service Transition) Jedno nebo vice

library (DML) médii (DML) locations in which the definitive and ulozist, ve kterych jsou bezpe¢né ulozeny
authorized versions of all software kone¢né a schvalené verze vSech
configuration items are securely softwarovych konfiguraénich polozek.
stored. The definitive media library Definitivni knihovna médii muze
may also contain associated obsahovat také souvisejici konfiguraéni
configuration items such as licences polozky, jako jsou licence a
and documentation. It is a single dokumentace. Je to jediné logické
logical storage area even if there are ulozisté, i kdyz je rozmisténo ve vice
multiple locations. The definitive lokalitach. Definitivni knihovna médii je
media library is controlled by service fizena spravou aktiv sluzeb a konfiguraci
asset and configuration management a je zaznamenavana v systému spravy
and is recorded in the configuration konfiguraci.
management system.

deliverable dodavka Something that must be provided to To, co musi byt poskytnuto, aby byl
meet a commitment in a service level splnén zavazek vyplyvajici z dohod o
agreement or a contract. It is also urovni sluzeb nebo ze smlouvy.
used in a more informal way to mean Neformalné se také pouziva ve vyznamu
a planned output of any process. planovany vystup procesu.

demand sprava poptavky (ITIL Service Design) (ITIL Service (ITIL Service Design) (ITIL Service

management Strategy) The process responsible for Strategy) Proces odpovidajici za
understanding, anticipating and pochopeni, pfedvidani a ovliviiovani
influencing customer demand for poptavky zakazniku po sluzbach. Sprava
services. Demand management poptavky spolupracuje se spravou
works with capacity management to kapacit, aby zajistila, Ze poskytovatel
ensure that the service provider has sluzby méa dostate¢nou kapacitu, aby
sufficient capacity to meet the dosahl zadané poptavky. Na strategické
required demand. At a strategic level, urovni mize sprava poptavky zahrnovat
demand management can involve analyzu vzoru chovani v ramci obchodni
analysis of patterns of business ¢ginnosti a uzivatelskych profild, zatimco
activity and user profiles, while at a na taktické drovni muze vyuzivat
tactical level, it can involve the use of diferencované zpoplatnéni motivujici
differential charging to encourage zakazniky vyuzivat sluzby IT v dobé
customers to use IT services at less mensiho zatiZzeni, nebo vyZzadovat
busy times, or require short-term kratkodobé cinnosti jako odpovéd na
activities to respond to unexpected neocekavany pozadavek nebo poruchu
demand or the failure of a konfiguraéni polozky.
configuration item.

Deming Cycle Demingtiv cyklus See Plan-Do-Check-Act. Viz PlanujDélejKontrolujJedne;j.

dependency zavislost The direct or indirect reliance of one PFima nebo nepfima zavislost jednoho
process or activity on another. procesu nebo ¢ginnosti na jiném/jiné.

deployment nasazeni (ITIL Service Transition) The activity (ITIL Service Transition) Cinnost,

(rozmisténi) responsible for movement of new or zodpovédna za nasazeni (rozmisténi)

changed hardware, software, nového nebo zménéného hardware,
documentation, process etc. to the software, dokumentace, procesu atd. do
live environment. Deployment is part provozniho prostfedi. Nasazeni je ¢asti
of the release and deployment procesu sprava releasu a nasazeni.
management process.

depreciation odpisy (amortizace) (ITIL Service Strategy) A measure of (ITIL Service Strategy) Méfitelné snizeni

the reduction in value of an asset over
its life. This is based on wearing out,
consumption or other reduction in the
useful economic value.

hodnoty aktiv v pribéhu jejich Zivotniho
cyklu. Je zaloZzeno na opotfebovani,
spotfebovani nebo jiném snizeni uzitné
ekonomické hodnoty.
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design

navrh

(ITIL Service Design) An activity or
process that identifies requirements
and then defines a solution that is
able to meet these requirements. See
also service design.

(ITIL Service Design) Cinnost nebo
proces, ktery identifikuje pozadavky a
formuluje feseni spliiujici tyto pozadavky.
Viz také navrh sluzby.

design coordination

koordinace navrhu

(ITIL Service Design) The process
responsible for coordinating all
service design activities, processes
and resources. Design coordination
ensures the consistent and effective
design of new or changed IT services,
service management information
systems, architectures, technology,
processes, information and metrics.

(ITIL Service Design) Proces odpovédny
za koordinaci vSech ¢innosti navrhu
sluzby, procesu a zdroju. Koordinace
navrhu zajistuje konzistentni a efektivni
navrh novych nebo zménénych sluzeb IT,
informacnich systému spravy sluzeb,
architektur, technologie, procest,
informaci a metrik.

detection detekce (ITIL Service Operation) A stage in (ITIL Service Operation) Faze
the expanded incident lifecycle. rozsiteného Zivotniho cyklu incidentu.
Detection results in the incident Vysledkem detekce je incident oznameny
becoming known to the service poskytovateli sluzeb. Detekce mlze
provider. Detection can be automatic probihat automaticky nebo mtze byt
or the result of a user logging an vysledkem zaznamenani incidentu
incident. uzivatelem.

development Vyvoj (ITIL Service Design) The process (ITIL Service Design) Proces

responsible for creating or modifying
an IT service or application ready for
subsequent release and deployment.
Development is also used to mean
the role or function that carries out
development work. This process is
not described in detail within the core
ITIL publications.

odpovidajici za vytvoreni nebo modifikaci
sluzby IT nebo aplikace pfipravenych pro
nasledny release a nasazeni. Termin
Vyvoj se pouziva také pro oznaceni role
nebo skupiny, ktera vyvoj provadi. Tento
proces neni detailné popsan v kli¢ovych
pfiruckach ITIL.

development

vyvojové prostiedi

(ITIL Service Design) An environment

(ITIL Service Design) Prostiedi

environment used to create or modify IT services pouzivané pro vytvareni nebo Upravu
or applications. Development sluzby IT nebo aplikaci. Vyvojové
environments are not typically prostfedi typicky neni fizeno tak pfisné
subjected to the same degree of jako prostfedi testovaci nebo provozni.
control as test or live environments. Viz také vyvoj.
See also development.

diagnosis diagnéza (ITIL Service Operation) A stage in (ITIL Service Operation) Faze Zivotniho
the incident and problem lifecycles. cyklu incidentu a problému. Ugelem
The purpose of diagnosis is to identify diagndzy je nalezeni nahradniho feseni
a workaround for an incident or the incidentu (workaround) nebo primarni
root cause of a problem. pficiny problému.

diagnostic script diagnosticky skript (ITIL Service Operation) A structured (ITIL Service Operation) Strukturovana

set of questions used by service desk
staff to ensure they ask the correct
questions, and to help them classify,
resolve and assign incidents.
Diagnostic scripts may also be made
available to users to help them
diagnose and resolve their own
incidents.

sada otazek pouzivana pracovniky
service desku, aby kladli spravné otazky,
coz jim ma pomoci pfi klasifikaci, feSeni a
pfifazovani incidentu. Diagnostické
skripty mohou byt dostupné i pro
uzivatele, aby jim pomohly diagnostikovat
a fesit jejich vlastni incidenty.

© Crown Copyright 2011
28




Vyraz v angli¢tiné

Vyraz v ¢estiné

Definice v anglictiné

Definice v ¢estiné

differential charging

diferencované
zpoplatiiovani

A technique used to support demand
management by charging different
amounts for the same function of an
IT service under different
circumstances. For example, reduced
charges outside peak times, or
increased charges for users who
exceed a bandwidth allocation.

Technika pouzivana pro podporu spravy
pozadavku - zpoplatiiovani riznymi
Castkami za tutéz funkci sluzby IT za
odliSnych podminek. Napt. snizené
poplatky mimo dobu $picky, nebo
zvySené poplatky pro uzivatele, ktefi
prekroci svoje dohodnuté podminky.

direct cost

pfimé naklady

(ITIL Service Strategy) The cost of
providing an IT service which can be
allocated in full to a specific customer,
cost centre, project etc. For example,
the cost of providing non-shared
servers or software licences. See also
indirect cost.

(ITIL Service Strategy) Naklady na
poskytovani IT sluzeb, které Ize jako
celek zcela prifadit konkrétnimu
zéakaznikovi, nakladovému stredisku,
projektu apod. Napf. naklady na
poskytovani nesdileného serveru nebo
licence software. Viz také nepfimé
naklady.

directory service

adresarova sluzba

(ITIL Service Operation) An
application that manages information
about IT infrastructure available on a
network, and corresponding user
access rights.

(ITIL Service Operation) Aplikace
spravuijici informace o sitovych
prostfedcich, které jsou k dispozici

v rdmci infrastruktury IT, a spravujici
odpovidajici pfistupova prava uzivatel(.

document dokument Information in readable form. A Informace v &itelné podobé. Dokument
document may be paper or electronic muze byt v papirové nebo elektronické
— for example, a policy statement, formé - napf. specifikace politik, dohoda o
service level agreement, incident urovni sluzeb, zdznam incidentu nebo
record or diagram of a computer room schéma usporadani pocitacového salu.
layout. See also record. Viz také zaznam.

downtime vypadek / odstavka (ITIL Service Design) (ITIL Service (ITIL Service Design) (ITIL Service
Operation) The time when an IT Operation) Obdobi, kdy sluzba IT nebo
service or other configuration item is konfiguraéni polozka neni béhem
not available during its agreed service dohodnuté provozni doby dostupna.
time. The availability of an IT service Dostupnost sluzby IT je ¢asto kalkulovana
is often calculated from agreed z dohodnuté provozni doby sluzby a
service time and downtime. vypadku / odstavky.

driver hybatel Something that influences strategy, To, co ovliviiuje strategii, cile nebo

objectives or requirements — for
example, new legislation or the
actions of competitors.

pozadavky. Napfiklad nova legislativa
nebo aktivity konkurentt.

early life support
(ELS)

pocatecni podpora

(ITIL Service Transition) A stage in
the service lifecycle that occurs at the
end of deployment and before the
service is fully accepted into
operation. During early life support,
the service provider reviews key
performance indicators, service levels
and monitoring thresholds and may
implement improvements to ensure
that service targets can be met. The
service provider may also provide
additional resources for incident and
problem management during this
time.

(ITIL Service Transition) Féaze Zivotniho
cyklu sluzby vyskytujici se na konci
nasazeni a pred tim, nez je sluzba zcela
akceptovana do provozu. V pribéhu
pocate€ni podpory muze poskytovatel
sluZzeb znovu posoudit klicové ukazatele
vykonnosti (KPI), Grovné sluzby a
prahové hodnoty monitorovani a mize
zavést zlepSeni pro dosazeni cilli sluzby.
Poskytovatel sluzby mtze rovnéz béhem
této doby poskytnout dodate¢né zdroje
pro spravu incidentt a probléma.
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economies of scale

uspory z rozsahu
(mnozstevni slevy)

(ITIL Service Strategy) The reduction
in average cost that is possible from
increasing the usage of an IT service
or asset. See also economies of
scope.

(ITIL Service Strategy) Snizeni
pramérnych nakladu, které je umoznéno
zvy$enim vyuziti sluzby IT nebo aktiva.
Viz také uspory z kapacit.

economies of scope

uspory z kapacit

(ITIL Service Strategy) The reduction
in cost that is allocated to an IT
service by using an existing asset for
an additional purpose. For example,
delivering a new IT service from an
existing IT infrastructure. See also
economies of scale.

(ITIL Service Strategy) Snizeni nakladu,
které jsou alokovany na sluzbu IT
dodate¢nym vyuzitim stavajicich aktiv.
Jedna se napfiklad o dodavku nové
sluzby IT pfi vyuziti stavajici infrastruktury
IT. Viz také Uspory z rozsahu.

effectiveness efektivita (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
A measure of whether the objectives Méfitko, zda byly dosazeny cile procesu,
of a process, service or activity have sluzby nebo &innosti. Efektivni proces
been achieved. An effective process nebo ¢innost je ten/ta, ktery/a dosahne
or activity is one that achieves its dohodnutych cil. Viz také klicovy
agreed objectives. See also key ukazatel vykonnosti.
performance indicator.

efficiency hospodarnost (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)

A measure of whether the right
amount of resource has been used to
deliver a process, service or activity.
An efficient process achieves its
objectives with the minimum amount
of time, money, people or other
resources. See also key performance
indicator.

Méfitko, zda bylo pouzito (spotfebovano)
odpovidajici mnozstvi zdroji pro dodavku
procesu, sluzby nebo ¢innosti.
Hospodarny proces dosahne svého cile

s minimalnim mnoZstvim spotfebovaného
&asu, penéz, lidskych &i jinych zdroju. Viz
také klicovy ukazatel vykonnosti.

emergency change

naléhava zména

(ITIL Service Transition) A change
that must be introduced as soon as
possible — for example, to resolve a
major incident or implement a security
patch. The change management
process will normally have a specific
procedure for handling emergency
changes. See also emergency
change advisory board.

(ITIL Service Transition) Zména, ktera
musi byt implementovana co nejdfive -
napf. vyfeSeni zavazného incidentu nebo
implementace bezpecnostni zaplaty.
Proces spravy zmén obvykle obsahuje
specificky postup pro vykonani naléhavé
zmeény. Viz také poradni vybor pro
naléhavé zmény.

emergency change
advisory board
(ECAB)

poradni vybor pro
naléhavé zmény
(ECAB)

(ITIL Service Transition) A subgroup
of the change advisory board that
makes decisions about emergency
changes. Membership may be
decided at the time a meeting is
called, and depends on the nature of
the emergency change.

(ITIL Service Transition) Podskupina
poradniho vyboru pro zmény (CAB), ktera
pfijima rozhodnuti o naléhavych
zménach. Clenstvi mGze byt uréeno az ve
chvili, kdy je svolana schizka, a je zavislé
na povaze naléhavé zmény.

enabling service

podmifiujici sluzba

(ITIL Service Strategy) A service that
is needed in order to deliver a core
service. Enabling services may or
may not be visible to the customer,
but they are not offered to customers
in their own right. See also enhancing
service.

(ITIL Service Strategy) Sluzba, které je
tfeba pro dodavku kli¢ové sluzby. Tyto
sluzby mlze zakaznik vidét, ale mohou
mu byt rovnéz skryty, a nejsou mu pfimo
nabizeny. Viz také rozsitujici sluzba.
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enhancing service

rozsifujici sluzba

(ITIL Service Strategy) A service that
is added to a core service to make it
more attractive to the customer.
Enhancing services are not essential
to the delivery of a core service but
are used to encourage customers to
use the core services or to
differentiate the service provider from
its competitors. See also enabling
service; excitement factor.

(ITIL Service Strategy) Sluzba, ktera je
pfidana ke klicové sluzbé, aby ji ucinila
pro zakaznika atraktivnéjsi. Rozsifujici
sluzby nejsou pro dodavku klicové sluzby
podstatné, ale uzivaji se, aby povzbudily
zakazniky k pouzivani kli€ovych sluzeb
nebo pro odliSeni poskytovatele sluzby od
jeho konkurentu. Viz také podmiriujici
sluzba; faktor nadsSeni.

enterprise financial

podnikova sprava

(ITIL Service Strategy) The function

(ITIL Service Strategy) Funkce a procesy

management financi and processes responsible for odpovidajici v organizaci za celkovou
managing the overall organization’s spravu rozpodetnictvi, UCetnictvi a
budgeting, accounting and charging pozadavku na zpoplatnéni. Podnikova
requirements. Enterprise financial sprava financi je nékdy zmifiovana jako
management is sometimes referred to Jkorporatni” finanéni oddéleni. Viz také
as the ‘corporate’ financial sprava financi pro sluzby IT.
department. See also financial
management for IT services.

environment prostredi (ITIL Service Transition) A subset of (ITIL Service Transition) Cast
the IT infrastructure that is used for a infrastruktury IT pouzivané ke specifickym
particular purpose — for example, live ucéeltim - napf. provozni prostiedi,
environment, test environment, build testovaci prostfedi, prostfedi pro
environment. Also used in the term sestaveni. Pouziva se také pro oznaceni
‘physical environment’ to mean the fyzického prostfedi” jako napf. instalacni
accommodation, air conditioning, prostfedi, klimatizace, napajeni apod.
power system etc. Environment is Prostfedi je také pouzivano ve vyznamu
used as a generic term to mean the externich podminek, které néco ovliviiuji
external conditions that influence or nebo maji na néco dopad.
affect something.

error chyba (ITIL Service Operation) A design flaw | (ITIL Service Operation) Chyba v navrhu
or malfunction that causes a failure of nebo nefunkénost, ktera zplsobi poruchu
one or more IT services or other jedné nebo vice konfigura¢nich polozek
configuration items. A mistake made nebo sluzby IT. Chybou je nazyvan i
by a person or a faulty process that lidsky omyl nebo chybny proces, ktery ma
impacts a configuration item is also dopad na konfiguraéni polozku nebo
an error. sluzbu IT.

escalation eskalace (ITIL Service Operation) An activity (ITIL Service Operation) Ziskani

that obtains additional resources
when these are needed to meet
service level targets or customer
expectations. Escalation may be
needed within any IT service
management process, but is most
commonly associated with incident
management, problem management
and the management of customer
complaints. There are two types of
escalation: functional escalation and
hierarchic escalation.

dodateénych zdroju, pokud jsou
vyzadovany pro dosazeni cilli Grovni
sluzeb nebo oéekavani zakaznika.
Eskalaci miZzeme pouzit v jakémkoli
procesu spravy sluzeb IT, avSak je
obvykle spojena se spravou incidentt, se
spravou problému a spravou stiznosti
zakaznikl. Jsou dva typy eskalaci:
funkéni eskalace a hierarchicka eskalace.

eSourcing Capability
Model for Client
Organizations
(eSCM-CL)

model zpUsobilosti
vyuziti
elektronickych zdroja
pro klientské
organizace (eSCM-
CL)

(ITIL Service Strategy) A framework
to help organizations in their analysis
and decision-making on service
sourcing models and strategies. It
was developed by Carnegie Mellon
University in the US. See also
eSourcing Capability Model for
Service Providers.

(ITIL Service Strategy) Ramec
pomahajici organizacim nasmérovat
jejich analyzy a rozhodovani k modelum a
strategiim vyuzivajicim zdroje sluzeb.
eSCM-CL byl vyvinut na Carnegie Mellon
University v USA. Viz také eSourcing
Capability Model for Service Providers.
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eSourcing Capability
Model for Service
Providers (eSCM-
SP)

model zpUsobilosti
vyuziti
elektronickych zdroju
pro poskytovatele
sluzeb (eSCM-SP)

(ITIL Service Strategy) A framework
to help IT service providers develop
their IT service management
capabilities from a service sourcing
perspective. It was developed by
Carnegie Mellon University in the US.
See also eSourcing Capability Model
for Client Organizations.

(ITIL Service Strategy) Ramec
pomahajici poskytovatelim sluzeb IT
zlepsit svou zpUsobilost fizeni sluzeb IT

z pohledu vyuziti zdroju sluzeb. eSCM-SP
byl vyvinut na Carnegie Mellon University
v USA. Viz také eSourcing Capability
Model for Client Organizations.

estimation odhad The use of experience to provide an Pfiblizna hodnota pro metriku nebo
approximate value for a metric or naklady ziskana na zakladé zkusenosti.
cost. Estimation is also used in Odhady se pouzivaji také ve spravé
capacity and availability management kapacit a spravé dostupnosti jako
as the cheapest and least accurate nejlevnéj$i a nejméné presna modelovaci
modelling method. metoda.

event udalost (ITIL Service Operation) A change of (ITIL Service Operation) Zména stavu,

state that has significance for the
management of an IT service or other
configuration item. The term is also
used to mean an alert or notification
created by any IT service,
configuration item or monitoring tool.
Events typically require IT operations
personnel to take actions, and often
lead to incidents being logged.

ktera je vyznamna z hlediska fizeni
konfiguraéni polozky nebo sluzby IT.
Pojem je také pouzivan ve vyznamu
vystrahy nebo upozornéni pochazejicich
od sluzby IT, konfiguraéni polozky nebo
monitorovaciho nastroje. Udalosti obvykle
vyzaduji, aby pracovnik provozu IT
proved| néjakou ¢€innost, a €asto vedou k
registraci incidentu.

event management

sprava udalosti

(ITIL Service Operation) The process
responsible for managing events
throughout their lifecycle. Event
management is one of the main
activities of IT operations.

(ITIL Service Operation) Proces
odpovédny za spravu udalosti béhem
jejich zivotniho cyklu. Sprava udalosti je
jednou z hlavnich ¢innosti provozu IT.

exception report

zprava o vyjimkach

A document containing details of one
or more key performance indicators or
other important targets that have
exceeded defined thresholds.
Examples include service level
agreement targets being missed or
about to be missed, and a
performance metric indicating a
potential capacity problem.

Dokument obsahujici detaily jednoho
nebo vice klicovych ukazateld vykonnosti
nebo dalSich dlezitych cild, které
prekrocily stanovené prahové hodnoty.
Pfikladem mohou byt cile dohod o
urovnich sluzeb, které v sou¢asnosti
nejsou plnény nebo maji tendenci nebyt
plnény a vykonnostni metriky indikujici
potencidlni kapacitni problémy.

excitement attribute

atribut nadSeni

See excitement factor.

Viz faktor nadsSeni.

excitement factor

faktor nadSeni

(ITIL Service Strategy) An attribute
added to something to make it more
attractive or more exciting to the
customer. For example, a restaurant
may provide a free drink with every
meal. See also enhancing service.

(ITIL Service Strategy) Atribut pfidany

k nécemu, aby to ucinil atraktivnéj$i nebo
zajimavéjsi pro zakaznika. Napr.
restaurace mlze poskytovat zadarmo
napoj ke kazdému jidlu. Viz také
rozsifujici sluzba.
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expanded incident
lifecycle

rozsifeny Zivotni
cyklus incidentu

(ITIL Continual Service Improvement)
(ITIL Service Design) Detailed stages
in the lifecycle of an incident. The
stages are detection, diagnosis,
repair, recovery and restoration. The
expanded incident lifecycle is used to
help understand all contributions to
the impact of incidents and to plan for
how these could be controlled or
reduced.

(ITIL Continual Service Improvement)
zivotniho cyklu incidentu. Fazemi jsou
detekce, diagndza, oprava, obnova,
vraceni do pavodniho stavu. Rozs$ifeny
Zivotni cyklus incidentu je pouzivan k
lep§imu porozuméni véeho, co prispiva
k uréeni dopadu incidentu a pro
planovani, jak by tyto aspekty mohly byt
fizeny nebo omezovany.

external customer

vneéj$i zakaznik

A customer who works for a different
business from the IT service provider.
See also external service provider;
internal customer.

Zakaznik, ktery neni soucasti stejné
organizace jako poskytovatel sluzeb IT.
Viz také externi poskytovatel sluzeb;
interni zakaznik.

external metric

externi metrika

A metric that is used to measure the
delivery of IT service to a customer.
External metrics are usually defined in
service level agreements and
reported to customers. See also
internal metric.

Metrika uzivana pro méfeni dodavky
sluzby IT zakaznikovi. Externi metriky
jsou obvykle definovany ve smlouvach o
urovni sluzeb a jsou vykazovany
zakaznikum. Viz také interni metrika.

external service

externi poskytovatel

(ITIL Service Strategy) An IT service

(ITIL Service Strategy) Poskytovatel

provider sluzeb provider that is part of a different sluzeb IT, jenz je soucasti jiné
organization from its customer. An IT organizace, nez jeho zékaznici.
service provider may have both Poskytovatel sluzeb IT muze mit jak
internal and external customers. See interni, tak externi zakazniky. Viz také
also outsourcing; Type Il service outsourcing; poskytovatel sluzeb typu Ill.
provider.

facilities sprava zafizeni (ITIL Service Operation) The function (ITIL Service Operation) Funkce

management responsible for managing the physical odpovédna za spravu fyzického prostredi,
environment where the IT v némz je umisténa infrastruktura IT.
infrastructure is located. Facilities Sprava zafizeni zahrnuje vSechny
management includes all aspects of aspekty spravy fyzického prostredi, napf.
managing the physical environment — napajeni a chlazeni, spravu pfistupt do
for example, power and cooling, budov a monitorovani prostredi.
building access management, and
environmental monitoring.

failure porucha (ITIL Service Operation) Loss of (ITIL Service Operation) Ztrata

ability to operate to specification, or to
deliver the required output. The term
may be used when referring to IT
services, processes, activities,
configuration items etc. A failure often
causes an incident.

schopnosti provozovat sluzbu podle
specifikace nebo dodavat pozadovany
vystup. Termin mlze byt pouzit ve vztahu
ke sluzbam IT, procestim, ¢innostem,
konfigura¢nim polozkam atd. Porucha
Casto zpusobuje incident.

fast recovery

rychla obnova

(ITIL Service Design) A recovery
option that is also known as hot
standby. Fast recovery normally uses
a dedicated fixed facility with
computer systems and software
configured ready to run the IT
services. Fast recovery typically takes
up to 24 hours but may be quicker if
there is no need to restore data from
backups.

(ITIL Service Design) Varianta obnovy,
znama téz jako horka zaloha (hot
standby). Rychla obnova obvykle pouziva
vyclenéné stalé zafizeni s pocitatovymi
systémy a softwarem nakonfigurované a
pfipravené k poskytovani sluzeb IT.
Rychla obnova mize trvat az do 24
hodin, ale muze byt rychlejsi, pokud neni
tfeba obnovit data ze zaloh.

fault

vada / chyba

See error.

Viz chyba.
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fault tolerance

odolnost proti
porucham

(ITIL Service Design) The ability of an
IT service or other configuration item
to continue to operate correctly after
failure of a component part. See also
countermeasure; resilience.

(ITIL Service Design) Schopnost sluzby
IT nebo jiné konfiguraéni polozky
pokracovat spravné v provozu po poruse
komponenty. Viz také protiopatfeni;
odolnost.

fault tree analysis
(FTA)

analyza stromu
poruch (FTA)

(ITIL Continual Service Improvement)
(ITIL Service Design) A technique that
can be used to determine a chain of
events that has caused an incident, or
may cause an incident in the future.
Fault tree analysis represents a chain
of events using Boolean notation in a
diagram.

(ITIL Continual Service Improvement)
(ITIL Service Design) Technika, ktera
mUze byt pouzita pro zjisténi fetézce
udalosti, které zpusobily incident nebo by
mohly zpuUsobit incident v budoucnosti.
Analyza stromu poruch reprezentuje
fetézec udalosti zobrazenych v diagramu
za pouziti Booleovské notace.

financial sprava financi (ITIL Service Strategy) A generic term (ITIL Service Strategy) Obecny vyraz

management used to describe the function and uzivany pro popis funkce a procesu
processes responsible for managing odpovédnych za planovani financi,
an organization’s budgeting, ucetnictvi a pozadavku na zpoplatnéni
accounting and charging v organizaci. Podnikova sprava financi je
requirements. Enterprise financial specifickym vyrazem uzivanym pro popis
management is the specific term used funkce a procesu z pohledu organizace
to describe the function and jako celku. Sprava financi pro sluzby IT je
processes from the perspective of the specifickym vyrazem uzivanym pro popis
overall organization. Financial funkce a procesu z pohledu poskytovatele
management for IT services is the sluzeb IT.
specific term used to describe the
function and processes from the
perspective of the IT service provider.

financial sprava financi pro (ITIL Service Strategy) The function (ITIL Service Strategy) Funkce a procesy

management for IT
services

sluzby IT

and processes responsible for
managing an IT service provider's
budgeting, accounting and charging
requirements. Financial management
for IT services secures an appropriate
level of funding to design, develop
and deliver services that meet the
strategy of the organization in a cost-
effective manner. See also enterprise
financial management.

odpovédné za spravu rozpocetnictvi,
ucétovani a pozadavku na zpoplatnéni
poskytovatele sluzeb IT. Sprava financi
pro sluzby IT zajistuje pfislusnou Uroveri
financovani pro navrh, vyvoj a dodavku
sluzeb, které nakladové efektivnim
zpusobem realizuje strategii organizace.
Viz také podnikova sprava financi.

financial year finanéni rok (ITIL Service Strategy) An accounting (ITIL Service Strategy) Uétovaci obdobi
period covering 12 consecutive pokryvajici 12 naslednych mésicu.
months. A financial year may start on Financni rok mlze zagit kdykoli (napf. od
any date (for example, 1 April to 31 1. dubna do 31. bfezna).
March).
first-line support prvni urover (ITIL Service Operation) The first level (ITIL Service Operation) Prvni Urover
podpory in a hierarchy of support groups v hierarchii podpurnych skupin

involved in the resolution of incidents.
Each level contains more specialist
skills, or has more time or other
resources. See also escalation.

zaclenénych do feSeni incidentu. Kazda
vy$8i uroven ma k dispozici specialisty
s hlubSimi znalostmi nebo mé vice ¢asu
nebo dalSich zdroju. Viz také eskalace.

fishbone diagram

diagram ,rybi kosti*

See Ishikawa diagram.

Viz Ishikaw(v diagram.

© Crown Copyright 2011

34




Vyraz v angli¢tiné

Vyraz v ¢estiné

Definice v anglictiné

Definice v ¢estiné

fit for purpose

odpovidajici danému
Ucelu

(ITIL Service Strategy) The ability to
meet an agreed level of utility. Fit for
purpose is also used informally to
describe a process, configuration
item, IT service etc. that is capable of
meeting its objectives or service
levels. Being fit for purpose requires
suitable design, implementation,
control and maintenance.

(ITIL Service Strategy) Schopnost
doséazhnout dohodnuté drovné
uzite¢nosti. Termin ,odpovidajici danému
ucelu” (fit for purpose) je také neformainé
uzivany termin pro proces, konfiguraéni
polozku, sluzbu IT apod., které jsou
schopné dosahnout svého cile nebo
urovni sluzeb. Vyzaduje to spravny navrh,
implementaci, fizeni i udrzbu.

fit for use vhodny pro pouziti (ITIL Service Strategy) The ability to (ITIL Service Strategy) Schopnost
meet an agreed level of warranty. dosahnout dohodnuté Grovné zaruky.
Being fit for use requires suitable ,Vhodny pro pouziti“ vyzaduje spravny
design, implementation, control and navrh, implementaci, fizeni i udrzbu.
maintenance.

fixed asset zakladni prostfedky (ITIL Service Transition) A tangible (ITIL Service Transition) Hmotné aktivum
business asset that has a long-term businessu, které ma dlouhodoby uzitecny
useful life (for example, a building, a zivot (napf. budova, pozemek, server
piece of land, a server or a software nebo softwarova licence). Viz také
licence). See also service asset; aktivum sluzby; konfiguraéni polozka.
configuration item.

fixed asset sprava zakladnich (ITIL Service Transition) The process Proces odpovidajici za sledovani a

management prostredku responsible for tracking and reporting reportovani hodnoty a vlastnictvi
the value and ownership of fixed zakladnich prostiedkti béhem jejich
assets throughout their lifecycle. zivotniho cyklu. Sprava zakladnich
Fixed asset management maintains prostfedki udrzuje registr aktiv a obvykle
the asset register and is usually je provadéna na drovni celkového
carried out by the overall business, businessu, spiSe nez u organizace IT.
rather than by the IT organization. Sprava zakladnich prostfedkl je nékdy
Fixed asset management is nazyvana spravou finanénich aktiv a
sometimes called financial asset v klicovych publikacich ITIL neni detailné
management and is not described in popsana.
detail within the core ITIL
publications.

fixed cost fixni naklady (ITIL Service Strategy) A cost that (ITIL Service Strategy) Naklady, které
does not vary with IT service usage — nejsou zavislé na vyuzivani sluzby IT -
for example, the cost of server napf. naklady na pofizeni serveru. Viz
hardware. See also variable cost. také variabilni naklady.

fixed facility stalé zafizeni (ITIL Service Design) A permanent (ITIL Service Design) Trvale vy¢lenéné

building, available for use when
needed by an IT service continuity
plan. See also portable facility;
recovery option.

zafizeni (budova), v pfipadé potreby
pouzitelna pro plan kontinuity sluzeb IT.
Viz také prenosné zafizeni, varianta
obnovy.

follow the sun

nepfretrzita podpora

(ITIL Service Operation) A
methodology for using service desks
and support groups around the world
to provide seamless 24/7 service.
Calls, incidents, problems and service
requests are passed between groups
in different time zones.

(ITIL Service Operation) Metodika
celosvétového vyuzivani service desku a
podpurnych skupin, aby byla
zabezpecena nepretrzita dostupnost
sluzby 24 hodin denné, 7 dni v tydnu.
Volani, incidenty, problémy a Zadosti o
sluzbu se predavaji mezi skupinami

v rlznych ¢asovych pasmech.

fulfilment

splnéni

Performing activities to meet a need
or requirement — for example, by
providing a new IT service, or meeting
a service request.

Provéadéni cinnosti vedoucich

k uspokojeni potfeby nebo pozadavku -
napf. poskytnutim nové sluzby IT nebo
vyhovénim Zadosti o sluzbu.
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function funkce A team or group of people and the Tym/skupina lidi a nastroje nebo dalsi
tools or other resources they use to zdroje, které tito pracovnici pouzivaji k
carry out one or more processes or provadéni jednoho nebo vice procest
activities — for example, the service nebo ¢innosti - napf. service desk. Vyraz
desk. The term also has two other muze mit i dva jiné vyznamy:
meanings:
hd zamysleny ucel konfiguraéni
polozky, osoby, tymu,
. An intended purpose of procesu nebo sluzby IT.
a configuration item, Napt. jedna funkce sluzby e-
person, team, process or mailu mize byt ukladani a
IT service. For example, pFeposilani odesilanych
one function of an email maild, jedna funkce
service may be to store podnikového procesu mize
and forward outgoing byt rozesilani zbozi
mails, while the function zakaznikam,
of a business process
may be to despatch ®  spravné vykonavani
goods to customers. zamysleného ukolu ,pocitac
je funkeni®.
° To perform the intended
purpose correctly, as in
‘The computer is
functioning.’
functional escalation funkéni eskalace (ITIL Service Operation) Transferring (ITIL Service Operation) Pfeneseni
an incident, problem or change to a incidentu, problému nebo zmény na
technical team with a higher level of technicky tym s vy$si expertni Urovni za
expertise to assist in an escalation. ucelem asistence pfi eskalaci.
gap analysis diferenéni analyza (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
An activity that compares two sets of Cinnost, ktera srovnava dvé mnoziny dat
data and identifies the differences. a identifikuje rozdily. Diferen¢ni analyza
Gap analysis is commonly used to je obvykle uzivana pro porovnani
compare a set of requirements with mnoziny pozadavku s aktualni dodavkou.
actual delivery. See also Viz také benchmarking.
benchmarking.
governance governance Ensures that policies and strategy are Zaijisténi toho, aby politiky a strategie byly
(»principy actually implemented, and that skute¢né implementovany, a aby
dlouhodobého required processes are correctly pozadované procesy byly korektné
smérovani a fizeni*) followed. Governance includes dodrzovany. Governance zahrnuje
defining roles and responsibilities, definovani roli a odpovédnosti, mérfeni a
measuring and reporting, and taking vykazovani, a realizaci akci pro vyreSeni
actions to resolve any issues jakychkoli identifikovanych potizi.
identified.
gradual recovery postupna obnova (ITIL Service Design) A recovery (ITIL Service Design) Varianta obnovy,
option that is also known as cold znama také jako studena zaloha.
standby. Gradual recovery typically Postupna obnova typicky uziva pfenosna
uses a portable or fixed facility that nebo stala zafizeni, ktera maji vytvoreno
has environmental support and kontrolované prostredi a sitové pfipojeni,
network cabling, but no computer ale neobsahuiji pocitacové systémy.
systems. The hardware and software Hardware a software jsou instalovany
are installed as part of the IT service jako soucast planu kontinuity sluzeb.
continuity plan. Gradual recovery Postupna obnova typicky trva vice nez tfi
typically takes more than three days, dny, ale mUze také trvat podstatné déle.
and may take significantly longer.
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guideline

smérnice

A document describing best practice,
which recommends what should be
done. Compliance with a guideline is
not normally enforced. See also
standard.

Dokument popisujici nejlep$i praktiky,
ktery doporucuje, co by se mélo délat.
Shoda se smérnici nebyva obvykle
vynucovana. Viz také norma.

hierarchic escalation

hierarchicka
eskalace

(ITIL Service Operation) Informing or
involving more senior levels of
management to assist in an
escalation.

(ITIL Service Operation) Informovani
nebo zapojeni nadfizenych urovni
managementu za ucelem spoluprace pfi
eskalaci.

high availability

vysoka dostupnost

(ITIL Service Design) An approach or
design that minimizes or hides the
effects of configuration item failure
from the users of an IT service. High
availability solutions are designed to
achieve an agreed level of availability
and make use of techniques such as
fault tolerance, resilience and fast
recovery to reduce the number and
impact of incidents.

(ITIL Service Design) Pristup nebo
navrh, ktery minimalizuje nebo potlacuje
dusledky poruchy konfigura¢ni polozky na
uZivatele sluzby IT. Re$eni s vysokou
dostupnosti jsou navrhovana pro
dosazeni dohodnuté urovné dostupnosti a
pro snizeni poctu a dopadu incidentd
vyuzivaji technik jako odolnost proti
porucham, odolnost a rychla obnova.

hot standby

horka zaloha (hot
standby)

See fast recovery; immediate
recovery.

Viz rychla obnova; okamzita obnova.

identity

identita

(ITIL Service Operation) A unique
name that is used to identify a user,
person or role. The identity is used to
grant rights to that user, person or
role. Example identities might be the
username SmithJ or the role ‘change
manager’.

(ITIL Service Operation) Unikatni jméno,
uzité pro identifikaci uzivatele, osoby
nebo role. Identita je uzivana pro
pfidéleni prav tomuto uzivateli, osobé
nebo roli. Pfikladem identit muze byt
uzivatelské jméno NovakdJ nebo role
,manazer zmén".

immediate recovery

okamzita obnova

(ITIL Service Design) A recovery
option that is also known as hot
standby. Provision is made to recover
the IT service with no significant loss
of service to the customer. Immediate
recovery typically uses mirroring, load
balancing and split-site technologies.

(ITIL Service Design) Varianta obnovy
znama také jako horka zaloha. Pro tuto
variantu jsou pfijata opatfeni pro obnovu
sluzby IT bez vyznamného vypadku
sluzby u zakaznika. Okamzita obnova
typicky vyuziva technologii zrcadleni
(mirroring), vyvazovani zatéze (load
balancing) a oddélenych zpracovani (split
site).

impact dopad (ITIL Service Operation) (ITIL Service (ITIL Service Operation) (ITIL Service
Transition) A measure of the effect of Transition) Mira ucinku incidentu,
an incident, problem or change on problému nebo zmény na podnikové
business processes. Impact is often procesy. Dopad je ¢asto zaloZen na tom,
based on how service levels will be jaky vliv bude mit na Grovné sluzby.
affected. Impact and urgency are Dopad a naléhavost jsou uzivany pro
used to assign priority. pfifazeni priority.

incident incident (ITIL Service Operation) An (ITIL Service Operation) Neplanované

unplanned interruption to an IT
service or reduction in the quality of
an IT service. Failure of a
configuration item that has not yet
affected service is also an incident —
for example, failure of one disk from a
mirror set.

preruseni sluzby IT nebo omezeni kvality
sluzby IT. Incidentem je rovnéz porucha
konfiguraéni polozky, ktera dosud
neovlivnila sluzbu - napf. porucha
jednoho ze zrcadlenych disku.
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incident
management

sprava incidentu
(incident
management)

(ITIL Service Operation) The process
responsible for managing the lifecycle
of all incidents. Incident management
ensures that normal service operation
is restored as quickly as possible and
the business impact is minimized.

(ITIL Service Operation) Proces, ktery
odpovida za spravu zivotniho cyklu vSech
incidentu.Sprava incidentl zajistuje, aby
normalni provoz sluzby byl obnoven tak
rychle, jak je to mozné, a aby byl
minimalizovan dopad na business.

incident record

zadznam incidentu

(ITIL Service Operation) A record
containing the details of an incident.
Each incident record documents the
lifecycle of a single incident.

(ITIL Service Operation) Zaznam
obsahujici detaily popisujici incident.
Kazdy zaznam incidentu dokumentuje
Zivotni cyklus jednoho incidentu.

indirect cost

nepfimé naklady

(ITIL Service Strategy) The cost of
providing an IT service which cannot
be allocated in full to a specific
customer — for example, the cost of
providing shared servers or software
licences. Also known as overhead.
See also direct cost.

(ITIL Service Strategy) Naklady na
poskytovani sluzeb IT, které nemohou byt
v celém rozsahu pfifazeny konkrétnimu
zakaznikovi - napf. naklady na sdilené
servery nebo softwarové licence. Byvaji
oznacovany i jako rezijni naklady. Viz
také pfimé naklady.

information security
management (ISM)

sprava bezpec¢nosti
informaci (ISM)

(ITIL Service Design) The process
responsible for ensuring that the
confidentiality, integrity and
availability of an organization’s
assets, information, data and IT
services match the agreed needs of
the business. Information security
management supports business
security and has a wider scope than
that of the IT service provider, and
includes handling of paper, building
access, phone calls etc. for the entire
organization. See also security
management information system.

(ITIL Service Design) Proces
odpovidajici za zajisténi toho, aby
davérnost, integrita a dostupnost aktiv,
informaci, dat a sluzeb IT odpovidala
dohodnutym potfebam businessu. Sprava
bezpecnosti informaci podporuje
bezpecnost businessu a ma $irsi rozsah
nez poskytovatel sluzeb IT, a zahrnuje
manipulaci s dokumenty, pfistupy do
budov, telefonni hovory atd. pro celou
organizaci. Viz také informacni systém
spravy bezpe¢nosti.

information security
management
system (ISMS)

systém spravy
bezpecnosti
informaci (ISMS)

(ITIL Service Design) The framework
of policy, processes, functions,
standards, guidelines and tools that
ensures an organization can achieve
its information security management
objectives. See also security
management information system.

(ITIL Service Design) Ramec politiky,
procesu, funkci, norem / standardu,
smérnic a nastroj zarucujici organizaci,
Ze dosahne svych cild spravy
bezpecnosti informaci. Viz také
informacni systém spravy bezpecnosti.

information security
policy

politika informaéni
bezpeénosti

(ITIL Service Design) The policy that
governs the organization’s approach
to information security management.

(ITIL Service Design) Politika, ktera
urcuje pfistup organizace ke spravé
bezpecnosti informaci.

information system

informacni systém

See management information system.

Viz manazersky informacni systém.

information
technology (IT)

informacni
technologie (IT)

The use of technology for the storage,
communication or processing of
information. The technology typically
includes computers,
telecommunications, applications and
other software. The information may
include business data, voice, images,
video etc. Information technology is
often used to support business
processes through IT services.

Vyuziti technologie pro uloZeni,
komunikaci a zpracovani informaci.
Technologie typicky zahrnuje pocitace,
telekomunikace, aplikace a dal$i
software. Informace predstavuji udaje
businessu, hlasové informace, obrazky,
videa apod. Informaéni technologie jsou
Gasto pouzivany jako podpora
podnikovych procest prostrednictvim
sluzeb IT.
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infrastructure sluzba infrastruktury A type of supporting service that Typ podpurné sluzby, které poskytuje

service provides hardware, network or other hardware, sit nebo dal§i komponenty
data centre components. The term is datovych center. Vyraz se také uziva jako
also used as a synonym for synonymum pro podputrnou sluzbu.
supporting service.

insourcing insourcing (ITIL Service Strategy) Using an (ITIL Service Strategy) Vyuziti vnitfniho
internal service provider to manage IT poskytovatele sluzeb pro spravu sluzeb
services. The term insourcing is also IT. Vyraz insourcing je také uzivan pro
used to describe the act of popis aktu pfenosu poskytovani sluzby IT
transferring the provision of an IT od externiho poskytovatele sluzeb na
service from an external service interniho poskytovatele sluzeb. Viz také
provider to an internal service zajisténi zdroju sluzeb.
provider. See also service sourcing.

integrity integrita (ITIL Service Design) A security (ITIL Service Design) Bezpecnostni

principle that ensures data and
configuration items are modified only
by authorized personnel and
activities. Integrity considers all
possible causes of modification,
including software and hardware
failure, environmental events, and
human intervention.

princip, ktery zajistuje, ze data a
konfiguraéni polozky jsou modifikovany
pouze opravnénym personalem a
¢innostmi. Integrita uvazuje vSechny
mozné pficiny modifikace, véetné
softwarovych a hardwarovych poruch,
Zivelnich udalosti a lidskych zasaha.

interactive voice
response (IVR)

interaktivni hlasova
odezva (IVR)

(ITIL Service Operation) A form of
automatic call distribution that accepts
user input, such as key presses and
spoken commands, to identify the
correct destination for incoming calls.

(ITIL Service Operation) ZpUsob
automatické distribuce telefonnich hovorl
podle uzivatelskych vstupd, jako jsou
tlacitkova volba nebo hlasové pfikazy za
ucelem identifikace spravného smérovani
pfichozich volani.

intermediate
recovery

stfedné rychla
obnova
(intermediate
recovery)

(ITIL Service Design) A recovery
option that is also known as warm
standby. Intermediate recovery
usually uses a shared portable or
fixed facility that has computer
systems and network components.
The hardware and software will need
to be configured, and data will need to
be restored, as part of the IT service
continuity plan. Typical recovery times
for intermediate recovery are one to
three days.

(ITIL Service Design) Varianta obnovy
znama také jako tepla zaloha. Stfedné
rychla obnova typicky uziva sdilena
zafizeni pfenosna nebo stala, ktera maji
pocitacové systémy a sitové
komponenty. Hardware a software
vyzaduje konfiguraci a obnoveni dat
podle planu kontinuity sluzeb IT. Typicka
doba obnovy u stfedné rychlé obnovy je
jeden az tfi dny.

internal customer

interni zakaznik

A customer who works for the same
business as the IT service provider.
See also external customer; internal
service provider.

Zakaznik, ktery je soucasti stejné
organizace jako poskytovatel sluzeb IT.
Viz také externi zakaznik; interni
poskytovatel sluzeb.

internal metric

interni metrika

A metric that is used within the IT
service provider to monitor the
efficiency, effectiveness or cost
effectiveness of the IT service
provider’s internal processes. Internal
metrics are not normally reported to
the customer of the IT service. See
also external metric.

Metrika, ktera je uzivana poskytovatelem
sluzeb IT pro monitorovani
hospodarnosti, efektivity nebo nakladové
efektivity internich procesu poskytovatele
sluzeb IT. Interni metriky obvykle nejsou
vykazovany zakaznikovi sluzeb IT. Viz
také externi metriky.
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internal rate of
return (IRR)

interni mira
navratnosti (IRR)

(ITIL Service Strategy) A technique
used to help make decisions about
capital expenditure. It calculates a
figure that allows two or more
alternative investments to be
compared. A larger internal rate of
return indicates a better investment.
See also net present value; return on
investment.

(ITIL Service Strategy) Technika uzivana
pfi rozhodovani o investi€nich vydajich.
Vypocitava hodnotu, kterd umozriuje
srovnani dvou nebo vice alternativnich
investic. Vy$Si interni mira navratnosti
ukazuje na lepsi investici. Viz také Cista
soucasna hodnota, navratnost investice.

internal service

interni poskytovatel

(ITIL Service Strategy) An IT service

(ITIL Service Strategy) Poskytovatel

provider sluzeb provider that is part of the same sluzeb IT, jenz je soucasti stejné
organization as its customer. An IT organizace jako jeho zakaznik.
service provider may have both Poskytovatel sluzeb IT muze mit interni i
internal and external customers. See externi zakazniky. Viz také insourcing;
also insourcing; Type | service poskytovatel sluzeb I. typu; poskytovatel
provider; Type Il service provider. sluzeb II. typu.
International Mezinarodni The International Organization for Mezinarodni organizace pro standardizaci
Organization for organizace pro Standardization (ISO) is the world’s (ISO) je celosvétové nejvétsim
Standardization standardizaci (ISO) largest developer of standards. ISO is producentem norem. ISO je nevladni
(ISO) a non-governmental organization that organizaci, jez je tvofena siti narodnich
is a network of the national standards normaliza¢nich instituci ve 156 zemich.
institutes of 156 countries. See www.iso.org pro dal$i informace o ISO.
www.iso.org for further information
about ISO.
International International See International Organization for Viz International Organization for
Standards Standards Standardization. Standardization (ISO).

Organisation

Organisation

internet service
provider (ISP)

poskytovatel sluzeb
internetu (ISP)

An external service provider that
provides access to the internet. Most
ISPs also provide other IT services
such as web hosting.

Externi poskytovatel sluzeb, ktery
poskytuje pfistup k internetu. Vétsina ISP
poskytuje rovnéz dalsi sluzby IT, jako
napf. web hosting.

invocation

vyvolani

(ITIL Service Design) Initiation of the
steps defined in a plan — for example,
initiating the IT service continuity plan
for one or more IT services.

(ITIL Service Design) Zahajeni krokd
definovanych planem. Napf. spusténi
planu kontinuity sluzeb IT pro jednu nebo
vice sluzeb IT.

Ishikawa Diagram

Ishikawlv diagram

(ITIL Continual Service Improvement)
(ITIL Service Operation) A technique
that helps a team to identify all the
possible causes of a problem.
Originally devised by Kaoru Ishikawa,
the output of this technique is a
diagram that looks like a fishbone.

(ITIL Continual Service Improvement)
(ITIL Service Operation) Technika, ktera
pomaha tymu identifikovat véechny
mozné pficiny problému. Pivodné
navrzena Kaoru Ishikawou, vystupem této
techniky je diagram podobny rybi kostfe.

1SO 9000 1SO 9000 A generic term that refers to a number | Obecny pojem vztahujici se k mnoZiné
of international standards and mezinarodnich norem pro Systémy fizeni
guidelines for quality management kvality. Pro vice informaci viz
systems. See www.iso.org for more www.iso.org. Viz také International
information. See also International Organization for Standardization.
Organization for Standardization.

1SO 9001 1SO 9001 An international standard for quality Mezinarodni norma pro systémy fizeni

management systems. See also ISO
9000; standard.

kvality. Viz také ISO 9000; norma.
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ISO/IEC 20000

ISO/IEC 20000

An international standard for IT
service management.

Mezinarodni standard pro spravu sluzeb
IT.

ISO/IEC 27001 ISO/IEC 27001 (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
(ITIL Service Design) An international (ITIL Service Design) Mezinarodni
specification for information security specifikace pro spravu bezpecnosti
management. The corresponding informaci. Odpovidajicim souborem
code of practice is ISO/IEC 27002. postupt je ISO/IEC 27002. Viz také
See also standard. norma.

ISO/IEC 27002 ISO/IEC 27002 (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
An international code of practice for Mezinarodni soubor postupt pro spravu
information security management. bezpecnosti informaci. Odpovidajici
The corresponding specification is specifikaci je ISO/IEC 27001. Viz také
ISO/IEC 27001. See also standard. norma.

IT accounting uctovani IT See accounting. Viz uctovani.

IT Infrastructure

infrastruktura IT

All of the hardware, software,
networks, facilities etc. that are
required to develop, test, deliver,
monitor, control or support
applications and IT services. The term
includes all of the information
technology but not the associated
people, processes and
documentation.

Veskery hardware, software, sité,
zafizeni atd. nutny pro vyvoj, testovani,
dodavku, monitorovani, fizeni a podporu
aplikaci a sluzeb IT. Termin zahrnuje
veskerou informaéni technologii, ale nikoli
souvisejici personal, procesy a
dokumentaci.

IT Operations

provoz IT

(ITIL Service Operation) Activities
carried out by IT operations control,
including console
management/operations bridge, job
scheduling, backup and restore, and
print and output management. IT
operations are also used as a
synonym for service operation.

(ITIL Service Operation) Cinnosti
provadéné fizenim provozu IT véetné
spravy konzoli/operaéniho centra,
planovani uloh, zalohovani a obnovovani
a spravy tisku a vystupu. Provoz IT je
pouzivan rovnéz jako synonymum pro
provoz sluzeb.

IT operations control

fizeni provozu IT

(ITIL Service Operation) The function
responsible for monitoring and control
of the IT services and IT
infrastructure. See also operations
bridge.

(ITIL Service Operation) Funkce
odpovédna za monitorovani a fizeni
sluzeb IT a infrastruktury IT. Viz také
operacni centrum.

IT Operations
Management

sprava provozu IT

(ITIL Service Operation) The function
within an IT service provider that
performs the daily activities needed to
manage IT services and the
supporting IT infrastructure. IT
operations management includes IT
operations control and facilities
management.

(ITIL Service Operation) Funkce
pouzivana poskytovatelem sluzeb IT,
ktera provadi denni ¢innosti potfebné pro
spravu sluzeb IT a pro podporu
infrastruktury IT. Sprava provozu IT
zahrnuje fizeni provozu IT a spravu
zarizeni.
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IT Service

sluzba IT

A service provided by an IT service
provider. An IT service is made up of
a combination of information
technology, people and processes. A
customer-facing IT service directly
supports the business processes of
one or more customers and its
service level targets should be
defined in a service level agreement.
Other IT services, called supporting
services, are not directly used by the
business but are required by the
service provider to deliver customer-
facing services. See also core
service; enabling service; enhancing
service; service; service package.

Sluzba poskytovana poskytovatelem
sluzeb IT. Sluzba IT je vytvofena
kombinaci informacni technologie,
personalu a procesu. Sluzba IT
pouzivana pfimo zakazniky
bezprostfedné podporuje podnikové
procesy jednoho nebo vice zakaznikl a
cile urovni sluzeb by mély byt definovany
ve smlouvé o urovni sluzeb. Dalsi sluzby
IT, nazyvané podpurné sluzby, nejsou
businessem pfimo vyuzivany, ale jsou
pozadovany poskytovatelem sluzeb, aby
mohl dodavat sluzby, které jsou v
kontaktu zakaznikem. Viz také klicova
sluzba; podmifiujici sluzba; rozsifujici
sluzba; sluzba; baliek sluzby.

IT Service Continuity
Management
(ITSCM)

sprava kontinuity
sluzeb IT (ITSCM)

(ITIL Service Design) The process
responsible for managing risks that
could seriously affect IT services. IT
service continuity management
ensures that the IT service provider
can always provide minimum agreed
service levels, by reducing the risk to
an acceptable level and planning for
the recovery of IT services. IT service
continuity management supports
business continuity management.

(ITIL Service Design) Proces
odpovidajici za spravu rizik, ktera by
mohla vazné ohrozit sluzby IT. Sprava
kontinuity sluzeb IT zajiStuje, aby
poskytovatel sluzeb IT mohl vzdy
poskytnout minimaini dohodnutou Groveri
sluzeb, pficemz omezuije rizika na
akceptovatelnou uroveri a planuje obnovu
sluzeb IT. Sprava kontinuity sluzeb IT
podporuje spravu kontinuity businessu.

IT service continuity
plan

plan kontinuity
sluzeb IT

(ITIL Service Design) A plan defining
the steps required to recover one or
more IT services. The plan also
identifies the triggers for invocation,
people to be involved,
communications etc. The IT service
continuity plan should be part of a
business continuity plan.

(ITIL Service Design) Plan stanovujici
kroky nezbytné pro obnoveni jedné ¢i
vice sluzeb IT. Plan také identifikuje
spoustéci mechanismy, zainteresované
osoby, komunikaci atd. Plan kontinuity
sluzeb IT by mél byt sou¢asti planu
kontinuity businessu.

IT service
management (ITSM)

sprava sluzeb IT

The implementation and management
of quality IT services that meet the
needs of the business. IT service
management is performed by IT
service providers through an
appropriate mix of people, process
and information technology. See also
service management.

Implementace a sprava kvality sluzeb IT,
které spliiuji potfeby businessu. Sprava
sluzeb IT je vykonavana poskytovateli
sluzeb IT za vyuziti vhodné kombinace
lidi, procesu a informacnich technologii.
Viz také sprava sluzeb.

IT Service
Management Forum
(itSMF)

IT Service
Management Forum
(itSMF)

The IT Service Management Forum is
an independent organization
dedicated to promoting a professional
approach to IT service management.
The itSMF is a not-for-profit
membership organization with
representation in many countries
around the world (itSMF chapters).
The itSMF and its membership
contribute to the development of ITIL
and associated IT service
management standards. See
www.itsmf.com for more information.

IT Service Management Forum je
nezavisla organizace vénujici se
propagaci profesionalniho pfistupu ke
sprave sluzeb IT. itSMF je neziskova
¢lenska organizace s pisobnosti v mnoha
zemich na celém svété (itSMF Chapters).
itSMF a jeji ¢lenové se podili na vyvoji
ITIL a souvisejicich norem (standardu)
spravy sluzeb IT. Vice informaci na
www.itsmf.com .
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IT service provider

poskytovatel sluzeb
IT

(ITIL Service Strategy) A service
provider that provides IT services to
internal or external customers.

(ITIL Service Strategy) Poskytovatel
sluzeb, ktery poskytuje sluzby IT internim
nebo externim zakaznikdm.

IT steering group
(1SG)

fidici komise IT

(ITIL Service Design) (ITIL Service
Strategy) A formal group that is
responsible for ensuring that business
and IT service provider strategies and
plans are closely aligned. An IT
steering group includes senior
representatives from the business
and the IT service provider. Also
known as IT strategy group or IT
steering committee.

Formalné ustavena skupina odpovédna
za tésnou shodu strategii a plant mezi
businessem a poskytovatelem sluzeb IT.
Ridici komise IT sdruzuje zastupce
vys§iho vedeni z obou oblasti. Znama
také jako strategicka skupina IT nebo
fidici vybor IT.

ITIL

ITIL (knihovna
infrastruktury IT)

A set of best-practice publications for
IT service management. Owned by
the Cabinet Office (part of HM
Government), ITIL gives guidance on
the provision of quality IT services
and the processes, functions and
other capabilities needed to support
them. The ITIL framework is based on
a service lifecycle and consists of five
lifecycle stages (service strategy,
service design, service transition,
service operation and continual
service improvement), each of which
has its own supporting publication.
There is also a set of complementary
ITIL publications providing guidance
specific to industry sectors,
organization types, operating models
and technology architectures. See
www.itil-officialsite.com for more
information.

Sada publikaci s nejlepsimi praktikami
pro spravu sluzeb IT. Knihovna ITIL je
vlastnéna Utadem viady (soucast viady
Jejiho Velicenstva). ITIL poskytuje navod
na zajisténi kvalitnich sluzeb IT a
potiebnych podplrnych procesu, funkci a
dal$ich zpUsobilosti. Ramec ITIL je
zalozen na zZivotnim cyklu sluzby a sklada
se z péti fazi Zivotniho cyklu (strategie
sluzeb, navrh sluzeb, pfechod sluzeb,
provoz sluzeb a neustalého zlepSovani
sluzeb), kazda z téchto fazi ma svou
vlastni podptrnou publikaci. Existuje
rovnéz sada doplrikovych publikaci ITIL,
které poskytuji specifické navody pro
prumyslova odvétvi, provozni modely a
technologické architektury. Vice informaci
na www.itil-officialsite.com.

job description

popis pracovni
pozice

A document that defines the roles,
responsibilities, skills and knowledge
required by a particular person. One
job description can include multiple
roles — for example, the roles of
configuration manager and change
manager may be carried out by one
person.

Dokument stanovuijici role, odpovédnosti,
dovednosti a znalosti potfebné pro
konkrétni osobu. Jeden popis pracovni
pozice muze obsahovat nékolik roli —
napf. role manazera spravy konfiguraci a
manazera spravy zmén mohou byt
provadény jednou osobou.

job scheduling

planovani dloh

(ITIL Service Operation) Planning and
managing the execution of software
tasks that are required as part of an
IT service. Job scheduling is carried
out by IT operations management,
and is often automated using software
tools that run batch or online tasks at
specific times of the day, week, month
or year.

(ITIL Service Operation) Planovani a
fizeni provadéni softwarovych uloh, které
jsou soucasti poskytovani sluzby IT.
Planovani uloh je vykonavano spravou
provozu IT. Casto je zautomatizovano
vyuzitim softwarovych nastrojd, které
zpracovavaji davkové ulohy nebo online
ulohy ve specifickych ¢asech v pribéhu
dne, tydne, mésice nebo roku.
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Kano model

Kantv model

(ITIL Service Strategy) A model
developed by Noriaki Kano that is
used to help understand customer
preferences. The Kano model
considers attributes of an IT service
grouped into areas such as basic
factors, excitement factors,
performance factors etc.

(ITIL Service Strategy) Model vyvinuty
Noriaki Kanem pomaha porozumét
preferencim zakaznika. Kantv model
bere v Gvahu atributy sluzby IT
seskupené do oblasti jako: zakladni
faktory, faktory nad$eni, vykonnostni
faktory atd.

Kepner & Tregoe
Analysis

Kepner a Tregoe
analyza

(ITIL Service Operation) A structured
approach to problem solving. The
problem is analysed in terms of what,
where, when and extent. Possible
causes are identified, the most
probable cause is tested, and the true
cause is verified.

(ITIL Service Operation) Strukturovany
pfistup k feSeni problému. Problém je
analyzovan z pohledu jeho podstaty,
mista, ¢asu a rozsahu. Jsou
identifikovany mozné pficiny,
nejpravdépodobnéjsi pfi¢ina je
otestovana a skutec¢na pficina je ovéfena.

key performance
indicator (KPI)

klicovy ukazatel
vykonnosti (KPI)

(ITIL Continual Service Improvement)
(ITIL Service Design) A metric that is
used to help manage an IT service,
process, plan, project or other activity.
Key performance indicators are used
to measure the achievement of critical
success factors. Many metrics may
be measured, but only the most
important of these are defined as key
performance indicators and used to
actively manage and report on the
process, IT service or activity. They
should be selected to ensure that
efficiency, effectiveness and cost
effectiveness are all managed.

(ITIL Continual Service Improvement)
Metrika, ktera pomaha fidit sluzby IT,
procesy, planovat projekty nebo dal$i
cinnosti. Kli¢ové ukazatele vykonnosti se
pouzivaji pro méfeni, zda byly dosazeny
kritické faktory Uspéchu (CSF). Lze méfit
jsou definovany jako klicové ukazatele
vykonnosti a jsou aktivné pouzivany pfi
fizeni procesu, sluzeb IT nebo ¢innosti a
jejich vykazovani. Mély by byt vybrany
tak, aby slouzily ke komplexni spravé
hospodarnosti, efektivity a efektivity
naklad.

knowledge base

znalostni baze

(ITIL Service Transition) A logical
database containing data and
information used by the service
knowledge management system.

(ITIL Service Transition) Logicka
databaze obsahujici data a informace
pouzivané systémem spravy znalosti o
sluzbach.

knowledge
management

sprava znalosti

(ITIL Service Transition) The process
responsible for sharing perspectives,
ideas, experience and information,
and for ensuring that these are
available in the right place and at the
right time. The knowledge
management process enables
informed decisions, and improves
efficiency by reducing the need to
rediscover knowledge. See also Data-
to-Information-to-Knowledge-to-
Wisdom; service knowledge
management system.

(ITIL Service Transition) Proces
odpovidajici za sdileni vyhledu,
myslenek, zkuSenosti a informaci, a za
zajisténi, Ze tyto informace jsou dostupné
na spravném misté a ve spravném case.
Proces spravy znalosti umozriuje
informované rozhodovani a zlepSuje
hospodarnost tim, Ze omezuje potfebu
opakovaného hledani znalosti. Viz také
od dat k informacim, ke znalostem,

k poznani; systém zpravy znalosti o
sluzbach.

known error

znama chyba

(ITIL Service Operation) A problem
that has a documented root cause
and a workaround. Known errors are
created and managed throughout
their lifecycle by problem
management. Known errors may also
be identified by development or
suppliers.

(ITIL Service Operation) Problém, ktery
ma popsanu primarni pfi¢inu a nahradni
feSeni. Znamé chyby jsou evidovany a
spravovany béhem celého Zivotniho cyklu
Vv ramci spravy problému. Znamé chyby
mohou byt identifikovany také vyvojem
nebo dodavateli.
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known error
database (KEDB)

databaze znamych
chyb (KEDB)

(ITIL Service Operation) A database
containing all known error records.
This database is created by problem
management and used by incident
and problem management. The
known error database may be part of
the configuration management
system, or may be stored elsewhere
in the service knowledge
management system.

(ITIL Service Operation) Databaze
obsahujici vSechny zaznamy o znamych
chybach. Databaze je vytvarena spravou
problémU a vyuzivana spravou incidentl
a problému. Databaze znamych chyb
muze byt soucasti systému spravy
konfiguraci nebo mlze byt ulozena nékde
v systém spravy znalosti o sluzbach.

known error record

zdznam znamé
chyby

(ITIL Service Operation) A record
containing the details of a known
error. Each known error record
documents the lifecycle of a known
error, including the status, root cause
and workaround. In some
implementations, a known error is
documented using additional fields in
a problem record.

(ITIL Service Operation) Zaznam
obsahujici detaily znamé chyby. Kazdy
zaznam dokumentuje Zivotni cyklus
znamé chyby véetné stavu, klicové
pfic¢iny a nahradniho feseni (workaround).
U nékterych implementaci je znama
chyba popsana v pfidavnych polich

v zdznamu problému.

lifecycle

Zivotni cyklus

The various stages in the life of an IT
service, configuration item, incident,
problem, change etc. The lifecycle
defines the categories for status and
the status transitions that are
permitted. For example:

The lifecycle of an
application includes
requirements, design,
build, deploy, operate,
optimize

The expanded incident
lifecycle includes
detection, diagnosis,
repair, recovery and
restoration

The lifecycle of a server
may include: ordered,
received, in test, live,
disposed etc.

RUzné faze existence sluzby IT,
konfiguraéni polozky, incidentu,
problému, zmény atd. Zivotni cyklus
definuje kategorie stavu a povolené
pfechody mezi stavy. Napfiklad:

d Zivotni cyklus aplikace

zahrnuje poZzadavky, navrh,
sestaveni; nasazeni, provoz,
optimalizaci atd.,

rozsiteny Zivotni cyklus
incidentu zahrnuje detekci,
diagnézu, opravu, obnoveni,
uvedeni do puvodniho
stavu;

Zivotni cyklus serveru mize
zahrnovat stavy objednan,
pfijat, testovan, v provozu,
zlikvidovan atd.

line of service (LOS)

line of service (LOS)

(ITIL Service Strategy) A core service
or service package that has multiple
service options. A line of service is
managed by a service owner and
each service option is designed to
support a particular market segment.

(ITIL Service Strategy) Kli¢ova sluzba
nebo balicek sluzby, ktera/ktery ma vice
variant sluzeb. Line of service (fada
sluzeb) je spravovana vlastnikem sluzby
a kazda varianta sluzby je navrzena k
podpore uréitého segmentu trhu.

live V provozu (ITIL Service Transition) Refers to an (ITIL Service Transition) Vztahuje se
IT service or other configuration item k sluzbé IT nebo konfiguraéni polozce,
that is being used to deliver service to ktera je pouzita k poskytovani sluzby
a customer. zakaznikovi.
live environment provozni (ITIL Service Transition) A controlled (ITIL Service Transition) Rizené prosttedi
prostredi environment containing live obsahujici provozni konfiguraéni polozky

configuration items used to deliver IT
services to customers.

pouzité k poskytovani sluzeb IT
zéakaznikovi.
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maintainability

udrzovatelnost

(ITIL Service Design) A measure of
how quickly and effectively an IT
service or other configuration item
can be restored to normal working
after a failure. Maintainability is often
measured and reported as MTRS.
Maintainability is also used in the
context of software or IT service
development to mean ability to be
changed or repaired easily.

(ITIL Service Design) Mira udavajici, jak
rychle a efektivné mohou byt sluzba IT
nebo jina konfiguraéni polozka uvedeny
po poruse do normalniho pracovniho
stavu. UdrZovatelnost je ¢asto méfena a
vykazovana jako MTRS. UdrZovatelnost
se v kontextu vyvoje softwaru nebo
sluZeb IT pouziva také ve vyznamu
schopnost byt snadno zménén nebo
opraven.

major incident

zavazny incident

(ITIL Service Operation) The highest
category of impact for an incident. A
major incident results in significant
disruption to the business.

(ITIL Service Operation) ) Incident

s nejvy$si kategorii dopadu. Nasledkem
zavazného incidentu je vyznamné
naruseni businessu.

manageability

spravovatelnost

An informal measure of how easily
and effectively an IT service or other
component can be managed.

Neformalni mira toho, jak snadno a
efektivné muze byt spravovana sluzba IT
nebo jina komponenta.

management informace pro vedeni Information that is used to support Informace pouzivané k podpore

information decision making by managers. rozhodovani manazerd. Jsou ¢asto
Management information is often generovany automaticky nastroji
generated automatically by tools podporujicimi rizné procesy spravy
supporting the various IT service sluzeb IT. Casto obsahuji hodnoty
management processes. klicovych ukazatell vykonu jako
Management information often Lprocento zmén vedoucich k incidentiim*
includes the values of key nebo ,podil feseni bez eskalace”.
performance indicators, such as
‘percentage of changes leading to
incidents’ or ‘first-time fix rate’.

management manazersky (ITIL Service Design) A set of tools, (ITIL Service Design) Soubor nastrojd,

information system
(MIS)

informacni systém

data and information that is used to
support a process or function.
Examples include the availability
management information system and
the supplier and contract
management information system. See
also service knowledge management
system.

dat a informaci uzivany pro podporu
procesu nebo funkce. Pfiklady mohou byt
informacni systém spravy dostupnosti a
informacni systém spravy dodavatelt a
smluv. Viz také systém spravy znalosti o
sluzbach.

Management of Risk
(MoR)

sprava rizik

M_o_R includes all the activities
required to identify and control the
exposure to risk, which may have an
impact on the achievement of an
organization’s business objectives.
See www.mor-officialsite.com for
more details.

Sprava rizik (MoR) zahrnuje vSechny
¢innosti potfebné k identifikaci a Fizeni
rizik, kterym jsme vystaveni, a které
mohou mit dopad na dosazeni cilli
businessu v organizaci. Vice informaci na
www.mor-officialsite.com.

management
system

systém Fizeni

The framework of policy, processes,
functions, standards, guidelines and
tools that ensures an organization or
part of an organization can achieve its
objectives. This term is also used with
a smaller scope to support a specific
process or activity — for example, an
event management system or risk
management system. See also
system.

Soustava politik, procest, funkci, norem,
navodu a nastroju, které zajistuji, ze
organizace nebo ¢ast organizace muze
dosahovat svych cilu. Tento termin je
uzivan také v mensim rozsahu k podpoie
konkrétniho procesu nebo €innosti — napf.
systém spravy udalosti nebo systém
spravy rizik. Viz také systém.
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manual workaround

manualni nahradni
feSeni (workaround)

(ITIL Continual Service Improvement)
A workaround that requires manual
intervention. Manual workaround is
also used as the name of a recovery
option in which the business process
operates without the use of IT
services. This is a temporary measure
and is usually combined with another
recovery option.

(ITIL Continual Service Improvement)
Nahradni feSeni, které vyzaduje ruéni
zéasah. Manualni nahradni feSeni se také
pouziva jako nézev pro variantu obnovy,
pfi které podnikovy proces funguje bez
pouziti sluzby IT. Je to do€asné opatieni
a obvykle je kombinovano s jinou
variantou obnovy.

marginal cost

mezni naklad

(ITIL Service Strategy) The increase
or decrease in the cost of producing
one more, or one less, unit of output —
for example, the cost of supporting an
additional user.

(ITIL Service Strategy) Narust nebo
pokles nakladu na produkci jednotky
vystupu — o jednu vice &i o jednu méné —
napf. naklady na podporu dodate¢ného
uzivatele.

market space

prostor na trhu

(ITIL Service Strategy) Opportunities
that an IT service provider could
exploit to meet the business needs of
customers. Market spaces identify the
possible IT services that an IT service
provider may wish to consider
delivering.

(ITIL Service Strategy) Prilezitosti, které
by mohl poskytovatel sluzeb IT vyuzit k
tomu, aby uspokojil potfeby zakaznika v
oblasti businessu. Prostory na trhu
identifikuji mozné sluzby IT, jejichz
dodavku by poskytovatel sluzeb IT mohl
zvazovat.

maturity

zralost (vyspélost)

(ITIL Continual Service Improvement)
A measure of the reliability, efficiency
and effectiveness of a process,
function, organization etc. The most
mature processes and functions are
formally aligned to business
objectives and strategy, and are
supported by a framework for
continual improvement.

(ITIL Continual Service Improvement)
Méfitko spolehlivosti, hospodarnosti a
efektivity procesu, funkce, organizace
apod. Nejvyspélejsi procesy a funkce jsou
formalné sladény s podnikovymi cili a
strategii a jsou podporovany systémem
neustalého zlepSovani.

maturity level

uroven zralosti

A named level in a maturity model,
such as the Carnegie Mellon
Capability Maturity Model Integration.

Pojmenovana urovenr v modelu zralosti
jako je Carnegie Mellon Capability
Maturity Model Integration.

mean time between
failures (MTBF)

stfedni doba mezi
poruchami (MTBF)

(ITIL Service Design) A metric for
measuring and reporting reliability.
MTBF is the average time that an IT
service or other configuration item
can perform its agreed function
without interruption. This is measured
from when the configuration item
starts working, until it next fails.

(ITIL Service Design) Metrika pro méfeni
a vykazovani spolehlivosti. MTBF je
pramérny ¢as, po ktery mize sluzba IT
nebo konfiguraéni polozka plnit svoji
dohodnutou funkci bez preru$eni. Tento
¢as je méfen od okamziku zahajeni prace
konfiguraéni polozky az do pfistiho
vypadku.

mean time between
service incidents
(MTBSI)

stfedni doba mezi
incidenty sluzby
(MTBSI)

(ITIL Service Design) A metric used
for measuring and reporting reliability.
Itis the mean time from when a
system or IT service fails, until it next
fails. MTBSI is equal to MTBF plus
MTRS.

(ITIL Service Design) Metrika uzivana
pro méfeni a vykazovani spolehlivosti.
MTBSI je definovana jako €as od selhani
systému nebo sluzby IT do dalSiho
selhani. MTBSI je rovna sou¢tu MTBF a
MTTR.
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mean time to repair
(MTTR)

stfedni doba opravy
(MTTR)

The average time taken to repair an
IT service or other configuration item
after a failure. MTTR is measured
from when the configuration item fails
until it is repaired. MTTR does not
include the time required to recover or
restore. It is sometimes incorrectly
used instead of mean time to restore
service.

Stiedni doba opravy je primérny ¢as
potfebny pro opravu sluzby IT nebo jiné
konfiguraéni polozky po selhani. MTTR je
méfena od okamziku vypadku
konfiguraéni polozky do okamziku, kdy je
obnovena. MTTR nezahrnuje ¢as obnovy
nebo navratu do plvodniho stavu. MTTR
je nékdy nespravné pouzivana namisto
stfedni doby obnovy sluzby.

mean time to restore
service (MTRS)

stfedni doba obnovy
sluzby (MTRS)

The average time taken to restore an
IT service or other configuration item
after a failure. MTRS is measured
from when the configuration item fails
until it is fully restored and delivering
its normal functionality. See also
maintainability; mean time to repair.

Stfedni doba obnovy sluzby IT nebo jiné
konfiguraéni polozky po poruse. MTRS je
méfena od chvile, kdy se konfiguraéni
polozka poroucha az do doby, kdy je pIné
obnovena a poskytuje obvyklou plnou
funkénost. Viz také udrzovatelnost,
stfedni doba opravy.

metric metrika (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
Something that is measured and To, co je méfeno a vykazovano za
reported to help manage a process, ucelem fizeni procesu, sluzby IT nebo
IT service or activity. See also key ¢innosti. Viz také klicovy ukazatel
performance indicator. vykonnosti (KPI).

middleware middleware (ITIL Service Design) Software that (ITIL Service Design) Software, ktery
connects two or more software spojuje dvé nebo vice softwarovych
components or applications. komponent nebo aplikaci. Middleware je
Middleware is usually purchased from obvykle nakupovan od dodavatele spiSe
a supplier, rather than developed nez by byl vyvijen poskytovatelem sluzeb
within the IT service provider. See IT. Viz také hotové bali¢kové feseni.
also commercial off the shelf.

mission poslani A short but complete description of Kratky, ale uplny popis celkového smyslu
the overall purpose and intentions of a zaméru organizace. Deklaruje, co ma
an organization. It states what is to be byt dosazeno, ale nefika, jak toho
achieved, but not how this should be dosahnout. Viz také vize.
done. See also vision.

model model A representation of a system, Reprezentace systému, procesu, sluzby
process, IT service, configuration item IT, konfigura¢ni polozky atd., které se
etc. that is used to help understand or pouziva k pochopeni nebo predpovédi
predict future behaviour. budouciho chovani.

modelling modelovani A technique that is used to predict the Technika pouzivana k predpovédi

future behaviour of a system,
process, IT service, configuration item
etc. Modelling is commonly used in
financial management, capacity
management and availability
management.

budouciho chovani systému, procesu,
sluzby IT, konfiguraéni polozky apod.
Modelovani je obvykle pouzivano ve
sprave financi, spravé kapacit a spravé
dostupnosti.

monitor control loop

monitorovaci
kontrolni smycka

(ITIL Service Operation) Monitoring
the output of a task, process, IT
service or other configuration item;
comparing this output to a predefined
norm; and taking appropriate action
based on this comparison.

(ITIL Service Operation) Monitorovani
vystupu z tlohy, procesu, sluzby IT nebo
konfiguraéni polozky; srovnavani tohoto
vystupu s preddefinovanym standardem;
provedeni odpovidajici ¢innosti (korekce)
na zakladé tohoto srovnani.
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monitoring monitorovani (ITIL Service Operation) Repeated (ITIL Service Operation) Opakované
observation of a configuration item, IT sledovani konfiguraéni polozky, sluzby IT
service or process to detect events nebo procesu za uéelem zjistovani
and to ensure that the current status udalosti a aktualniho stavu.
is known.

near-shore near-shore (ITIL Service Strategy) Provision of (ITIL Service Strategy) Poskytnuti

services from a country near the
country where the customer is based.
This can be the provision of an IT
service, or of supporting functions
such as a service desk. See also
offshore; onshore.

sluzeb, jako zahraniéni dodavky ze zemé
blizké zemi, ktera je sidlem zakaznika.
MuzZe to byt poskytnuti sluzby IT nebo
podptrnych funkci, jako napf. service
desk. Viz také onshore, offshore.

net present value
(NPV)

Cista soucasna
hodnota (NPV)

(ITIL Service Strategy) A technique
used to help make decisions about
capital expenditure. It compares cash
inflows with cash outflows. Positive
net present value indicates that an
investment is worthwhile. See also
internal rate of return; return on
investment.

(ITIL Service Strategy) Technika
vyuzivana pfi rozhodovani o investi¢nich
nakladech. Cista sou¢asna hodnota
porovnava prirastky a ubytky finanénich
tokd. Kladna ¢ista soucasna hodnota
indikuje hodnotnou investici. Viz také
interni mira navratnosti, navratnost
investice.

normal change

normalni zména

(ITIL Service Transition) A change
that is not an emergency change or a
standard change. Normal changes
follow the defined steps of the change
management process.

(ITIL Service Transition) Zména, ktera
neni naléhava ani standardni. Normaini
zmény se uskutecruji v definovanych
procesnich krocich procesu spravy zmén.

normal service
operation

normalni provoz
sluzeb

(ITIL Service Operation) An
operational state where services and
configuration items are performing
within their agreed service and
operational levels.

(ITIL Service Operation) Provozni stav,
kdy sluzby a konfiguraéni polozky funguji
v ramci dohodnuté sluzby a provoznich
urovni.

notional charging pomysiné (ITIL Service Strategy) An approach (ITIL Service Strategy) Ptistup ke
zpoplatnéni to charging for IT services. Charges zpoplatnéni sluzeb IT. Poplatky jsou

to customers are calculated and zakaznikim vypocitavany a zakaznici
customers are informed of the charge, | jsou o nich informovani, ale nedochazi
but no money is actually transferred. ke skute€nému pfevodu penéz. Pomysiné
Notional charging is sometimes zpoplatnéni se nékdy pouziva pro zvyseni
introduced to ensure that customers povédomi zékaznikl o tom, jaké naklady
are aware of the costs they incur, or vznikaji, nebo jako pfechodny stav béhem
as a stage during the introduction of zavadéni skute¢ného zpoplatnéni.
real charging.

objective cil The outcomes required from a Vystupy vyzadované z procesu, ¢innosti
process, activity or organization in nebo kvlli zajisténi, aby jejich ucel byl
order to ensure that its purpose will spInén. Cile jsou obvykle vyjadfeny
be fulfilled. Objectives are usually meéfitelnymi cili. Termin je také
expressed as measurable targets. neformalné uzivan ve vyznamu
The term is also informally used to pozadavek.
mean a requirement.

off the shelf hotové balickové See commercial off the shelf. Viz komeréni hotové bali¢koveé feSeni.

fedeni
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Office of
Government
Commerce (OGC)

Office of
Government
Commerce (OGC)

OGC (former owner of Best
Management Practice) and its
functions have moved into the
Cabinet Office as part of HM
Government. See
www.cabinetoffice.gov.uk

OGC (drivejsi vlastnik Nejlepsich praktik
fizeni) a jeho funkce se presunuly do
Ufadu vlady (Cabinet Office) jako
soucasti vlady Jejiho Veliéenstva. Viz
www.cabinetoffice.gov.uk

offshore offshore (ITIL Service Strategy) Provision of (ITIL Service Strategy) Zabezpeceni
services from a location outside the sluzeb z mista mimo zemi, kde sidli
country where the customer is based, zékaznik, Gasto na jiném kontinentu.
often in a different continent. This can Muze se jednat o poskytovani sluzby IT
be the provision of an IT service, or of nebo podpurnych funkci jako napf.
supporting functions such as a service desk. Viz také near-shore;
service desk. See also near-shore; onshore.
onshore.

onshore onshore (ITIL Service Strategy) Provision of (ITIL Service Strategy) Zabezpeceni
services from a location within the sluzeb z Uzemi statu, ve kterém je sidlo
country where the customer is based. zakaznika. Viz také nearshore; onshore.
See also near-shore; offshore.

operate fungovat, provozovat To perform as expected. A process or Pracovat dle oekavani. Proces nebo
configuration item is said to operate if konfiguraéni polozka funguji, pokud
it is delivering the required outputs. poskytuji poZzadované vystupy.
Operate also means to perform one Provozovat také znamena vykonavat
or more operations. For example, to jednu ¢i vice provoznich ¢innosti.
operate a computer is to do the day- Napfiklad provozovat pocita¢ znamena
to-day operations needed for it to provadét kazdodenni provozni ¢innosti,
perform as expected. které jsou vyZzadovany.

operation provoz / provozni (ITIL Service Operation) Day-to-day (ITIL Service Operation) Kazdodenni

¢innost management of an IT service, system sprava sluzby IT, systému nebo jiné

or other configuration item. Operation konfiguraéni polozky. Termin se také
is also used to mean any predefined pouziva ve smyslu prfeddefinované
activity or transaction — for example, ¢innosti nebo transakce. Napf. vkladani
loading a magnetic tape, accepting magnetické pasky, pfijimani penéz
money at a point of sale, or reading v misté prodeje nebo ¢teni dat z diskové
data from a disk drive. jednotky.

operational operativni / provozni The lowest of three levels of planning Nejnizsi ze 3 rovni planovani a dodavky

and delivery (strategic, tactical,
operational). Operational activities
include the day-to-day or short-term
planning or delivery of a business
process or IT service management
process. The term is also a synonym
for live.

(strategicka, takticka, operativni).
Operativni ¢innosti zahrnuji kazdodenni
nebo kratkodobé planovani nebo
poskytovani podnikovych procest nebo
procesu spravy sluzeb IT. Termin je také
synonymem pro stav v provozu.

operational cost

provozni naklady

The cost resulting from running the IT
services, which often involves
repeating payments — for example,
staff costs, hardware maintenance
and electricity (also known as current
expenditure or revenue expenditure).
See also capital expenditure.

Naklady spojené s provozovanim sluzeb
IT, coz €asto zahrnuje opakujici se platby
- napfiklad personalni naklady, udrzba
technického vybaveni a elektfina (také
znamo jako ,bézné vydaje” nebo ,naklady
ucetniho obdobi“). Viz také investicni
naklady.

operational
expenditure (OPEX)

provozni naklady
(OPEX)

See operational cost.

Viz provozni naklady.
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operational level
agreement (OLA)

dohoda o Urovni
provoznich sluzeb
(OLA)

(ITIL Continual Service Improvement)
(ITIL Service Design) An agreement
between an IT service provider and
another part of the same organization.
It supports the IT service provider's
delivery of IT services to customers
and defines the goods or services to
be provided and the responsibilities of
both parties. For example, there could
be an operational level agreement:

b Between the IT service
provider and a
procurement department
to obtain hardware in
agreed times

L]

Between the service
desk and a support
group to provide incident
resolution in agreed
times.

See also service level agreement.

(ITIL Continual Service Improvement)
(ITIL Service Design) Dohoda mezi
poskytovatelem sluzeb IT a dal$i soucasti
téZe organizace. Podporuje dodavku
sluzeb IT poskytovatelem sluzeb
zakaznikdm IT a definuje zboZi nebo
sluzby, které by mély byt poskytnuty, a
odpovédnosti obou stran. Napf. dohoda
by mohla byt

hd mezi poskytovatelem sluzeb
IT a oddélenim nakupu, aby
obstaralo hardware v
dohodnutém céase,

L]

mezi service deskem a
podpurnou skupinou, aby
zajistila vyfeseni incidentu v
dohodnutém ¢ase.

Viz také dohoda o Urovnich sluzeb.

operations bridge

operacni centrum

(ITIL Service Operation) A physical
location where IT services and IT
infrastructure are monitored and
managed.

(ITIL Service Operation) Fyzické misto,
kde jsou sledovany a spravovany sluzby
IT a Infrastruktura IT.

operations control

fizeni provozu

See IT operations control.

Viz Fizeni provozu IT.

operations
management

sprava provozu

See IT operations management.

Viz sprava provozu IT.

opportunity cost

alternativni naklady
(naklady ztracené

(ITIL Service Strategy) A cost that is
used in deciding between investment

(ITIL Service Strategy) Naklady, které
jsou uzivany pfi srovnani nékolika

pfilezitosti) choices. Opportunity cost represents investi¢nich alternativ. Naklady ztracené
the revenue that would have been prilezitosti prfedstavuiji pfijem, ktery by byl
generated by using the resources in a ziskan pfi uziti existujicich zdroju jinym
different way. For example, the zpusobem. Napfiklad alternativni naklady
opportunity cost of purchasing a new spojené s nakupem nového serveru
server may include not carrying out a mohou zahrnovat neprovedeni aktivity
service improvement activity that the zlepSovani sluzeb, na kterou by jinak
money could have been spent on. penize mohly byt vynaloZeny. Analyza
Opportunity cost analysis is used as alternativnich nakladu je pouzivana jako
part of a decision-making process, but | soucast rozhodovacich procest, ale
opportunity cost is not treated as an v zadném finanénim vyjadreni se
actual cost in any financial statement. alternativni naklady nepovazuji za
aktualni naklady.

optimize optimalizace Review, plan and request changes, in Revize, planovani a pozadovani zmén,
order to obtain the maximum vedené snahou o maximalizaci
efficiency and effectiveness from a hospodarnosti a efektivity procesu,
process, configuration item, konfiguraéni polozky, aplikace atd.
application etc.

organisation organizace A company, legal entity or other Spolec¢nost, pravni jednotka nebo jina

institution. The term is sometimes
used to refer to any entity that has
people, resources and budgets — for
example, a project or business unit.

instituce. Termin je ob&as uzivan

k oznaceni jednotky, ktera disponuje
lidmi, zdroji a rozpo¢tem. Naptiklad
projektova nebo podnikova jednotka.
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outcome

vystup

The result of carrying out an activity,
following a process, or delivering an
IT service etc. The term is used to
refer to intended results as well as to
actual results. See also objective.

Vysledek provadéné ¢innosti, procesu
nebo dodavky sluzby IT, atd. Termin je
pouzivan jak ve smyslu zamysleného
vysledku, tak i ve smyslu skute¢ného
vysledku. Viz také cil.

outsourcing

outsourcing

(ITIL Service Strategy) Using an
external service provider to manage
IT services. See also service
sourcing.

(ITIL Service Strategy) Vyuzivani
externich dodavatelu sluzeb ke spravé
sluzeb IT. Viz také zajisténi zdroj sluzeb.

overhead

rezie

See indirect cost.

Viz nepfimé naklady.

pain value analysis

analyza dopadu
pomoci hodnoty
bolestivosti

(ITIL Service Operation) A technique
used to help identify the business
impact of one or more problems. A
formula is used to calculate pain
value based on the number of users
affected, the duration of the
downtime, the impact on each user,
and the cost to the business (if
known).

(ITIL Service Operation) Technika
vyuzivana k identifikaci dopadu jednoho
nebo vice problému na business.

K vypoctu prahu bolestivosti (pain value)
se pouziva urcity vzorec zalozeny na
poctu postizenych uzivateld, délce
vypadku, dopadu na jednotlivé uzivatele a
nakladech, které zpusobi businessu
(pokud jsou znamy).

Pareto principle

Paretuv princip

(ITIL Service Operation) A technique
used to prioritize activities. The
Pareto principle says that 80% of the
value of any activity is created with
20% of the effort. Pareto analysis is
also used in problem management to
prioritize possible problem causes for
investigation.

(ITIL Service Operation) Technika
uzivana pro stanoveni priorit ¢innosti.
Parettv princip fika, Ze 80 % hodnoty
jakékoliv ¢innosti je dosazeno s 20%
vyvinutého Usili. Paretova analyza se
pouziva také ve spravé problému pro
stanoveni priority zkoumani moznych
pficin problému.

partnership

partnerstvi

A relationship between two
organizations that involves working
closely together for common goals or
mutual benefit. The IT service
provider should have a partnership
with the business and with third
parties who are critical to the delivery
of IT services. See also value
network.

Vztah mezi dvéma organizacemi, ktery
zahrnuje spolupraci na spole¢nych cilech
nebo spole¢ném zajmu. Poskytovatel
sluzeb IT by mél péstovat partnerstvi s
businessem a se tretimi stranami, které
kritickym zplsobem ovlivriuji poskytovani
sluzeb IT. Viz také hodnotova sit.

passive monitoring

pasivni monitorovani

(ITIL Service Operation) Monitoring of
a configuration item, an IT service or
a process that relies on an alert or
notification to discover the current
status. See also active monitoring.

(Service Operation) Monitorovani
konfiguraéni polozky, sluzby IT nebo
procesu, kdy zjisténi aktualniho stavu
zavisi na automatickych vystrahach nebo
upozornénich. Viz také aktivni
monitorovani.

pattern of business
activity (PBA)

vzor (model) chovani
v ramci obchodni
ginnosti

(ITIL Service Strategy) A workload
profile of one or more business
activities. Patterns of business activity
are used to help the IT service
provider understand and plan for
different levels of business activity.
See also user profile.

(Service strategy) Profil pracovniho
vytizeni jedné nebo vice podnikovych
¢innosti. Vzory chovani v rdmci
obchodnich ¢innosti pomahaji
poskytovateli sluzby IT porozumét a
plénovat pro riizné urovné podnikovych
Cinnosti. Viz také profil uzivatele.
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percentage procentualni vyuziti (ITIL Service Design) The amount of (ITIL Service Design) Pomérné vyuziti

utilisation time that a component is busy over a konkrétni komponenty v méfeném
given period of time. For example, if a Casovém Useku. Napfriklad je-li procesor
CPU is busy for 1,800 seconds in a vyuzit po 1800 sekund za hodinu, jeho
one-hour period, its utilization is 50%. vyuziti je 50%.

performance vykonnost A measure of what is achieved or Méfitko vystupu dosazeného systémem,
delivered by a system, person, team, jednotlivcem, tymem, procesem nebo
process or IT service. sluzbou IT.

performance sprava vykonnosti Activities to ensure that something Cinnosti zajistujici dosazeni odekavanych

management achieves its expected outcomes in an vystupt hospodarnym a konzistentnim
efficient and consistent manner. zpusobem.

pilot pilotni implementace (ITIL Service Transition) A limited (ITIL Service Transition) Omezené
deployment of an IT service, a nasazeni sluzby IT, releasu nebo procesu
release or a process to the live do provozniho prosttedi. Pilotni
environment. A pilot is used to reduce implementace pomaha snizovat riziko a
risk and to gain user feedback and ziskat zpétnou vazbu a akceptaci
acceptance. See also change uzivatele. Viz také vyhodnoceni zmény;
evaluation; test. test.

plan plan A detailed proposal that describes the Detailni navrh definujici ¢innosti a zdroje
activities and resources needed to nezbytné k dosazeni stanovenych cilu.
achieve an objective — for example, a Napfiklad plan zavedeni nové sluzby IT
plan to implement a new IT service or nebo procesu. ISO/IEC 20000 pozaduje
process. ISO/IEC 20000 requires a plan pro spravu kazdého procesu spravy
plan for the management of each IT sluzeb IT.
service management process.

PlanDoCheckAct PlanujDélej- (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)

(PDCA) KontrolujJednej A four-stage cycle for process Ctyfstupfiovy cyklus Fizeni procest,

management, attributed to Edward
Deming. Plan-Do-Check-Act is also
called the Deming Cycle. Plan —
design or revise processes that
support the IT services; Do —
implement the plan and manage the
processes; Check — measure the
processes and IT services, compare
with objectives and produce reports;
Act — plan and implement changes to
improve the processes.

navrzeny Edwardem Demingem.
PlanDoCheckAct je také nazyvan
Demingovym cyklem.

PLANUJ - navrhni nebo reviduj procesy,
které podporuji poskytovani sluzeb IT.
DELEJ - realizuj plan a fid proces.
KONTROLUJ - méf procesy a sluzby IT,
srovnave;j s cili a vytvarej reporty.
JEDNEJ - planuj a zavadéj zmeény
vedouci ke zlep$eni procest.

planned downtime

planovana odstavka

(ITIL Service Design) Agreed time
when an IT service will not be
available. Planned downtime is often
used for maintenance, upgrades and
testing. See also change window;
downtime.

(ITIL Service Design) Schvaleny ¢&as, po
ktery sluzba IT nebude dostupna.
Planovana odstavka je ¢asto vyuzivana
pro udrzbu, upgrade a testovani. Viz také
zménové okno; vypadek / odstavka.

planning

planovani

An activity responsible for creating
one or more plans — for example,
capacity planning.

Cinnost vytvarejici jeden ¢&i vice pland -
napfiklad planovani kapacit.
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policy

politika

Formally documented management
expectations and intentions. Policies
are used to direct decisions, and to
ensure consistent and appropriate
development and implementation of
processes, standards, roles, activities,
IT infrastructure etc.

Formalné dokumentovana o¢ekavani a
zaméry vedeni. Politiky jsou vyuzivany
k pfimym rozhodnutim a zajisténi
konzistentniho a vhodného rozvoje a
implementaci procesu, norem, roli,
¢innosti, infrastruktury IT atd.

portable facility

pfenosné zatizeni

(ITIL Service Design) A prefabricated
building, or a large vehicle, provided
by a third party and moved to a site
when needed according to an IT
service continuity plan. See also fixed
facility; recovery option.

(ITIL Service Design) Montovana budova
¢i velké vozidlo poskytované tieti stranou
a pfesunuté na pozadovanou lokalitu

v pfipadé potfeby v rdmci planu
zachovani kontinuity sluzeb IT. Viz také
stala zafizeni; varianta obnovy.

post implementation

revize po

A review that takes place after a

Revize, ktera probiha po implementaci

review (PIR) implementaci (PIR) change or a project has been zmény nebo projektu. Uréuje, zda zména
implemented. It determines if the nebo projekt byly Uspésné, a identifikuje
change or project was successful, prilezitosti pro zlep$eni.
and identifies opportunities for
improvement.

practice praktika A way of working, or a way in which Pracovni postup nebo zpUlsob, jakym

work must be done. Practices can
include activities, processes,
functions, standards and guidelines.
See also best practice.

musi byt provedena prace. Praktiky
mohou obsahovat ¢innosti, procesy,
funkce, normy nebo smérnice. Viz také
nejlepsi praktiky.

prerequisite for
success (PFS)

podminky tspéchu
(PFS)

An activity that needs to be
completed, or a condition that needs
to be met, to enable successful
implementation of a plan or process.
It is often an output from one process
that is a required input to another
process.

Cinnost, ktera méa byt dokongena nebo
podminka, kterd ma byt splnéna, aby byl
uspésné implementovan plan nebo
proces. PFS je ¢asto vystupem procesu,
ktery je pozadovanym vstupem do jiného
procesu.

pricing ocenéni / stanoveni (ITIL Service Strategy) Pricing is the (ITIL Service Strategy) Ocenéni je
ceny activity for establishing how much ¢innost sméfuijici ke stanoveni vyse

customers will be charged. poplatku zakaznika.

PRINCE2 PRINCE2 See PRojects IN Controlled Viz PRojects IN Controlled Environments.
Environments.

priority priorita (ITIL Service Operation) (ITIL Service (ITIL Service Operation) (ITIL Service
Transition) A category used to identify Transition) Kategorie pouzivana pro
the relative importance of an incident, identifikaci relativni vyznamnosti
problem or change. Priority is based incidentu, problému nebo zmény. Priorita
on impact and urgency, and is used to | je zaloZzena na dopadu a naléhavosti, je
identify required times for actions to uzivana pro identifikaci pozadovaného
be taken. For example, the service Casu pro ¢innosti, které je nutno provést.
level agreement may state that Napf. smlouva o Urovni sluzeb muaze urcit,
Priority 2 incidents must be resolved Ze incidenty s prioritou 2 musi byt
within 12 hours. vyfeSeny do 12 hodin.

proactive monitoring proaktivni (ITIL Service Operation) Monitoring (ITIL Service Operation) Monitorovani,

monitorovani

that looks for patterns of events to
predict possible future failures. See
also reactive monitoring.

které hleda pfiznaky udalosti
k odhadovani moznych budoucich
poruch. Viz také reaktivni monitorovani.
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proactive problem

proaktivni sprava

(ITIL Service Operation) Part of the

(ITIL Service Operation) Céast procesu

management problém problem management process. The spravy problémd. Cilem proaktivni spravy
objective of proactive problem problém je identifikace problém, které
management is to identify problems by jinak mohly byt opomenuty. Proaktivni
that might otherwise be missed. sprava problému analyzuje zaznamy o
Proactive problem management incidentech a vyuziva dat shromazdénych
analyses incident records, and uses dal$imi procesy spravy sluzeb IT pro
data collected by other IT service identifikaci trend( nebo zavaznych
management processes to identify problému.
trends or significant problems.

problem problém (ITIL Service Operation) A cause of (ITIL Service Operation) P¥ic¢ina jednoho
one or more incidents. The cause is nebo vice incidenty. PFi¢ina obvykle neni
not usually known at the time a znama v Gase vytvofeni zaznamu o
problem record is created, and the problému a proces spravy problému je
problem management process is odpovédny za jeho dal$i zkoumani.
responsible for further investigation.

problem sprava problému (ITIL Service Operation) The process (ITIL Service Operation) Proces, ktery

management (problem responsible for managing the lifecycle odpovida za spravu viech problému po

management) of all problems. Problem management | dobu jejich celého Zivotniho cyklu. Sprava

proactively prevents incidents from
happening and minimizes the impact
of incidents that cannot be prevented.

problémU proaktivné zamezuje vyskytu
incidentu a minimalizuje dopad incidentu,
kterym nemohlo byt zabranéno.

problem record

zaznam problému

(ITIL Service Operation) A record
containing the details of a problem.
Each problem record documents the
lifecycle of a single problem.

(ITIL Service Operation) Zaznam

obsahujici detaily o problému. Kazdy
zaznam problému dokumentuje cely
Zivotni cyklus konkrétniho problému.

procedure postup A document containing steps that Dokument obsahujici kroky, které
specify how to achieve an activity. specifikuji, jak uskutecnit ¢innost. Postupy
Procedures are defined as part of jsou definovany jako ¢ast procesu. Viz
processes. See also work instruction. také pracovni instrukce.

process proces A structured set of activities designed Strukturovana mnozina ¢innosti navrzena

to accomplish a specific objective. A
process takes one or more defined
inputs and turns them into defined
outputs. It may include any of the
roles, responsibilities, tools and
management controls required to
reliably deliver the outputs. A process
may define policies, standards,
guidelines, activities and work
instructions if they are needed.

pro dosazeni uréitého specifického cile.
Proces ma jeden ¢i vice definovanych
vstupl a pretvari je do definovanych
vystupd. MtzZe obsahovat jakékoli role,
odpovédnosti, nastroje a manazerské
kontrolni mechanismy pozadované pro
spolehlivou dodavku vystupt. Proces
mUze v pfipadé potfeby definovat politiky,
normy / standardy, smérnice, ¢innosti a
pracovni instrukce.

process control

fizeni procesu

The activity of planning and regulating
a process, with the objective of
performing the process in an
effective, efficient and consistent
manner.

Cinnost planovani a usmérfiovani
procesu s cilem provadét proces
efektivnim, hospodarnym a konzistentnim
zpusobem.
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process manager

procesni manazer

A role responsible for the operational
management of a process. The
process manager’s responsibilities
include planning and coordination of
all activities required to carry out,
monitor and report on the process.
There may be several process
managers for one process — for
example, regional change managers
or IT service continuity managers for
each data centre. The process
manager role is often assigned to the
person who carries out the process
owner role, but the two roles may be
separate in larger organizations.

Role odpovédna za provozni spravu
procesu. Mezi odpovédnosti procesniho
manazera spada planovani a koordinace
v8ech ¢innosti pozadovanych pro
provedeni, monitorovani procesu a jeho
vykazovani. Pro jeden proces muze
existovat vice procesnich manazerd,
napf. regionalni manazefi zmén nebo
manazefi kontinuity sluzeb IT pro kazdé
datové centrum. Role procesniho
manazera je ¢asto pfifazovana osobeg,
ktera vykonava roli vlastnika procesu,
avsak tyto role mohou byt u vétSich
organizaci oddéleny.

process owner

vlastnik procesu

The person who is held accountable
for ensuring that a process is fit for
purpose. The process owner's
responsibilities include sponsorship,
design, change management and
continual improvement of the process
and its metrics. This role can be
assigned to the same person who
carries out the process manager role,
but the two roles may be separate in
larger organizations.

Osoba, ktera je odpovédna za zajisténi
toho, aby proces odpovidal danému
ucelu. Odpovédnostmi vlastnika procesu
jsou sponzorovani, navrh a fizeni zmén
procesu a neustalé zlepSovani procesu a
jeho metrik. Role mlze byt pfifazena téze
osobé, ktera zastava roli procesniho
manazera, avs$ak tyto role mohou byt u
vétSich organizaci oddéleny.

production
environment

produkéni prostredi

See live environment.

Viz provozni prostredi.

profit centre

ziskové stedisko

(ITIL Service Strategy) A business
unit that charges for services
provided. A profit centre can be
created with the objective of making a
profit, recovering costs, or running at
aloss. An IT service provider can be
run as a cost centre or a profit centre.

(ITIL Service Strategy) Podnikova
jednotka, ktera uctuje poplatky za
poskytované sluzby. Ziskové stfedisko
muze byt vytvoreno za ucelem tvorby
zisku, pokryti nakladu nebo provozu ve
ztraté. Poskytovatel sluzeb IT muze byt
provozovan jako nakladové nebo ziskové
stredisko.

pro-forma proforma A template or example document Sablona nebo vzorovy dokument
containing sample data that will be obsahujici pfiklady dat, ktera budou
replaced with real values when these nahrazena realnymi hodnotami, jakmile
are available. budou k dispozici.

programme program A number of projects and activities Skupina projektt a ¢innosti, které jsou
that are planned and managed planovany a fizeny koordinované za
together to achieve an overall set of ucelem dosazeni kompletni sady
related objectives and other souvisejicich cill a dalSich vystupd.
outcomes.

project projekt A temporary organization, with people Docasna struktura organizace, zahrnujici

and other assets, that is required to
achieve an objective or other
outcome. Each project has a lifecycle
that typically includes initiation,
planning, execution, and closure.
Projects are usually managed using a
formal methodology such as PRojects
IN Controlled Environments
(PRINCE2) or the Project
Management Body of Knowledge
(PMBOK). See also charter; project
management office; project portfolio.

osoby a dal$i aktiva nezbytné k dosazeni
cile nebo jinych vystupl. Kazdy projekt
ma svij Zivotni cyklus, ktery typicky
obsahuje zahajeni, planovani, realizaci a
uzavfeni. Projekty jsou obvykle fizeny
podle formalnich metodologii jako je
PRojects IN Controlled Environments
(PRINCEZ2) nebo Project Management
Body of Knowledge (PMBOK). Viz také
zameér / charter; projektova kancelar;
portfolio projektu.
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project charter

zamér projektu

See charter.

Viz zamér /charter.

Project Management
Body of Knowledge
(PMBOK)

Project Management
Body of Knowledge
(PMBOK)

A project management standard
maintained and published by the
Project Management Institute. See
www.pmi.org for more information.
See also PRojects IN Controlled
Environments (PRINCE2).

Standard projektového managementu
udrzovany a publikovany organizaci
Project Management Institute.

Pro vice informaci vizi www.pmi.org. Viz
také PRojects IN Controlled
Environments (PRINCE2).

Project Management
Institute (PMI)

Project Management
Institute (PMI)

A membership association that
advances the project management
profession through globally
recognized standards and
certifications, collaborative
communities, an extensive research
programme, and professional
development opportunities. PMl is a
not-for-profit membership
organization with representation in
many countries around the world. PMI
maintains and publishes the Project
Management Body of Knowledge
(PMBOK). See www.pmi.org for more
information. See also PRojects IN
Controlled Environments (PRINCE2).

Clenska organizace, ktera prosazuje
profesi projektového managementu
prostfednictvim globalné uznanych norem
a certifikaci, spolupracujicich komunit,
rozsahlého vyzkumného programu a
pfileZitosti profesionalniho rozvoje. PMI je
neziskova ¢lenska organizace se
zastoupenim v mnoha zemich po celém
svété. PMI udrzuje a publikuje Project
Management Body of Knowledge
(PMBOK). Pro vice informaci vizi
www.pmi.org. Viz také PRojects IN
Controlled Environments (PRINCE2).

project management
office (PMO)

projektova
kancelaf(PMO)

(ITIL Service Design) (ITIL Service
Strategy) A function or group
responsible for managing the lifecycle
of projects. See also charter; project
portfolio.

(ITIL Service Design) (ITIL Service
Strategy) Funkce nebo skupina
odpovédna za spravu Zivotniho cyklu
projektu. Viz také zamér / charter;
portfolio projektu.

project portfolio

portfolio projektt

(ITIL Service Design) (ITIL Service
Strategy) A database or structured
document used to manage projects
throughout their lifecycle. The project
portfolio is used to coordinate projects
and ensure that they meet their
objectives in a cost-effective and
timely manner. In larger
organizations, the project portfolio is
typically defined and maintained by a
project management office. The
project portfolio is important to service
portfolio management as new
services and significant changes are
normally managed as projects. See
also charter.

(ITIL Service Design)(ITIL Service
Strategy) Databaze nebo strukturovany
dokument pouzity pro spravu projektd
béhem jejich Zivotniho cyklu. Portfolio
projekttl se uziva pro koordinaci projektt
a pro zajisténi, aby dosahly svych cilt
nakladové efektivnim zpUsobem a véas.
Ve vétsich organizacich je portfolio
projektt typicky definovano a udrzovano
projektovou kancelafi. Portfolio projektu je
dulezité pro spravu portfolia sluzeb,
protoZe nové sluzby a vyznamné zmény
jsou obvykle spravovany jako projekty.
Viz také zamér / charter.

projected service
outage (PSO)

projektovana
odstavka sluzby

(ITIL Service Transition) A document
that identifies the effect of planned
changes, maintenance activities and
test plans on agreed service levels.

(ITIL Service Transition) Dokument
mapujici dopady planovanych zmén,
aktivit udrzby a testovacich plant na
dohodnuté Urovné sluzby.

PRojects IN
Controlled
Environments
(PRINCEZ2)

PRojects IN
Controlled
Environments
(PRINCEZ2)

The standard UK government
methodology for project management.
See www.prince-officialsite.com for
more information. See also Project
Management Body of Knowledge
(PMBOK).

Standardni britska vladni metodologie pro
spravu projektd. Pro vice informaci viz
www.prince-officialsite.com. Viz také
Project Management Body of Knowledge
(PMBOK).

© Crown Copyright 2011
57




Vyraz v angli¢tiné

Vyraz v ¢estiné

Definice v anglictiné

Definice v ¢estiné

qualification kvalifikace (ITIL Service Transition) An activity (ITIL Service Transition) Cinnost, ktera
that ensures that the IT infrastructure zajistuje, Ze infrastruktura IT odpovida a
is appropriate and correctly je spravné konfigurovana pro podporu
configured to support an application aplikace nebo sluzby IT. Viz také
or IT service. See also validation. validace.

quality kvalita The ability of a product, service or Schopnost produktu, sluzby nebo procesu

process to provide the intended value.
For example, a hardware component
can be considered to be of high
quality if it performs as expected and
delivers the required reliability.
Process quality also requires an
ability to monitor effectiveness and
efficiency, and to improve them if
necessary. See also quality
management system.

poskytovat zamyslenou hodnotu.
Napfiklad komponenta technického
vybaveni je povaZovana za vysoce
kvalitni, pokud pracuje dle pfedpokladu a
vykazuje pozadovanou spolehlivost.
Kvallita procesu také vyZzaduje schopnost
sledovat efektivnost a hospodarnost,

v pfipadé potreby zajistit jejich zlepSeni.
Viz také systém fizeni kvality.

quality assurance
(QA)

zajisténi kvality (QA)

(ITIL Service Transition) The process
responsible for ensuring that the
quality of a service, process or other
service asset will provide its intended
value. Quality assurance is also used
to refer to a function or team that
performs quality assurance. This
process is not described in detail
within the core ITIL publications. See
also service validation and testing.

(ITIL Service Transition) Proces
odpovidajici za zajisténi zamyslené
hodnoty kvality sluzby, procesu nebo
jiného aktiva sluzby. Zajisténi kvality je
také uzivano ve vztahu k funkci nebo

k tymu, provadéjicim zajisténi kvality.
Tento proces neni v klicovych publikacich
ITIL detailné popsan. Viz také validace a
testovani sluzby.

quality management
system (QMS)

systém Fizeni kvality
(Qms)

(ITIL Continual Service Improvement)
The framework of policy, processes,
functions, standards, guidelines and
tools that ensures an organization is
of a suitable quality to reliably meet
business objectives or service levels.
See also 1ISO 9000.

(ITIL Continual Service Improvement)
Soustava politik, procest, funkci, norem,
navodu a nastroju, ktera zajistuje, ze
organizace ma odpovidajici kvalitu pro
spolehlivé dosazeni podnikatelskych cilti
nebo Urovneé sluzeb. Viz také ISO 9000.

quick win rychly pfinos / rychlé (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
vitézstvi An improvement activity that is Zlep$eni, u néhoz se ocekava pozitivni
expected to provide a return on dopad na navratnost investic béhem
investment in a short period of time kratké doby za pomérné malého
with relatively small cost and effort. vynaloZeni nakladu a usili. Viz také
See also Pareto principle. Paretuv princip.
RACI RACI (ITIL Service Design) A model used to | (ITIL Service Design) Model uzivany pro
help define roles and responsibilities. definovani roli a zodpovédnosti. RACI je
RACI stands for responsible, zkratka pro responsible, accountable,
accountable, consulted and informed. consulted a informed (provadi/realizuje,
zodpovida, konzultovany, informovany).
reactive monitoring reaktivni (ITIL Service Operation) Monitoring (ITIL Service Operation) Monitorovani,

monitorovani

that takes place in response to an
event. For example, submitting a
batch job when the previous job
completes, or logging an incident
when an error occurs. See also
proactive monitoring.

které vyvola ¢innost jako reakci na
udalost. Napfiklad spusténi davkové
ulohy po zpracovani pfedchozi davkové
ulohy nebo zaznamenani incidentu, kdyz
se vyskytla chyba.

Viz také proaktivni monitorovani.
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real charging

realné zpoplatnéni

(ITIL Service Strategy) A charging
policy where actual money is
transferred from the customer to the
IT service provider in payment for the
delivery of IT services. See also
notional charging.

(ITIL Service Strategy) Politika
zpoplatriovani, kdy skute¢né penize jsou
pfevadény od zakaznika k poskytovateli
sluZeb IT jako platba za dodavku sluzeb
IT. Viz také pomysiné zpoplatnéni.

reciprocal recipro¢ni dohoda (ITIL Service Design) A recovery (ITIL Service Design) Varianta obnovy.

arrangement option. An agreement between two Dohoda mezi dvéma organizacemi o
organizations to share resources in sdileni zdrojl v pfipadé nouzového stavu
an emergency — for example, high- - napf. tiskové zafizeni s vysokou
speed printing facilities or computer rychlosti nebo misto v pocitacovém sale.
room space.

record zaznam A document containing the results or Dokument obsahujici vysledky nebo jiné
other output from a process or vystupy procesu nebo ¢innosti. Zaznamy
activity. Records are evidence of the jsou dukazem, Ze ¢innost skute¢né byla
fact that an activity took place and provedena, mohou mit papirovou nebo
may be paper or electronic — for elektronickou podobu — napf. zprava z
example, an audit report, an incident auditu, zdznam incidentu nebo zapis z
record or the minutes of a meeting. jednani.

recovery obnova (ITIL Service Design) (ITIL Service (ITIL Service Design) (ITIL Service

Operation) Returning a configuration
item or an IT service to a working
state. Recovery of an IT service often
includes recovering data to a known
consistent state. After recovery,
further steps may be needed before
the IT service can be made available
to the users (restoration).

Operation) Navraceni konfiguraéni
polozky nebo sluzby IT do fungujiciho
stavu. Obnova sluzby IT €asto zahrnuje
obnovu dat do znamého konzistentniho
stavu. Po obnové jsou nékdy nutné jesté
dalSi kroky predtim, nez je sluzba IT opét
dostupna uzivatelim (vraceni do
puvodniho stavu).

recovery option

varianta obnovy

(ITIL Service Design) A strategy for
responding to an interruption to
service. Commonly used strategies
are manual workaround, reciprocal
arrangement, gradual recovery,
intermediate recovery, fast recovery,
and immediate recovery. Recovery
options may make use of dedicated
facilities or third-party facilities shared
by multiple businesses.

(ITIL Service Design) Strategie reakce na
preruseni dodavky sluzeb. Obecné
pouzivané strategie jsou manualni
nahradni feseni (workaround), reciproéni
dohoda, postupna obnova, stfedné rychla
obnova, rychla obnova a okamzita
obnova. Ruzné varianty obnovy mohou
umoziovat vyuziti vyhrazenych zafizeni
nebo zafizeni tfetich stran sdilenych vice
subjekty.

recovery point
objective (RPO)

cil bodu obnovy
(RPO)

(ITIL Service Design) (ITIL Service
Operation) The maximum amount of
data that may be lost when service is
restored after an interruption. The
recovery point objective is expressed
as a length of time before the failure.
For example, a recovery point
objective of one day may be
supported by daily backups, and up to
24 hours of data may be lost.
Recovery point objectives for each IT
service should be negotiated, agreed
and documented, and used as
requirements for service design and
IT service continuity plans.

(ITIL Service Design)(ITIL Service
Operation) Maximalni mnozstvi dat, které
muze byt ztraceno, kdyz je sluzba
obnovena do provozniho stavu. Cil bodu
obnovy je vyjadren jako ¢asovy usek pred
poruchou. Napfiklad cil bodu obnovy

v délce jednoho dne mUze byt zajistén
denni zalohou, mohou byt tudiz ztracena
data max. za poslednich 24 hodin. Cile
bodu obnovy pro kazdou sluzbu IT by
mély byt projednany, schvaleny a
dokumentovany a pouzity jako pozadavky
pro navrh sluzby a plany kontinuity sluzby
IT.
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recovery time
objective (RTO)

cilova doba obnovy

(ITIL Service Design) (ITIL Service
Operation) The maximum time
allowed for the recovery of an IT
service following an interruption. The
service level to be provided may be
less than normal service level targets.
Recovery time objectives for each IT
service should be negotiated, agreed
and documented. See also business
impact analysis.

(ITIL Service Operation) Maximalni doba
povolena pro obnovu sluzby IT po
preruseni. Poskytnuta Uroven sluzby
muzZe byt niz8i neZ obvykly cil urovni
sluzeb. Cilova doba obnovy pro kazdou
sluzbu IT by méla byt projednana,
schvélena a dokumentovana. Viz také
analyza dopadu na business (BIA).

redundancy nadbytecnost (ITIL Service Design) Use of one or (ITIL Service Design) Pouziti jedné nebo
(redundance) more additional configuration items to vice dodate¢nych konfigura¢nich polozek

provide fault tolerance. The term also pro zajisténi odolnosti viéi porucham.
has a generic meaning of Vyraz ma rovnéz obecny vyznam
obsolescence, or no longer needed. vyjadfujici zastaralost nebo nepotfebnost.

relationship vztah / vazba A connection or interaction between Spojeni nebo vzajemné plsobeni mezi
two people or things. In business dvéma lidmi nebo vécmi. Ve Sprave
relationship management, it is the vztahl s businessem dochazi k
interaction between the IT service vzajemnému pusobeni mezi
provider and the business. In service poskytovatelem sluzeb IT a businessem.
asset and configuration management, V rdmci Spravy aktiv sluzeb a konfiguraci
it is a link between two configuration je to vazba mezi konfiguraénimi
items that identifies a dependency or polozkami, ktera uréuje zavislost mezi
connection between them. For nimi nebo jejich propojeni. Napfiklad
example, applications may be linked aplikace muze byt spojena se serverem,
to the servers they run on, and IT na kterém bézi, a sluzby IT maji mnoho
services have many links to all the vazeb na v§echny konfiguracni polozky,
configuration items that contribute to které pfispivaji ke sluzbé IT.
that IT service.

relationship procesy Fizeni The ISO/IEC 20000 process group Procesni skupina ISO/IEC 20000

processes vzajemnych vztahl that includes business relationship zahrnujici spravu vztahl s businessem
management and supplier (business relationship management) a
management. spravu dodavatell (supplier

management).

release release (ITIL Service Transition) One or more (ITIL Service Transition) Jedna nebo vice
changes to an IT service that are zmén sluzby IT, které jsou sestaveny,
built, tested and deployed together. A testovany a nasazeny najednou. Jediny
single release may include changes release muze zahrnovat zmény hardwaru,
to hardware, software, softwaru, dokumentace, procest a
documentation, processes and other dalSich komponent.
components.

release and sprava releast a (ITIL Service Transition) The process (ITIL Service Transition) Proces

deployment nasazeni responsible for planning, scheduling odpovédny za planovani, nacasovani a

management and controlling the build, test and fizeni sestaveni, testovani a nasazeni

deployment of releases, and for
delivering new functionality required
by the business while protecting the
integrity of existing services.

releasU, a za dodavku nové funkénosti
pozadované businessem, pficemz chrani
integritu stavajicich sluzeb.

release identification

identifikace releasu

(ITIL Service Transition) A naming
convention used to uniquely identify a
release. The release identification
typically includes a reference to the
configuration item and a version
number — for example, Microsoft
Office 2010 SR2.

(ITIL Service Transition) Jmenna
konvence slouzici pro jednoznacné
oznaceni releasu. ldentifikace releasu
typicky obsahuje odkaz na konfiguraéni
polozku a €islo verze — napf. Microsoft
Office 2010 SR2.
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release
management

sprava releasu

See release and deployment
management.

Viz sprava releasu a nasazeni.

release package

baliCek releasu

(ITIL Service Transition) A set of
configuration items that will be built,
tested and deployed together as a
single release. Each release package
will usually include one or more
release units.

(ITIL Service Transition) Sada
konfigurace sestavena, testovana a
nasazena spole¢né jako jeden release.
Kazdy bali¢ek releasu obvykle obsahuje
jednu nebo vice jednotek releasu.

release record

zaznam releasu

(ITIL Service Transition) A record that
defines the content of a release. A
release record has relationships with
all configuration items that are
affected by the release. Release
records may be in the configuration
management system or elsewhere in
the service knowledge management
system.

(ITIL Service Transition) Zaznam, ktery
definuje obsah releasu. Zaznam releasu
ma vazbu ke vS§em konfiguraénim
polozkam, které jsou releasem ovlivnény.
Zaznamy releasu mohou byt ulozeny

v systému spravy konfiguraci nebo jinde
v systému spravy znalosti o sluzbach.

release unit

jednotka releasu

(ITIL Service Transition) Components
of an IT service that are normally
released together. A release unit
typically includes sufficient
components to perform a useful
function. For example, one release
unit could be a desktop PC, including
hardware, software, licences,
documentation etc. A different release
unit may be the complete payroll
application, including IT operations
procedures and user training.

(ITIL Service Transition) Komponenty
sluzby IT, které jsou obvykle uvolfiovany
spole¢né. Jednotka releasu typicky
obsahuje dostate¢né komponenty pro
provedeni poZzadované funkce. Jednotkou
releasu muze byt napf. desktop PC
véetné hardwaru, softwaru, licenci,
dokumentace atd.; jinou jednotkou
releasu muze byt kompletni mzdova
aplikace véetné provoznich postupt a
uzivatelského Skoleni.

release window

okno releasu

See change window.

Viz zménové okno.

reliability spolehlivost (ITIL Continual Service Improvement) (ITIL Service Design) (ITIL Continual
(ITIL Service Design) A measure of Service Improvement) Mira, uréujici, jak
how long an IT service or other dlouho mize sluzba IT nebo jina
configuration item can perform its konfiguraéni polozka provadét svoji
agreed function without interruption. dohodnutou funkci bez preruseni.
Usually measured as MTBF or Obvykle je méfena jako MTBF nebo
MTBSI. The term can also be used to MTBSI. Termin se uziva téz pro vyjadieni
state how likely it is that a process, pravdépodobnosti toho, Ze proces, funkce
function etc. will deliver its required apod. doda o¢ekavané vystupy. Viz také
outputs. See also availability. dostupnost.

remediation naprava (ITIL Service Transition) Actions (ITIL Service Transition) Cinnosti
taken to recover after a failed change provadéné za uc¢elem obnovy po
or release. Remediation may include nepovedené zméné nebo releasu.
back-out, invocation of service Naprava mlze obsahovat uvedeni do
continuity plans, or other actions puvodniho stavu (back-out), vyvolani
designed to enable the business planu kontinuity sluzeb nebo dal$ich akci
process to continue. navrzenych tak, aby umoznily

pokragovani podnikového procesu.
repair oprava (ITIL Service Operation) The (ITIL Service Operation) Nahrazeni nebo

replacement or correction of a failed
configuration item.

oprava vadné konfiguracni polozky.
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request for change
(RFC)

Zadost 0 zménu
(RFC)

(ITIL Service Transition) A formal
proposal for a change to be made. It
includes details of the proposed
change, and may be recorded on
paper or electronically. The term is
often misused to mean a change
record, or the change itself.

(ITIL Service Transition) Formalni navrh
na provedeni zmény. Obsahuje detaily
navrhované zmény a muze byt
zaznamenan papirové nebo elektronicky.
Pojem je ¢asto nespravné pouzivan ve
smyslu zdznamu o zméné nebo ve
smyslu zmény samotné.

request fulfilment

plnéni zadosti

(ITIL Service Operation) The process
responsible for managing the lifecycle
of all service requests.

(ITIL Service Operation) Proces
odpovédny za Fizeni Zivotniho cyklu
vSech Zadosti o sluzbu.

request model

model zadosti

(ITIL Service Operation) A repeatable
way of dealing with a particular
category of service request. A request
model defines specific agreed steps
that will be followed for a service
request of this category. Request
models may be very simple, with no
requirement for authorization (e.g.
password reset), or may be more
complex with many steps that require
authorization (e.g. provision of an
existing IT service). See also request
fulfilment.

(ITIL Service Operation) Opakovatelny
zpusob nakladani s konkrétni kategorii
pozadavku na sluzbu. Model Zadosti
definuje specifické dohodnuté kroky, které
budou dodrzeny pro zadost o sluzbu této
kategorie. Modely zadosti mohou byt
velmi jednoduché, bez nutnosti schvaleni
(napf. obnoveni hesla), nebo mohou byt
komplexnéjSi s mnoha kroky vyzadujicimi
schvaleni (napf. zfizeni existujici sluzby
IT). Viz také pInéni zadosti.

to repair the root cause of an incident
or problem, or to implement a
workaround. In ISO/IEC 20000,
resolution processes is the process
group that includes incident and
problem management.

requirement pozadavek (ITIL Service Design) A formal (ITIL Service Design) Formalni vyjadreni
statement of what is needed — for pozadavku. Napfiklad poZadavek na
example, a service level requirement, urovné sluzby, projektovy pozadavek
a project requirement or the required nebo pozadované vystupy z procesu. Viz
deliverables for a process. See also také formulace pozadavku (SOR).
statement of requirements.

resilience odolnost (ITIL Service Design) The ability of an (ITIL Service Design) Schopnost sluzby
IT service or other configuration item IT nebo jiné konfiguraéni polozky
to resist failure or to recover in a odolavat poru$e nebo se v¢as zotavit po
timely manner following a failure. For poruse. Napf. pancéfovany kabel odola
example, an armoured cable will poruse, kdyz bude vystaven zatiZeni. Viz
resist failure when put under stress. také odolnost proti porucham.
See also fault tolerance.

resolution vyfreseni (ITIL Service Operation) Action taken (ITIL Service Operation) Cinnost

vykonavana za Uc¢elem odstranéni
primarni pficiny incidentu nebo problému
nebo za ucelem aplikace nahradniho
feSeni (workaroundu).

V ISO/IEC 20000 jsou procesy vyfeSeni
skupinou procesu, které zahrnuji spravu
incidentu a problému.

resolution processes

procesy zajistujici
fedeni

The ISO/IEC 20000 process group
that includes incident and problem
management.

Skupina procest v ISO/IEC 20000, ktera
zahrnuje spravu incidenttl a probléma.

resource

zdroj

(ITIL Service Strategy) A generic term
that includes IT infrastructure, people,
money or anything else that might
help to deliver an IT service.
Resources are considered to be
assets of an organization. See also
capability; service asset.

(ITIL Service Strategy) Obecny termin
zahrnujici IT infrastrukturu, osoby, penize
nebo cokoli, co umoziiuje poskytovani IT
sluzby. Zdroje jsou povazovany za aktiva
organizace. Viz také zpusobilost; aktiva
sluzby.
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response time

doba odezvy

A measure of the time taken to
complete an operation or transaction.
Used in capacity management as a
measure of IT infrastructure
performance, and in incident
management as a measure of the
time taken to answer the phone, or to
start diagnosis.

Casové méitko pro dokongeni operace
nebo transakce. Je uzivano v ramci
spravy kapacit jako méfitko vykonnosti
infrastruktury IT a ve spravé incidentd
jako mnozZstvi €asu potfebného pro
zvednuti telefonu nebo pro zahajeni
diagndzy.

responsiveness

schopnost odezvy

A measurement of the time taken to
respond to something. This could be
response time of a transaction, or the
speed with which an IT service
provider responds to an incident or
request for change etc.

Princip méfeni doby potiebné k reakci na
podnét. Mlze se jednat o dobu odezvy

v rdmci transakce nebo rychlost, s jakou
poskytovatel sluzeb IT reaguje na incident
nebo Zadost o0 zménu atd.

restoration of

vraceni sluzby do

See restore.

Viz obnoveni (sluzby) do provozniho

service putivodniho stavu stavu.
restore obnoveni (sluzby) do (ITIL Service Operation) Taking action (ITIL Service Operation) Kroky vedouci
plvodniho to return an IT service to the users k vraceni IT sluzby do pGvodniho stavu
(provozniho) stavu after repair and recovery from an pro uzivatele. Nasleduje po opravé ¢&i
incident. This is the primary objective obnové po incidentu. Obnoveni sluzby do
of incident management. provozniho stavu je primarnim cilem
spravy incident.
retire vyfazeni (ITIL Service Transition) Permanent (ITIL Service Transition) Trvalé

removal of an IT service, or other
configuration item, from the live
environment. Being retired is a stage
in the lifecycle of many configuration
items.

odstranéni sluzby IT nebo jiné
konfiguraéni polozky z provozniho
prostiedi. Vyfazeno je fazi Zivotniho cyklu
mnoha konfiguraénich polozek.

return on assets
(ROA)

navratnost aktiv

(ITIL Service Strategy) A
measurement of the profitability of a
business unit or organization. Return
on assets is calculated by dividing the
annual net income by the total value
of assets. See also return on
investment.

(ITIL Service Strategy) Mira ziskovosti
jednotky businessu nebo organizace.
Navratnost aktiv se pocita jako rocni Cisty
pfijem déleny celkovou hodnotou aktiv.
Viz také navratnost investice.

return on investment
(ROI)

navratnost investice
(ROI)

(ITIL Continual Service Improvement)
(ITIL Service Strategy) A
measurement of the expected benefit
of an investment. In the simplest
sense, it is the net profit of an
investment divided by the net worth of
the assets invested. See also net
present value; value on investment.

(ITIL Continual Service Improvement)
(ITIL Service Strategy) MéFitko
ocekavaného pfinosu investice. V
nejjednodussim pripadé je to Cisty zisk z
investice déleny ¢istou hodnotou
investovanych aktiv. Viz také cCista
soucasna hodnota, hodnota z investice.

return to normal

navrat do
normalniho rezimu

(ITIL Service Design) The phase of an
IT service continuity plan during which
full normal operations are resumed.
For example, if an alternative data
centre has been in use, then this
phase will bring the primary data
centre back into operation, and
restore the ability to invoke IT service
continuity plans again.

(ITIL Service Design) Faze planu
kontinuity sluzby IT, béhem které je piné
obnoven normalini provoz. Napf.
pfevedeni primarniho datového centra
zpét do provozu v pfipadé, Ze doslo

k vyuZiti alternativniho centra. Zarover je
opét obnovena schopnost spustit plany
kontinuity sluzeb IT.
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review

revize

An evaluation of a change, problem,
process, project etc. Reviews are
typically carried out at predefined
points in the lifecycle, and especially
after closure. The purpose of a review
is to ensure that all deliverables have
been provided, and to identify
opportunities for improvement. See
also change evaluation; post-
implementation review.

Vyhodnoceni zmény, problému, procesu,
projektu atd. Revize jsou typicky
provadény v uréitych bodech Zivotniho
cyklu, obzvlasté po uzavreni. Uselem
revize je zajistit, aby byly poskytnuty
vSechny dodavky, a identifikovat
pfilezitosti pro zlep$eni. Viz také
vyhodnoceni zmény; revize po
implementaci (PIR).

rights prava (ITIL Service Operation) Entitlements, (Service Operation) Opravnéni nebo
or permissions, granted to a user or povoleni pfidélené uzivateli nebo roli.
role — for example, the right to modify Napfiklad pravo ménit konkrétni data
particular data, or to authorize a nebo autorizovat zménu.
change.

risk riziko A possible event that could cause Mozna udalost, ktera by mohla zpusobit

harm or loss, or affect the ability to
achieve objectives. A risk is
measured by the probability of a
threat, the vulnerability of the asset to
that threat, and the impact it would
have if it occurred. Risk can also be
defined as uncertainty of outcome,
and can be used in the context of
measuring the probability of positive
outcomes as well as negative
outcomes.

poskozeni nebo ztratu, pfipadné ovlivnit
schopnost dosahnout cill. Riziko je
poméfovano pravdépodobnosti hrozby,
zranitelnosti aktiva z hlediska této hrozby
a dopadem, které by hrozba méla, pokud
by nastala. Riziko mGze byt definovano
také jako nejistota vystupu a muze byt
uzito ve smyslu méfeni pravdépodobnosti
pozitivnich stejné jako negativnich
vystupd.

risk assessment

posouzeni rizik

The initial steps of risk management:
analysing the value of assets to the
business, identifying threats to those
assets, and evaluating how
vulnerable each asset is to those
threats. Risk assessment can be
quantitative (based on numerical
data) or qualitative.

Uvodni kroky spravy rizik. Provadi se
analyza hodnoty aktiv pro business, ve
vztahu k témto aktiviim se identifikuji
hrozby a vyhodnocuje se zranitelnost
kazdého aktiva z hlediska téchto hrozeb.
Posouzeni rizik mize byt kvantitativni
(zaloZené na numerickych hodnotach)
nebo kvalitativni.

risk management sprava rizik The process responsible for Proces odpovédny za identifikaci,
identifying, assessing and controlling posouzeni a fizeni rizik. Sprava rizik je
risks. Risk management is also také nékdy uzivana pro vysvétleni celého
sometimes used to refer to the procesu druhé strané poté, co byla
second part of the overall process identifikovana a posouzena rizika v
after risks have been identified and Lposouzeni a sprave rizik”. Tento proces
assessed, as in ‘risk assessment and neni v kli¢ovych publikacich ITIL popsan.
management’. This process is not Viz také posouzeni rizik.
described in detail within the core ITIL
publications. See also risk
assessment.

role role A set of responsibilities, activities and Soustava odpovédnosti, ¢innosti a

authorities assigned to a person or
team. A role is defined in a process or
function. One person or team may
have multiple roles — for example, the
roles of configuration manager and
change manager may be carried out
by a single person. Role is also used
to describe the purpose of something
or what it is used for.

opravnéni, jimiz je povéfena osoba nebo
tym. Role je definovana v rdmci procesu.
Jedna osoba nebo tym mohou mit vice
roli - napf. role manazera konfiguraci
nebo manazera zmén muze byt
vykonavana stejnou osobou. Role je také
uzivana pro popis Ucelu néjaké entity
nebo proc¢ je to uzivano.
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root cause

klicova pficina

(ITIL Service Operation) The
underlying or original cause of an
incident or problem.

(ITIL Service Operation) Zasadni nebo
puvodni pfi¢ina incidentu nebo problému.

root cause analysis
(RCA)

analyza primarni
priciny (RCA)

(ITIL Service Operation) An activity
that identifies the root cause of an
incident or problem. Root cause
analysis typically concentrates on IT
infrastructure failures. See also
service failure analysis.

(ITIL Service Operation) Cinnost, ktera
uréi primarni pricinu incidentu nebo
problému. Typicky se zaméfuje na
poruchy v infrastruktufe IT. Viz také
analyza vypadku sluzby.

running costs

provozni naklady

See operational costs.

Viz provozni naklady.

Sarbanes-Oxley
(SOX)

Sarbanes-Oxley
(SOX)

US law that regulates financial
practice and corporate governance.

Zakon USA, ktery definuje finanéni
praktiky a korporatni governanci.

scalability Skalovatelnost The ability of an IT service, process, Schopnost sluzby IT, procesu,
configuration item etc. to perform its konfiguraéni polozky atd. plnit
agreed function when the workload or dohodnutou funkci, kdyz se zméni rozsah
scope changes. a pracovni zatéz.

scope rozsah The boundary or extent to which a Hranice nebo mira, ve které jsou

process, procedure, certification,
contract etc. applies. For example,
the scope of change management
may include all live IT services and
related configuration items; the scope
of an ISO/IEC 20000 certificate may
include all IT services delivered out of
a named data centre.

uplatfiovany procesy, postupy,
certifikacem nebo smlouvy. Napf. rozsah
spravy zmén mulze zahrnovat veskeré
sluzby IT v provozu a souvisejici
konfiguraéni polozky. Rozsah certifikatu
ISO/IEC 20000 muze zahrnovat veskeré
sluzby IT poskytované konkrétnim
datovym centrem.

second-line support

druha droven

(ITIL Service Operation) The second

(ITIL Service Operation) Druha uroveri

podpory level in a hierarchy of support groups v hierarchii podpurnych skupin
involved in the resolution of incidents zaclenénych do feSeni incidentt a
and investigation of problems. Each zkoumani problému. Kazda vyssi uroven
level contains more specialist skills, or ma k dispozici specialisty s vétSimi
has more time or other resources. znalostmi nebo ma vice ¢asu nebo jinych
zdroja.
security bezpeénost See information security Viz sprava bezpecnosti informaci.
management.
security sprava bezpecnosti See information security Viz sprava bezpeénosti informaci.
management management.
security informacni systém (ITIL Service Design) A set of tools, (ITIL Service Design) Sada nastroju, dat a
management spravy bezpecnosti data and information that is used to informaci uzivanych pro podporu spravy

information system
(SMIS)

(SMIS)

support information security
management. The security
management information system is
part of the information security
management system. See also
service knowledge management
system.

bezpecnosti informaci. Informaéni systém
spravy bezpecnosti je soucasti systému
spravy bezpeénosti informaci. Viz také
sprava systému znalosti o sluzbach.

security policy

bezpeénostni politika

See information security policy.

viz politika informaéni bezpecnosti.
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separation of

oddéleni zajmu

An approach to designing a solution

(ITIL Service Strategy) PFistup k navrhu

concerns (SoC) (SoC) or IT service that divides the problem feSeni nebo sluzbé IT zaloZzeny na
into pieces that can be solved rozdéleni problému do mensich nezavisle
independently. This approach feSitelnych ¢asti. Tento pfistup oddéluje
separates what is to be done from podstatu toho, co ma byt provedeno od
how it is to be done. toho, jak to ma byt dosazeno.

server server (ITIL Service Operation) A computer (ITIL Service Operation) Pocitac, ktery je
that is connected to a network and pfipojen k siti a jenz zabezpecuje
provides software functions that are softwarové funkce, které vyuzivaji dalSi
used by other computers. pocitace.

service sluzba A means of delivering value to Prostfedek poskytovani hodnoty
customers by facilitating outcomes zakaznikovi prostfednictvim vystupt,
customers want to achieve without kterych zakaznik chce dosahnout bez
the ownership of specific costs and vlastnictvi specifickych nakladu a rizik.
risks. The term ‘service’ is sometimes Termin ,sluzba“ se nékdy uziva jako
used as a synonym for core service, synonymum pro kli¢ovou sluzbu, sluzbu
IT service or service package. See IT nebo bali¢ek sluzby. Viz také
also utility; warranty. uziteénost; zaruka.

service acceptance kritéria (ITIL Service Transition) A set of (ITIL Service Transition) Sada kritérii

criteria (SAC) akceptovatelnosti criteria used to ensure that an IT uzivanych k ujisténi, Ze sluzba IT

sluzby (SAC) service meets its functionality and vyhovuje funkénim a kvalitativnim

quality requirements and that the IT
service provider is ready to operate
the new IT service when it has been
deployed. See also acceptance.

pozadavkim, a Ze poskytovatel sluzby IT
je pfipraven provozovat novou sluzbu IT,
jakmile byla nasazena. Viz také
akceptace.

service analytics

analyza sluzby

(ITIL Service Strategy) A technique
used in the assessment of the
business impact of incidents. Service
analytics models the dependencies
between configuration items, and the
dependencies of IT services on
configuration items.

(ITIL Service Strategy) Technika uzivana
k posouzeni dopadu incidentu na
business. Modeluje zavislosti mezi
konfiguraénimi polozkami a zavislosti
sluzeb IT na konfiguraénich polozkach.

service asset

aktiva sluzby

Any resource or capability of a service
provider. See also asset.

Jakakoli zdroj nebo zpusobilost
poskytovatele sluzeb. Viz také aktiva.

service asset and
configuration
management
(SACM)

sprava aktiv sluzeb a
konfiguraci (SACM)

(ITIL Service Transition) The process
responsible for ensuring that the
assets required to deliver services are
properly controlled, and that accurate
and reliable information about those
assets is available when and where it
is needed. This information includes
details of how the assets have been
configured and the relationships
between assets. See also
configuration management system.

(ITIL Service Transition) Proces
odpovidajici za zajisténi, ze aktiva
pozadovana pro dodavku sluzeb jsou
spravné fizena, a ze o téchto aktivech
jsou k dispozici pfesné a spolehlivé
informace kdykoli a kdekoli jsou potieba.
Tyto informace zahrnuiji detaily o
konfiguracich aktiv a o vzajemnych
vztazich mezi nimi. Viz také systém
spravy konfiguraci.
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service capacity
management (SCM)

sprava kapacity
z pohledu sluzeb
(SCM)

(ITIL Continual Service Improvement)
(ITIL Service Design) The sub-
process of capacity management
responsible for understanding the
performance and capacity of IT
services. Information on the
resources used by each IT service
and the pattern of usage over time
are collected, recorded and analysed
for use in the capacity plan. See also
business capacity management;
component capacity management.

(ITIL Service Design) (ITIL Continual
Service Improvement) Subproces spravy
kapacit vedouci k porozuméni vykonu a
kapacité sluzeb IT. Shromazduije,
zaznamenava a analyzuje informace o
zdrojich pouzitych kazdou sluzbou IT a
charakteristiky jejich vyuziti v ase. Tyto
informace jsou pouZity v kapacitnim
planu. Viz také sprava kapacit z pohledu
businessu, sprava kapacit komponent.

service catalogue

katalog sluzeb

(ITIL Service Design) (ITIL Service
Strategy) A database or structured
document with information about all
live IT services, including those
available for deployment. The service
catalogue is part of the service
portfolio and contains information
about two types of IT service:
customer-facing services that are
visible to the business; and
supporting services required by the
service provider to deliver customer-
facing services. See also customer
agreement portfolio; service
catalogue management.

(ITIL Service Design) Databaze nebo
strukturovany dokument obsahujici
informace o v8ech sluzbach IT v provozu
véetné téch, které jsou pfipraveny na
nasazeni. Katalog sluzeb je soucasti
portfolia sluZzeb a obsahuje informace o
dvou typech sluzeb IT: o sluzbach
pouzivanych pfimo zakazniky, které jsou
pro business viditelné; a o podpurnych
sluzbach, vyzadovanych poskytovatelem
sluzeb pro dodavku sluzeb v kontaktu se
zakaznikem. Viz také portfolio dohod se
zakazniky; sprava katalogu sluzeb.

service catalogue
management

sprava katalogu
sluzeb

(ITIL Service Design) The process
responsible for providing and
maintaining the service catalogue and
for ensuring that it is available to
those who are authorized to access it.

(ITIL Service Design) Proces odpovidajici
za zajiSténi a udrzbu katalogu sluzeb a za
zajisténi, Ze je dostupny tém, kdo jsou
opravnéni k pfistupu do katalogu.

service change

zména sluzby

See change.

Viz zména.

service charter

zamér sluzby

(ITIL Service Design) (ITIL Service
Strategy) A document that contains
details of a new or changed service.
New service introductions and
significant service changes are
documented in a charter and
authorized by service portfolio
management. Service charters are
passed to the service design lifecycle
stage where a new or modified
service design package will be
created. The term charter is also used
to describe the act of authorizing the
work required by each stage of the
service lifecycle with respect to the
new or changed service. See also
change proposal; service portfolio;
service catalogue.

(ITIL Service Design) (ITIL Service
Strategy) Dokument, ktery obsahuje
detaily nové nebo ménéné sluzby. Zde
jsou dokumentovany nové zavadéné
sluzby a vyznamné zmény sluzeb a jsou
schvalovany spravou portfolia sluzeb.
Zameéry sluzeb se predavaji do faze
navrhu Zivotniho cyklu sluzby, kde se
vytvari novy nebo modifikovany bali¢ek
navrhu sluzby. Vyraz se uziva také pro
popis aktu schvaleni prace potfebné pro
kaZdou fazi Zivotniho cyklu sluzby

s ohledem na novou nebo ménénou
sluzbu. Viz také navrh zmény; portfolio
sluzeb; katalog sluzeb.

service continuity
management

sprava kontinuity
sluzeb

See IT service continuity
management.

Viz sprava kontinuity sluzeb IT.
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service contract smlouva na (ITIL Service Strategy) A contract to (ITIL Service Strategy) Smlouva o dodani
poskytovani sluzeb deliver one or more IT services. The jedné ¢i vice sluzeb IT. Termin je uzivan v
(Servisni smlouva) term is also used to mean any souvislosti s jakoukoli dohodou o dodani
agreement to deliver IT services, sluzeb IT, bez ohledu na to, zda se jedna
whether this is a legal contract or a o pravné zavaznou smlouvu ¢i SLA. Viz
service level agreement. See also také portfolio dohod se zakazniky.

customer agreement portfolio.

service culture kultura zaméfena na A customer-oriented culture. The Kultura orientovana na zakaznika.
sluzby major objectives of a service culture Hlavnim cilem kultury zaméfené na

are customer satisfaction and helping sluzby jsou spokojenost zakaznika a
customers to achieve their business snaha podpofit ho v dosazeni cild
objectives. businessu.

service design navrh sluzby (ITIL Service Design) A stage in the (ITIL Service Design) Faze Zivotniho
lifecycle of a service. Service design cyklu sluzby IT. Navrh sluzby zahrnuje
includes the design of the services, navrh sluzeb, Fidici praktiky v oblasti
governing practices, processes and governance, procesy a politiky

policies required to realize the service vyzadovani pro realizaci strategie
provider’s strategy and to facilitate the poskytovatele sluzeb a pro umoznéni
introduction of services into supported zavedeni sluzeb do podporovanych

environments. Service design prostiedi. Navrh sluzeb zahrnuje
includes the following processes: nasledujici procesy: koordinace navrhu,
design coordination, service sprava katalogu sluzeb, sprava trovni
catalogue management, service level sluzeb, sprava dostupnosti, sprava
management, availability kapacit, sprava kontinuity sluzeb IT,
management, capacity management, sprava bezpecnosti informaci a sprava
IT service continuity management, dodavatelt. | kdyzZ tyto procesy jsou
information security management, pfidruzeny k navrhu sluzeb, mnohé

and supplier management. Although procesy maji ¢innosti, které se

these processes are associated with uskute¢nuji ve vice fazich Zivotniho cyklu
service design, most processes have sluzby. Viz také navrh.

activities that take place across
multiple stages of the service
lifecycle. See also design.

service design bali¢ek navrhu (ITIL Service Design) Document(s) (ITIL Service Design) Dokument(y)

package sluzby defining all aspects of an IT service definujici vSechny nalezitosti sluzby IT a
and its requirements through each jeji pozadavky v kazdé fazi zivotniho
stage of its lifecycle. A service design cyklu. Bali¢ek navrhu sluzby je vytvaren
package is produced for each new IT pro kazdou novou sluzbu IT, velkou
service, major change or IT service zménu nebo vyfazeni sluzby IT.
retirement.

service desk service desk (ITIL Service Operation) The single (ITIL Service Operation) Jediné kontaktni
point of contact between the service misto mezi poskytovatelem sluzeb a
provider and the users. A typical uzivateli. Typicky service desk spravuje
service desk manages incidents and incidenty a zadosti o sluzbu a obstarava
service requests, and also handles komunikaci s uzivateli.

communication with the users.

service failure analyza vypadku (ITIL Service Design) A technique that (ITIL Service Design) Technika vedouci k
analysis (SFA) sluzby (SFA) identifies underlying causes of one or uréeni pficin jednoho &i vice preruseni
more IT service interruptions. Service poskytovani sluzby IT. Analyza vypadku
failure analysis identifies opportunities | sluzby identifikuje pFileZitosti k zlepSeni

to improve the IT service provider's procesu a nastrojii poskytovatele sluzeb
processes and tools, and not just the IT, a to nejen v infrastruktufe IT. Analyza
IT infrastructure. It is a time- je Casové omezena cinnost podobna
constrained, project-like activity, projektu, spiSe nez prabézny analyticky
rather than an ongoing process of proces.

analysis.
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service hours

provozni doba
sluzby

(ITIL Service Design) An agreed time
period when a particular IT service
should be available. For example,
‘Monday-Friday 08:00 to 17:00
except public holidays’. Service hours
should be defined in a service level
agreement.

(ITIL Service Design) Dohodnuta doba,
po kterou by jednotliva sluzba IT méla byt
dostupna. Napt. ,pondéli — patek 8:00 —
17:00 s vyjimkou statnich svatku®“.
Provozni doba by méla byt definovana

v dohodé o drovnich sluzeb.

service improvement
plan (SIP)

plan na zlep$eni
sluzeb (SIP)

(ITIL Continual Service Improvement)
A formal plan to implement
improvements to a process or IT
service.

(ITIL Continual Service Improvement)
Formalni plan implementace zlepSeni
procesu nebo sluzby IT.

service knowledge
management
system (SKMS)

systém spravy
znalosti o sluzbach
(SKMS)

(ITIL Service Transition) A set of tools
and databases that is used to
manage knowledge, information and
data. The service knowledge
management system includes the

well as other databases and
information systems. The service
knowledge management system
includes tools for collecting, storing,
managing, updating, analysing and
presenting all the knowledge,
information and data that an IT
service provider will need to manage
the full lifecycle of IT services. See
also knowledge management.

configuration management system, as

(ITIL Service Transition) Sada nastroju a
databazi, které jsou uzivany pro spravu
znalosti, informaci a dat. Systém spravy
znalosti o sluzbach zahrnuje systém
spravy konfiguraci a rovnéz tak dals$i
databaze a informacni systémy. Systém
spravy znalosti o sluzbach zahrnuje
nastroje pro sbér, uloZeni, aktualizaci,
analyzu a prezentaci v§ech znalosti,
informaci a dat, které poskytovatel sluzeb
potfebuje k fizeni celého Zivotniho cyklu
sluzeb IT. Viz také sprava znalosti.

service level uroven sluzby Measured and reported achievement Méfeny a vykazovany vykon vici
against one or more service level jednomu nebo vice cilim trovni sluzeb
targets. The term is sometimes used (service level targets). Termin troven
informally to mean service level sluzby je nékdy pouzit neformalné
target. k oznaceni cile irovné sluzby.

service level dohoda o trovnich (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)

agreement (SLA)

sluzeb (SLA)

(ITIL Service Design) An agreement
between an IT service provider and a
customer. A service level agreement
describes the IT service, documents

responsibilities of the IT service
provider and the customer. A single
agreement may cover multiple IT
services or multiple customers. See
also operational level agreement.

service level targets, and specifies the

(ITIL Service Design) Dohoda mezi
poskytovatelem sluzeb IT a zakaznikem.
Dohoda o urovnich sluzeb popisuje
sluzbu IT, dokumentuje cile trovni sluzeb
a specifikuje odpovédnosti poskytovatele
sluzeb IT a zékaznika. Jedna dohoda o
urovni sluzeb muze pokryvat fadu sluzeb
IT nebo vice zakaznikl. Viz také dohoda
o Urovni provoznich sluzeb (OLA).

service level
management (SLM)

sprava urovni sluzeb
(SLM)

(ITIL Service Design) The process
responsible for negotiating achievable
service level agreements and
ensuring that these are met. Itis
responsible for ensuring that all IT
service management processes,
operational level agreements and
underpinning contracts are
appropriate for the agreed service
level targets. Service level
management monitors and reports on
service levels, holds regular service
reviews with customers, and identifies
required improvements.

(ITIL Service Design) Proces, ktery
odpovida za sjednani dosazitelnych
dohod o Urovnich sluzeb (SLA) a za
zajisténi plnéni téchto dohod. Odpovida
za zajisténi toho, aby vSechny procesy
spravy sluzeb IT, dohody o urovni
provoznich sluzeb (OLA) a podpurné
smlouvy (UC) byly pfiméfené
dohodnutym ciliim drovni sluzeb. Sprava
urovni sluzeb monitoruje a vykazuje
urovné sluzeb, organizuje pravidelné
revize sluzeb se zakazniky a identifikuje
vyzadovana zlep$eni.
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service level
package (SLP)

bali¢ek urovné
sluzeb (SLP)

See service option.

Viz varianta sluzby.

service level
requirement (SLR)

pozadavek na
urovné sluzby (SLR)

(ITIL Continual Service Improvement)
(ITIL Service Design) A customer
requirement for an aspect of an IT
service. Service level requirements
are based on business objectives and
used to negotiate agreed service level
targets.

(ITIL Continual Service Improvement)
(ITIL Service Design) Pozadavek
zakaznika na vlastnost sluzby IT.
Pozadavky na urovné sluzby jsou
zaloZeny na cilech businessu a jsou
uzivany k vyjednani cilt rovné sluzeb.

service level target

cil urovni sluzeb

(ITIL Continual Service Improvement)
(ITIL Service Design) A commitment
that is documented in a service level
agreement. Service level targets are
based on service level requirements,
and are needed to ensure that the IT
service is able to meet business
objectives. They should be SMART,
and are usually based on key
performance indicators.

(ITIL Continual Service Improvement)
(ITIL Service Design) Zavazek
dokumentovany v dohodé o urovni sluzeb
(SLA). Cile arovni sluzeb vychazeji

z pozadavkl na Urovné sluzeb a jsou
potfebné k zajisténi toho, aby sluzba IT
napliiovala cile businessu. Cile by mély
byt “SMART”, jsou obvykle zaloZzené na
kliCovych ukazatelich vykonnosti.

service lifecycle

Zivotni cyklus sluzby

An approach to IT service
management that emphasizes the
importance of coordination and
control across the various functions,
processes and systems necessary to
manage the full lifecycle of IT
services. The service lifecycle
approach considers the strategy,
design, transition, operation and
continual improvement of IT services.
Also known as service management
lifecycle.

Pristup ke sprave sluzeb IT, jenz
zdurazriuje vyznam koordinace a fizeni
napfi¢ riznymi funkcemi, procesy a
systémy, coz je nutné pro spravu
kompletniho Zivotniho cyklu sluzeb IT.
PFistup Zivotniho cyklu uvazuje strategii,
navrh, pfechod, provoz a neustalé
zlepSovani sluzeb IT. Je také znam jako
sprava zivotniho cyklu sluzby.

service maintenance

cil udrzby sluzeb

(ITIL Service Operation) The

(ITIL Service Operation) Doba, béhem

objective (SMO) (SMO) expected time that a configuration které bude konfiguracni polozka
item will be unavailable due to nedostupna diky planované aktivité
planned maintenance activity. udrzby.

service sprava sluzeb A set of specialized organizational Soustava specifickych organiza¢nich

management capabilities for providing value to zpusobilosti potfebnych pro poskytovani
customers in the form of services. hodnoty zakaznikovi ve formé sluzeb.

service sprava zivotniho See service lifecycle. Viz Zivotni cyklus sluzby.

management cyklu sluzby

lifecycle

service manager

manazer sluzeb

A generic term for any manager within
the service provider. Most commonly
used to refer to a business
relationship manager, a process
manager or a senior manager with
responsibility for IT services overall.

Obecny termin pro kazdého manazera
poskytovatele sluzeb. Nejéastéji se
pouziva ve spojeni s manazerem vztah(
s businessem, procesnim manazerem
nebo senior manazerem odpovédnym za
sluzby IT celkové.
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service model

model sluzby

(ITIL Service Strategy) A model that
shows how service assets interact
with customer assets to create value.
Service models describe the structure
of a service (how the configuration
items fit together) and the dynamics
of the service (activities, flow of
resources and interactions). A service
model can be used as a template or
blueprint for multiple services.

(ITIL Service Strategy) Model, jenz
ukazuje, jak aktiva sluzby interaguji

s aktivy zakaznika, aby vytvofila hodnotu.
Modely sluzby popisuiji strukturu sluzby
(jak spolu souviseji konfiguraéni polozky)
a dynamiku sluzby (Cinnosti, tok zdroju a
interakce). Model sluzby muze byt pouzit
jako 8ablona nebo vzor pro vice sluzeb.

service operation

provoz sluzeb

(ITIL Service Operation) A stage in
the lifecycle of a service. Service
operation coordinates and carries out
the activities and processes required
to deliver and manage services at
agreed levels to business users and
customers. Service operation also
manages the technology that is used
to deliver and support services.
Service operation includes the
following processes: event
management, incident management,
request fulfilment, problem
management, and access
management. Service operation also
includes the following functions:
service desk, technical management,
IT operations management, and
application management. Although
these processes and functions are
associated with service operation,
most processes and functions have
activities that take place across
multiple stages of the service
lifecycle. See also operation.

(ITIL Service Operation) Faze v Zivotnim
cyklu sluzby. Provoz sluzeb koordinuje a
provadi ¢innosti a procesy vyzadované
pro dodavku a spravu sluzeb na
dohodnutych drovnich podnikovym
uzivatelim a zakaznikim. Provoz sluzeb
rovnéz spravuje technologie, které se
pouzivaji pro dodavku a podporu sluzeb.
Provoz sluzeb zahrnuje nasledujici
procesy: sprava udalosti, sprava
incidentd, pInéni zadosti, sprava
problémU a sprava pfistupl. Provoz
sluzeb rovnéz zahrnuje nasledujici
funkce: service desk, technicka sprava,
sprava provozu IT a sprava aplikaci. |
kdyZ tyto procesy a funkce jsou svazany s
provozem sluzeb, vétsina procest a
funkci ma Ginnosti, které se uskute¢nuji
v fadé dal$ich fazi Zivotniho cyklu sluzby.
Viz také provoz.

service option

varianta (alternativa)
sluzby

(ITIL Service Design) (ITIL Service
Strategy) A choice of utility and
warranty offered to customers by a
core service or service package.
Service options are sometimes
referred to as service level packages.

(ITIL Service Design) (ITIL Service
Strategy) Volba uzite¢nosti a zaruky,
kterou zakaznikim nabizi klicova sluzba
nebo bali¢ek sluzby. Varianty sluzby jsou
nékdy oznacovany za bali¢ky drovni
sluzby.

service owner

vlastnik sluzby

(ITIL Service Strategy) A role
responsible for managing one or more
services throughout their entire
lifecycle. Service owners are
instrumental in the development of
service strategy and are responsible
for the content of the service portfolio.
See also business relationship
management.

(ITIL Service Strategy) Role odpovédna
za spravu jedné nebo vice sluzeb

v prlibéhu jejich Zivotniho cyklu. Vlastnici
sluzeb jsou napomocni pfi rozvoji
strategie sluZzeb a odpovidaji za obsah
portfolia sluzeb. Viz také sprava vztaht

s businessem.
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service package bali¢ek sluzby (ITIL Service Strategy) Two or more (ITIL Service Strategy) Dvé nebo vice
services that have been combined to sluzeb, které jsou zkombinovany do
offer a solution to a specific type of nabidky feseni specifického typu podle
customer need or to underpin specific potieby zékaznika nebo pro podporu
business outcomes. A service specifickych podnikovych vystupu.
package can consist of a combination Balicek sluzby se mlze skladat
of core services, enabling services z kombinace kli¢ovych sluzeb,
and enhancing services. A service podmiriujicich sluzeb a rozsitujicich
package provides a specific level of sluzeb. Bali¢ek sluzby poskytuje
utility and warranty. Customers may specifickou Uroven uzite¢nosti a zaruky.
be offered a choice of utility and Zakaznikim mlze byt nabizen vybér
warranty through one or more service uzite€nosti a zaruky z vice alternativ
options. See also IT service. sluzby. Viz také sluzba IT.
service pipeline zasobnik sluzeb / (ITIL Service Strategy) A database or (ITIL Service Strategy) Databaze nebo

planované sluzby structured document listing all IT strukturovany dokument zahrnuijici
services that are under consideration v8echny sluzby IT, které jsou pfedmétem
or development, but are not yet uvah nebo vyvoje, ale jesté nejsou
available to customers. The service dostupné zakaznikovi. Poskytuje nahled
pipeline provides a business view of na mozné budouci sluzby IT a je tou &asti
possible future IT services and is part portfolia sluzeb, ktera obvykle neni
of the service portfolio that is not zvefejiiovana zakaznikim.

normally published to customers.

service portfolio portfolio sluzeb (ITIL Service Strategy) The complete (ITIL Service Strategy) Uplna sada
set of services that is managed by a sluzeb, ktera je spravovana
service provider. The service portfolio poskytovatelem sluzeb. Portfolio sluzeb je
is used to manage the entire lifecycle pouzivano k spravé celého zivotniho
of all services, and includes three cyklu v8ech sluzeb, obsahuje tfi

categories: service pipeline (proposed kategorie: zasobnik sluzeb (navrzenych
or in development), service catalogue nebo ve vyvoji), katalog sluzeb (v provozu
(live or available for deployment), and nebo pfipravené k nasazeni) a vyfazené

retired services. See also customer sluzby. Viz také portfolio dohod se
agreement portfolio; service portfolio zakazniky; sprava portfolia sluzeb.
management.

service portfolio sprava portfolia (ITIL Service Strategy) The process (ITIL Service Strategy) Proces

management (SPM) sluzeb (SPM) responsible for managing the service odpovédny za spravu portfolia sluzeb.
portfolio. Service portfolio Sprava portfolia sluzeb zajistuje, aby
management ensures that the service poskytovatel sluzeb mél spravnou
provider has the right mix of services kombinaci sluZeb které odpovidaji
to meet required business outcomes pozadovanym podnikovym vystuptm pfi
at an appropriate level of investment. pfijatelné Urovni investovani. Sprava
Service portfolio management portfolia sluzeb pohlizi na sluzby z
considers services in terms of the hlediska hodnoty, kterou poskytuji
business value that they provide. businessu.

service potential potencial sluzby (ITIL Service Strategy) The total (ITIL Service Strategy) Celkova mozna
possible value of the overall hodnota veskerych zpusobilosti a zdroju
capabilities and resources of the IT poskytovatele sluzeb IT.

service provider.

service provider poskytovatel sluzeb (ITIL Service Strategy) An (ITIL Service Strategy) Organizace
organization supplying services to poskytujici sluzby jednomu ¢i vice
one or more internal customers or internim nebo externim zakaznikim. Jako
external customers. Service provider poskytovatel sluzeb je ¢asto oznacovan
is often used as an abbreviation for IT poskytovatel sluzeb IT. Viz také
service provider. See also Type | poskytovatel sluzeb prvniho typu,
service provider; Type Il service poskytovatel sluzeb druhého typu,
provider; Type Il service provider. poskytovatel sluzeb tfetiho typu.
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service provider
interface (SPI)

rozhrani
poskytovatele sluzeb
(SPI)

(ITIL Service Strategy) An interface
between the IT service provider and a
user, customer, business process or
supplier. Analysis of service provider
interfaces helps to coordinate end-to-
end management of IT services.

(ITIL Service Strategy) Rozhrani mezi
poskytovatelem sluzeb IT a uzivatelem,
zakaznikem, podnikovym procesem nebo
dodavatelem. Analyza rozhrani
poskytovatele sluzeb pomaha koordinovat
kompletni spravu sluzeb IT.

service reporting

vykazovani sluzeb /
reporting sluzeb

(ITIL Continual Service Improvement)
Activities that produce and deliver
reports of achievement and trends
against service levels. The format,
content and frequency of reports
should be agreed with customers.

(ITIL Continual Service Improvement)
Cinnosti, které produkuji a dodavaji
vykazy o vykonech, trendech a jejich
porovnanich s Urovni sluzeb. Format,
obsah a frekvence vykazl by mély byt
dohodnuty se zakazniky.

service request

Zadost o sluzbu

(ITIL Service Operation) A formal
request from a user for something to
be provided — for example, a request
for information or advice; to reset a
password; or to install a workstation
for a new user. Service requests are
managed by the request fulfilment
process, usually in conjunction with
the service desk. Service requests
may be linked to a request for change
as part of fulfilling the request.

(ITIL Service Operation) Formalni Zadost
uzivatele o néco, co ma byt poskytnuto —
napf. zadost o informaci nebo radu, o
obnoveni hesla, nebo o instalaci pracovni
stanice pro nového uZivatele. Zadosti o
sluzbu jsou spravovany procesem plnéni
zadosti, obvykle ve spojeni se service
deskem. Zadosti o sluzbu mohou byt
navazany na zménu jako soucéast plnéni
zadosti.

service sourcing

zajisténi zdroju
sluzeb

(ITIL Service Strategy) The strategy
and approach for deciding whether to
provide a service internally, to
outsource it to an external service
provider, or to combine the two
approaches. Service sourcing also
means the execution of this strategy.
See also insourcing; internal service
provider; outsourcing.

(ITIL Service Strategy) Strategie a
pfistup k rozhodovani, zda zabezpecit
sluzbu interné, nebo svéfit jeji
poskytovani externimu poskytovateli
sluzeb, nebo zkombinovat oba tyto
pfistupy. Zajisténi zdroje sluzby také
znamena realizaci této strategie. Viz také
insourcing; interni poskytovatel sluzeb;
outsourcing.

service strategy

strategie sluzeb

(ITIL Service Strategy) A stage in the
lifecycle of a service. Service strategy
defines the perspective, position,
plans and patterns that a service
provider needs to execute to meet an
organization’s business outcomes.
Service strategy includes the
following processes: strategy
management for IT services, service
portfolio management, financial
management for IT services, demand
management, and business
relationship management. Although
these processes are associated with
service strategy, most processes
have activities that take place across
multiple stages of the service
lifecycle.

(ITIL Service Strategy) Faze Zivotniho
cyklu sluzby. Strategie sluzeb definuje
perspektivu, pozici, plany a
charakteristické znaky, které ma
poskytovatel sluZzeb provést, aby uspokojil
obchodni vystupy organizace. Strategie
sluzeb zahrnuje nasledujici procesy:
strategicka sprava sluzeb IT, sprava
portfolia sluzeb, sprava financi pro sluzby
IT, sprava pozadavku a sprava vztaht

s businessem. | kdyzZ tyto procesy a
funkce jsou spjaty se strategii sluzeb,
vétsina procesl a funkci ma své cinnosti
v fadé dal$ich fazi Zivotniho cyklu sluzby.
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service transition pfechod sluzby (ITIL Service Transition) A stage in (ITIL Service Transition) Faze Zivotniho
the lifecycle of a service. Service cyklu sluzby. Pfechod sluzby zajistuje,
transition ensures that new, modified aby nové, modifikované nebo vyfazené
or retired services meet the sluzby uspokojily oéekavani businessu,
expectations of the business as jak jsou dokumentovany ve fazich
documented in the service strategy Zivotniho cyklu strategie sluzeb a navrh
and service design stages of the sluzeb. Pfechod sluzby obsahuje
lifecycle. Service transition includes nasledujici procesy: planovani a podpora
the following processes: transition pfechodu, sprava zmén, sprava releasu a
planning and support, change nasazeni, validace a testovani sluzby,
management, service asset and vyhodnoceni zmény a sprava znalosti. |
configuration management, release kdyz tyto procesy a funkce jsou
and deployment management, pfidruzeny k pfechodu sluzby, vétSina
service validation and testing, change procesu a funkci méa své ¢innosti v fadé
evaluation, and knowledge dal$ich fazi Zivotniho cyklu sluzby. Viz
management. Although these také pfechod.

processes are associated with service
transition, most processes have
activities that take place across
multiple stages of the service
lifecycle. See also transition.

service validation validace a testovani (ITIL Service Transition) The process (ITIL Service Transition) Proces
and testing sluzby responsible for validation and testing odpovidajici za validaci a testovani nové
of a new or changed IT service. nebo ménéné sluzby IT. Validace a

Service validation and testing ensures testovani sluzby zajistuje, Ze sluzba IT
that the IT service matches its design odpovida specifikaci navrhu a pini
specification and will meet the needs potieby businessu.

of the business.

service valuation ohodnoceni sluzby (ITIL Service Strategy) A (ITIL Service Strategy) Méfeni celkovych
measurement of the total cost of nakladl na dodavku sluzby IT a celkové
delivering an IT service, and the total hodnoty této sluzby IT pro business.
value to the business of that IT Ohodnoceni sluzby pomaha businessu a
service. Service valuation is used to dodavateli sluzeb IT dohodnout hodnotu
help the business and the IT service sluzby IT.
provider agree on the value of the IT
service.

serviceability servisovatelnost (ITIL Continual Service Improvement) (ITIL Continual Service

(ITIL Service Design) The ability of a Improvement)(ITIL Service Design)
third-party supplier to meet the terms Schopnost dodavatele, tieti strany,

of its contract. This contract will dostat podminkam smlouvy. Tato
include agreed levels of reliability, smlouva zahrnuje dohodnuté drovné
maintainability and availability for a spolehlivosti, udrzovatelnosti nebo
configuration item. dostupnosti konfiguraéni polozky.
seven-step zlepSovaci process v (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
improvement sedmi krocich The process responsible for defining Proces odpovédny za definovani a spravu
process and managing the steps needed to krokt nutnych pro identifikaci, definovani,
identify, define, gather, process, shromazdéni, zpracovani, anylyzovani,
analyse, present and implement prezentaci a implementaci zlep$eni.
improvements. The performance of Tento process kontinualné méfi
the IT service provider is continually vykonnost poskytovatele sluzby IT; v
measured by this process and procesech, sluzbach IT a infrastruktufe IT
improvements are made to jsou realizovana zlep$eni za ucelem
processes, IT services and IT zvySeni hospodarnosti, efektivity a
infrastructure in order to increase nakladové efektivity. PFilezitosti pro
efficiency, effectiveness and cost zlepSeni jsou zaznamenavany a
effectiveness. Opportunities for spravovany v registru CSI.

improvement are recorded and
managed in the CSI register.
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shared service unit

utvar poskytujici
sdilenou sluzbu

See Type |l service provider.

Viz poskytovatel sluzby typu Il.

shift sména (ITIL Service Operation) A group or (ITIL Service Operation) Skupina nebo
team of people who carry out a tym vykonavajici urcitou roli v uréeném
specific role for a fixed period of time. Casovém Useku. Napf. podporu sluzby IT
For example, there could be four dostupné 24 hodin denné vykonavaji ctyfi
shifts of IT operations control smény pracovniku fizeni provozu IT.
personnel to support an IT service
that is used 24 hours a day.

simulation modelling simulaéni (ITIL Continual Service Improvement) (ITIL Service Design) (ITIL Continual

modelovani (ITIL Service Design) A technique that Service Improvement) Technika, jez

creates a detailed model to predict
the behaviour of an IT service or other
configuration item. A simulation model
is often created by using the actual
configuration items that are being
modelled with artificial workloads or
transactions. They are used in
capacity management when accurate
results are important. A simulation
model is sometimes called a
performance benchmark. See also
analytical modelling; modelling.

vytvafi detailni model pro pfedpoveéd
chovani konfiguracni polozky nebo sluzby
IT. Casto se vytvafi s pouzitim platnych
konfiguraénich polozek, které jsou
modelovany se simulovanou pracovni
zatézi nebo transakcemi. V pfipadé
potieby pfesnych vysledkd jsou simulaéni
modely vyuzivany spravou kapacit.
Simulaéni model je nékdy nazyvan
vykonnostni benchmark. Viz také
analytické modelovani; modelovani.

single point of
contact

jediné kontaktni
misto

(ITIL Service Operation) Providing a
single consistent way to communicate
with an organization or business unit.
For example, a single point of contact
for an IT service provider is usually
called a service desk.

(ITIL Service Operation) Poskytnuti
jediného konzistentniho zpGsobu
komunikace s organizaci nebo
podnikovou jednotkou. Napt. jediné
kontaktni misto poskytovatele sluzeb IT
se obvykle nazyva service desk.

single point of failure
(SPOF)

kritické misto
poruchy (SPOF)

(ITIL Service Design) Any
configuration item that can cause an
incident when it fails, and for which a
countermeasure has not been
implemented. A single point of failure
may be a person or a step in a
process or activity, as well as a
component of the IT infrastructure.
See also failure.

(ITIL Service Design) Jakakoliv
konfiguraéni polozka, ktera v pfipadé, ze
selze, muze zplsobit incident, a pro
kterou neni implementovano
protiopatreni. Kritické misto poruchy
muze byt osoba, krok procesu nebo
cinnost, stejné jako komponenta
infrastruktury IT.

Viz také porucha.

SLAM chart graf monitorovani (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
SLA (SLAM) A service level agreement monitoring Graf monitorovani dosazenych vysledkd

chart is used to help monitor and dohody o trovni sluzeb (SLA) v porovnani
report achievements against service s jejimi cili. V grafu SLAM se typicky
level targets. A SLAM chart is pouzivaji barvy, které znazornuji, jestli
typically colour-coded to show byly dohodnuté cile urovni sluzeb pinény,
whether each agreed service level nesplnény ¢i témér nespinény v prabéhu
target has been met, missed or nearly uplynulych 12 mésicu.
missed during each of the previous 12
months.

SMART SMART (ITIL Continual Service Improvement) (ITIL Service Design) (ITIL Continual

(ITIL Service Design) An acronym for
helping to remember that targets in

service level agreements and project
plans should be specific, measurable,
achievable, relevant and time-bound.

Service Improvement) Akronym, ktery by
nam mél umoznit lep$i zapamatovani, ze
cile dohody o Urovni sluzeb nebo
projektovych plant maji byt “specific
(specifické), measurable (méfitelné),
achievable (dosazitelné), relevant
(relevantni) and time-bound (Casové
zavazné)".
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shapshot

snimek

(ITIL Continual Service Improvement)
(ITIL Service Transition) The current
state of a configuration item, process
or any other set of data recorded at a
specific point in time. Snapshots can
be captured by discovery tools or by
manual techniques such as an
assessment. See also baseline;
benchmark.

(ITIL Service Transition) Okamzity stav
konfiguraéni polozky, procesu nebo
jakékoli jiné mnoziny dat zaznamenany
v urgitém ¢asovém momentu. Snimky
mohou byt zachyceny vyhledavacimi
nastroji nebo manualnimi technikami,
napf. posouzenim. Viz také vychozi stav
(baseline); benchmark.

software asset

sprava softwarovych

(ITIL Service Transition) The process

(ITIL Service Transition) Proces

management (SAM) aktiv (SAM) responsible for tracking and reporting odpovédny za sledovani a reportovani
the use and ownership of software vyuziti a vlastnictvi softwarovych aktiv
assets throughout their lifecycle. bé&hem jejich Zivotniho cyklu. Sprava
Software asset management is part of | softwarovych aktiv je soucasti celkového
an overall service asset and procesu spravy aktiv sluzeb a konfiguraci.
configuration management process. Tento proces neni v klicovych publikacich
This process is not described in detail ITIL detailngji popsan.
within the core ITIL publications.

source zdroj See service sourcing. Viz zajisténi zdroju sluzeb.

specification specifikace A formal definition of requirements. A Formalni definice pozadavku. Specifikace
specification may be used to define muze definovat technické nebo provozni
technical or operational requirements, pozadavky, mlze byt externi nebo interni.
and may be internal or external. Many Mnoho vefejnych norem (standardul) se
public standards consist of a code of sklada ze souboru postupt a specifikace.
practice and a specification. The Specifikace definuje normu, oproti které
specification defines the standard se u organizace provadi audit.
against which an organization can be
audited.

stakeholder zainteresovana A person who has an interest in an Osoba, kterd ma néjaky zajem na

osoba organization, project, IT service etc. organizaci, projektu, sluzbé IT atd.

Stakeholders may be interested in the Zainteresované strany mohou mit zajem
activities, targets, resources or na ¢innostech, cilech, zdrojich nebo
deliverables. Stakeholders may dodavkach. Zainteresovanymi stranami
include customers, partners, mohou byt zakaznici, partnefi,
employees, shareholders, owners etc. zaméstnanci, akcionafi, vlastnici atd. Viz
See also RACI. také RACI.

standard norma / standard A mandatory requirement. Examples Povinny pozadavek. Napf. ISO/IEC

include ISO/IEC 20000 (an
international standard), an internal
security standard for Unix
configuration, or a government
standard for how financial records
should be maintained. The term is
also used to refer to a code of
practice or specification published by
a standards organization such as ISO
or BSI. See also guideline.

20000 (mezinarodni norma), vnitfni
bezpecnostni standard konfigurace
UNIXu nebo vladni standard pro spravu
finanénich zaznamu. Termin je pouzivan
také v souvislosti se soubory postupt
nebo specifikacemi uverejnénymi
organizaci zabyvajici se normami jako
napf. ISO nebo BSI. Viz také smérnice.
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standard change

standardni zména

(ITIL Service Transition) A pre-
authorized change that is low risk,
relatively common and follows a
procedure or work instruction — for
example, a password reset or
provision of standard equipment to a
new employee. Requests for change
are not required to implement a
standard change, and they are logged
and tracked using a different
mechanism, such as a service
request. See also change model.

(ITIL Service Transition) Pfedem
schvalena zména predstavujici nizké
riziko, relativné obvykla, vykonavana
podle urcitého postupu nebo pracovnich
instrukci. Napf. opétovné nastaveni hesla
nebo poskytnuti standardniho vybaveni
novému zaméstnanci. Implementace
standardni zmény nevyzaduje zadost o
zménu (RFC), k zaznamenani a
sledovani se pouzivaji jiné mechanismy,
jako zadost o sluzbu. Viz také zménovy
model.

standard operating
procedures (SOP)

standardni provozni
postupy

(ITIL Service Operation) Procedures
used by IT operations management.

(ITIL Service Operation) Postupy
pouzivané spravou provozu IT.

standby

zalozni / zaloha

(ITIL Service Design) Used to refer to
resources that are not required to
deliver the live IT services, but are
available to support IT service
continuity plans. For example, a
standby data centre may be
maintained to support hot standby,
warm standby or cold standby
arrangements.

(ITIL Service Design) Pouziva se

v souvislosti se zdroji, které nejsou pfimo
nutné k dodavce provoznich sluzeb IT,
ale jsou k dispozici pro podporu planu
kontinuity sluzby IT. Napf. pro podporu
horkeé zalohy, teplé zalohy nebo studené
zalohy se mlze udrzovat zalozni datové
centrum.

statement of
requirements (SOR)

formulace
pozadavk( (SOR)

(ITIL Service Design) A document
containing all requirements for a
product purchase, or a new or
changed IT service. See also terms of
reference.

(ITIL Service Design) Dokument
obsahujici vSechny pozadavky na nakup
produktt nebo na novou & zménénou
sluzbu IT. Viz také soupis podkladu.

status

stav

The name of a required field in many
types of record. It shows the current
stage in the lifecycle of the associated
configuration item, incident, problem
etc.

Nazev povinného pole v mnoha typech
zdznamu. Vypovida o stavajicim stadiu
zivotniho cyklu pfislusné konfiguraéni
polozky, incidentu, problému atd.

status accounting

evidovani stavu

(ITIL Service Transition) The activity
responsible for recording and
reporting the lifecycle of each
configuration item.

(ITIL Service Transition) Cinnost
odpovédna za zaznamenavani a
vykazovani zivotniho cyklu kazdé
konfiguraéni polozky.

storage sprava ulozist (ITIL Service Operation) The process (ITIL Service Operation) Proces
management responsible for managing the storage odpovédny za ukladani a Gudrzbu dat
and maintenance of data throughout v priibéhu jejich Zivotniho cyklu.
its lifecycle.
strategic strategicky (ITIL Service Strategy) The highest of (ITIL Service Strategy) Nejvyssi ze tfi

three levels of planning and delivery
(strategic, tactical, operational).
Strategic activities include objective
setting and long-term planning to
achieve the overall vision.

urovni planovani a dodavky (strategicka,
takticka a provozni). Strategické cinnosti
zahrnuji nastaveni cilt a dlouhodobé
planovani za t¢elem dosazeni komplexni
vize.
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strategic asset

strategické aktivum

(ITIL Service Strategy) Any asset that
provides the basis for core
competence, distinctive performance
or sustainable competitive advantage,
or which allows a business unit to
participate in business opportunities.
Part of service strategy is to identify
how IT can be viewed as a strategic
asset rather than an internal
administrative function.

(ITIL Service Strategy) Jakékoli aktivum,
které vytvari zakladnu pro klicové
kompetence, odliSitelnou vykonnost nebo
udrzitelnou konkurenéni vyhodu, nebo
které umozriuje jednotce businessu
participovat na obchodnich pfilezZitostech.
Soucasti strategie sluzeb je identifikovat,
jak vnimat IT jako strategické aktivum,
spiSe nez vnitfni administrativni funkci.

strategy strategie (ITIL Service Strategy) A strategic (ITIL Service Strategy) Strategicky plan
plan designed to achieve defined navrzeny tak, aby ved| k dosazeni
objectives. planovanych cilG.

strategy strategicka sprava (ITIL Service Strategy) The process (ITIL Service Strategy) Proces odpovédny

management for IT
services

sluzeb IT

responsible for defining and
maintaining an organization’s
perspective, position, plans and
patterns with regard to its services
and the management of those
services. Once the strategy has been
defined, strategy management for IT
services is also responsible for
ensuring that it achieves its intended
business outcomes.

za definovani a udrzovani perspektivy,
pozice, plant a charakteristickych znaku
organizace s ohledem na jeji sluzby a
spravu téchto sluzeb. Poté, co strategie
byla definovana, je strategicka sprava
sluzeb IT odpovédna rovnéz za zajisténi,
Ze strategie dosahne svych zamyslenych
podnikovych vystupt.

super user superuzivatel (ITIL Service Operation) A user who (ITIL Service Operation) UZivatel
helps other users, and assists in pomahajici ostatnim uzivateliim
communication with the service desk v komunikaci se service deskem a
or other parts of the IT service s jinymi oddélenimi poskytovatele sluzeb
provider. Super users are often IT. Super uzivatelé jsou Gasto experty
experts in the business processes v podnikovych procesech a poskytuji
supported by an IT service and will podporu pfi mensich incidentech a
provide support for minor incidents Skoleni.
and training.
supplier dodavatel (ITIL Service Design) (ITIL Service (ITIL Service Design) (ITIL Service
Strategy) A third party responsible for Strategy) Treti strana zodpovédna za
supplying goods or services that are dodavku zbozi nebo sluzeb nutnych
required to deliver IT services. k dodavani sluzeb IT. Prikladem jsou
Examples of suppliers include dodavatelé hardwaru nebo softwaru,
commodity hardware and software poskytovatelé internetovych a
vendors, network and telecom telekomunikacnich sluzeb a organizace
providers, and outsourcing poskytujici outsourcingové sluzby. Viz
organizations. See also supply chain; také dodavatelsky fetézec; podplirna
underpinning contract. smlouva.
supplier and informacni systém (ITIL Service Design) A set of tools, (ITIL Service Design) Sada nastroju, dat a
contract spravy dodavatelt a data and information that is used to informaci uzivanych poro podporu spravy
management smluv (SCMIS) support supplier management. See dodavatelt. Viz také systém spravy
information also service knowledge management znalosti o sluzbach.

system (SCMIS)

system.
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supplier sprava dodavatelt (ITIL Service Design) The process (ITIL Service Design) Proces zaijistujici,

management responsible for obtaining value for Ze organizace dostane od dodavatelt
money from suppliers, ensuring that hodnotu za penize (VFM), Ze v8echny
all contracts and agreements with dodavatelské smlouvy a dohody
suppliers support the needs of the podporuji potfeby businessu a Ze vsichni
business, and that all suppliers meet dodavatelé pini své smluvni zavazky. Viz
their contractual commitments. See také informacni systém spravy
also supplier and contract dodavatelt a smluv.
management information system.

supply chain dodavatelsky retézec (ITIL Service Strategy) The activities (ITIL Service Strategy) Cinnosti, které v
in a value chain carried out by ramci hodnotového fetézce vykonavaji
suppliers. A supply chain typically dodavatelé. Dodavatelsky fetézec bézné
involves multiple suppliers, each zahrnuje vice dodavatelu pfidavajicich
adding value to the product or hodnotu produktu nebo sluzbé. Viz také
service. See also value network. hodnotova sit.

support group skupina podpory (ITIL Service Operation) A group of (ITIL Service Operation) Skupina lidi

people with technical skills. Support
groups provide the technical support
needed by all of the IT service
management processes. See also
technical management.

s technickymi dovednostmi. Poskytuji
technickou podporu nutnou pro vSechny
procesy spravy sluzeb IT. Viz také
technicka sprava.

support hours

provozni doba
podpory

(ITIL Service Design) (ITIL Service
Operation) The times or hours when
support is available to the users.
Typically these are the hours when
the service desk is available. Support
hours should be defined in a service
level agreement, and may be different
from service hours. For example,
service hours may be 24 hours a day,
but the support hours may be 07:00 to
19:00.

(ITIL Service Design) (ITIL Service
Operation) Doba, po kterou je
poskytovana podpora uzivatelm.
Vétsinou je to doba, kdy je dostupny
service desk. Provozni doba podpory by
méla byt definovana v dohodé o drovni
sluzeb a mUze byt odli§na od provozni
doby sluzby. Nap¥. provozni doba sluzby
muze byt 24 hodin denné, ale provozni
doba podpory muze byt od 7:00 do 19:00.

supporting service

podpurna sluzba

(ITIL Service Design) An IT service
that is not directly used by the
business, but is required by the IT
service provider to deliver customer-
facing services (for example, a
directory service or a backup service).
Supporting services may also include
IT services only used by the IT
service provider. All live supporting
services, including those available for
deployment, are recorded in the
service catalogue along with
information about their relationships
to customer-facing services and other
Cls.

(ITIL Service Design) Sluzba, ktera neni
pfimo uzivana businessem, av$ak je
vyzadovana poskytovatelem sluzeb IT
pro dodavku sluzeb pouzivanych pfimo
zéakazniky (napf. adresafova sluzba nebo
sluzba zalohy). Podpurné sluzby mohou
rovnéz zahrnovat sluzby, které uziva
pouze poskytovatel sluzeb IT. VSechny
podpurné sluzby v provozu véetné sluzeb
k dispozici pro nasazeni jsou
zaznamenany v katalogu sluzeb spolu

s informacemi o jejich vztazich k sluzbam
v kontaktu se zakazniky a k dalSim
konfiguraénim polozkam.

SWOT analysis

SWOT analyza

(ITIL Continual Service Improvement)
A technique that reviews and
analyses the internal strengths and
weaknesses of an organization and
the external opportunities and threats
that it faces. SWOT stands for
strengths, weaknesses, opportunities
and threats.

(ITIL Continual Service Improvement)
Technika, ktera zachycuje a analyzuje
interni silné a slabé stranky organizace a
externi pfilezitosti a hrozby. SWOT je
mnemotechnicka zkratka pro strength,
weaknesses, opportunities, threats — silné
stranky, slabé stranky, pfilezZitosti, hrozby.
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system systém A number of related things that work Mnozina souvisejicich elementu,
together to achieve an overall pusobicich spole¢né v zajmu dosazeni
objective. For example: urcitého cile. Napf.:
d pogitadovy systém
° A computer system obsahujici hardware,
including hardware, software a aplikace
software and
applications ®  manazersky systém
zahrnujici soustavu politik,
° A management system, procesu, funkci, norem,
including the framework navodu a nastroju,
of policy, processes, planovanych a fizenych
functions, standards, spolec¢né - napf. systém
guidelines and tools that fizeni kvality.
are planned and
managed togeth_er ~for hd systém spravy databaze
example, a quality nebo operadni systém
management system obsahujici mnoho
softwarovych modult
° A database navrzenych k vykonavani
management system or sady souvisejicich funkci.
operating system that
includes many software
modules which are
designed to perform a
set of related functions.
system sprava systému The part of IT service management Cast spravy sluzeb IT zaméfujici se spige
management that focuses on the management of IT | na spravu infrastruktury IT nez na
infrastructure rather than process. procesy.
tactical takticky The middle of three levels of planning Prostfedni ze tfi Grovni planovani a
and delivery (strategic, tactical, dodavky (strategicka, takticka a
operational). Tactical activities include provozni). Taktické Ginnosti zahrnuiji
the medium-term plans required to stfednédobé plany nutné k dosazeni
achieve specific objectives, typically konkrétnich cild, vétsinou pro obdobi
over a period of weeks to months. tydnt az mésicu.
technical technicka sprava (ITIL Service Operation) The function (ITIL Service Operation) Funkce
management responsible for providing technical odpovédna za zabezpeceni technickych
skills in support of IT services and dovednosti pfi podpore sluzeb IT a
management of the IT infrastructure. spravé infrastruktury IT. Technicka sprava
Technical management defines the definuje role podplrnych skupin, stejné
roles of support groups, as well as the | jako nastroje, procesy a pozadované
tools, processes and procedures postupy.
required.
technical technické (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)
observation (TO) pozorovani (ITIL Service Operation) A technique Technika uzivana ke zlep$eni sluzby,

used in service improvement, problem
investigation and availability
management. Technical support staff
meet to monitor the behaviour and
performance of an IT service and
make recommendations for
improvement.

zkoumani problému a spravou
dostupnosti. Personal technické podpory
se schazi a monitoruje chovani a
vykonnost sluzby IT a nasledné vytvari
technicka doporuceni ke zlepSeni.

technical support

technicka podpora

See technical management.

Viz technicka sprava.
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tension metrics

zavislé metriky

(ITIL Continual Service Improvement)
A set of related metrics, in which
improvements to one metric have a
negative effect on another. Tension
metrics are designed to ensure that
an appropriate balance is achieved.

(ITIL Continual Service Improvement)
Mnozina souvisejicich metrik, kde
zlepSeni jedné metriky vede ke zhorSeni
druhé. Zavislé metriky jsou navrzeny tak,
aby bylo dosazeno pfiméfené rovnovahy.

terms of reference
(TOR)

soupis podkladu
(TOR)

(ITIL Service Design) A document
specifying the requirements, scope,
deliverables, resources and schedule
for a project or activity.

(ITIL Service Design) Dokument
specifikujici pozadavky, rozsah,
dodavané vystupy, zdroje a ¢asovy
harmonogram ¢innosti nebo projektu.

test

test

(ITIL Service Transition) An activity
that verifies that a configuration item,
IT service, process etc. meets its
specification or agreed requirements.
See also acceptance; service
validation and testing.

(ITIL Service Transition) Cinnost
ovéfujici, ze konfiguraéni polozka, sluzba
IT, proces apod. vyhovuje specifikaci
nebo splfiuje schvalené pozadavky. Viz
také akceptace; validace a testovani
sluzby.

test environment

testovaci prostredi

(ITIL Service Transition) A controlled
environment used to test
configuration items, releases, IT
services, processes etc.

(ITIL Service Transition) Rizené
prostfedi, které se vyuziva k testovani
konfiguraénich polozek, releasu, sluzeb
IT, procesu apod.

third party

treti strana

A person, organization or other entity
that is not part of the service
provider’s own organization and is not
a customer — for example, a software
supplier or a hardware maintenance
company. Requirements for third
parties are typically specified in
contracts that underpin service level
agreements. See also underpinning
contract.

Osoba, organizace nebo jina entita, které
nepatfi do organizace poskytovatele
sluzeb a nejsou zékazniky - nap¥.
dodavatel softwaru nebo spole¢nost
najata na udrzbu hardware nebo oddéleni
zabezpedujici spravu zafizeni.
Pozadavky na tfeti stranu jsou vétSinou
definovany ve smlouvéach, které podporuji
dohody o urovnich sluzeb. Viz také
podptrné smlouvy.

third-line support

treti urover podpory

(ITIL Service Operation) The third
level in a hierarchy of support groups
involved in the resolution of incidents
and investigation of problems. Each
level contains more specialist skills, or
has more time or other resources.

(ITIL Service Operation) Treti Uroven v
hierarchii podpurnych skupin zapojenych
do feseni incidentd a zkoumani problému.
Kazda vys$si uroven ma k dispozici
specialisty s vétSimi znalostmi nebo ma
vice ¢asu nebo dalSich zdroju.

threat

hrozba

A threat is anything that might exploit
a vulnerability. Any potential cause of
an incident can be considered a
threat. For example, a fire is a threat
that could exploit the vulnerability of
flammable floor coverings. This term
is commonly used in information
security management and IT service
continuity management, but also
applies to other areas such as
problem and availability management.

Hrozbou je cokoli, co mize zneuzit
zranitelnosti. Kazda potencialni pfic¢ina
incidentu mize byt povaZzovana za
hrozbu. Napf. pozar je hrozbou, ktera
mUze zneuzit zranitelnosti hoflavych
podlahovych krytin. Tento termin je
obecné pouzivan ve spravé bezpeénosti
informaci a spravé kontinuity sluzeb IT,
ale vztahuje se také k dal$im oblastem
jako sprava problému a sprava
dostupnosti.
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threshold

prahova hodnota

The value of a metric that should
cause an alert to be generated or
management action to be taken. For
example, ‘Priority 1 incident not
solved within four hours’, ‘More than
five soft disk errors in an hour’, or
‘More than 10 failed changes in a
month’.

Hodnota metriky, ktera by méla generovat
vystrahu nebo podnitit management k
urcité ¢innosti. Napf. “Incident s prioritou

1 nevyfeSeny do 4 hodin”, “Vice nez 5
mensich diskovych chyb béhem hodiny”,
“Vice nez 10 neuspésnych zmén za
meésic”.

throughput

propustnost

(ITIL Service Design) A measure of
the number of transactions or other
operations performed in a fixed time —
for example, 5,000 e-mails sent per
hour, or 200 disk I/Os per second.

(ITIL Service Design) Mira poctu
transakci nebo jinych operaci vykonanych
za uréitou dobu. Napf. 5000 e-mailt
poslanych za hodinu nebo 200 diskovych
1/0 operaci za sekundu.

total cost of
ownership (TCO)

celkové naklady
vlastnictvi (TCO)

(ITIL Service Strategy) A
methodology used to help make
investment decisions. It assesses the
full lifecycle cost of owning a
configuration item, not just the initial
cost or purchase price. See also total
cost of utilization.

(ITIL Service Strategy) Metodika
vyuzivana pfi rozhodovani o investicich.
Zohledriuje nejen pocateéni naklady nebo
nakupni cenu, ale i naklady celého
Zivotniho cyklu konfiguraéni polozky. Viz
také celkové naklady pouziti.

total cost of
utilization (TCU)

celkové naklady
pouziti (TCU)

(ITIL Service Strategy) A
methodology used to help make
investment and service sourcing
decisions. Total cost of utilization
assesses the full lifecycle cost to the
customer of using an IT service. See
also total cost of ownership.

(ITIL Service Strategy) Metodika
vyuzivana pfi rozhodovani o investicich a
zajisténi zdroju sluzeb. Celkové naklady
pouziti pfifazuji plné naklady Zivotniho
cyklu vyuzivani sluzeb IT zakaznikovi. Viz
také celkové naklady vlastnictvi.

total quality komplexni Fizeni (ITIL Continual Service Improvement) (ITIL Continual Service Improvement)

management (TQM) kvality (TQM) A methodology for managing Metodologie, ktera se pouziva pfi spravé
continual improvement by using a neustalého zlepSovani s vyuzitim
quality management system. Total systému fizeni kvality. Komplexni fizeni
quality management establishes a kvality zavadi kulturu, ktera do procesu
culture involving all people in the stalého monitorovani a zlepSovani zapoji
organization in a process of continual v8echny pracovniky dané spole¢nosti.
monitoring and improvement.

transaction transakce A discrete function performed by an |1zolovana funkce vykonavana sluzbou IT.

IT service — for example, transferring
money from one bank account to
another. A single transaction may
involve numerous additions, deletions
and modifications of data. Either all of
these are completed successfully or
none of them is carried out.

Napf¥. pfevod penéz z jednoho
bankovniho uétu na druhy. V ramci jedné
transakce mize vzniknout, zménit se,
nebo byt zruSeno mnoho dat. Budto
v8echny &asti transakce probéhnou
uspésné nebo neprobéhne zadna z nich.

transfer cost

pfevadéné naklady

(ITIL Service Strategy) A cost type
which records expenditure made on
behalf of another part of the
organization. For example, the IT
service provider may pay for an
external consultant to be used by the
finance department and transfer the
cost to them. The IT service provider
would record this as a transfer cost.

(ITIL Service Strategy) Typ nakladu, jenz
zaznamenava naklady vynaloZzené pro
jinou ¢ast organizace. Napf. poskytovatel
sluzeb IT mlze zaplatit za externiho
konzultanta, ktery ma byt vyuzit finanénim
utvarem, a pievede naklady na tento
utvar. Poskytovatel sluzeb IT to
zaznamena jako prevadény naklad.
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transition

prechod

(ITIL Service Transition) A change in
state, corresponding to a movement
of an IT service or other configuration
item from one lifecycle status to the
next.

(ITIL Service Transition) Zména stavu,
souvisejici s posunem sluzby IT nebo jiné
konfiguraéni polozky z jednoho stavu
Zivotniho cyklu do jiného.

transition planning
and support

planovani a podpora
pfechodl

(ITIL Service Transition) The process
responsible for planning all service
transition processes and coordinating
the resources that they require.

(ITIL Service Transition) Proces
zodpovédny za planovani véech procesu
pfechodl sluzeb a koordinaci potfebnych
zdrojh.

trend analysis

analyza trendu

(ITIL Continual Service Improvement)
Analysis of data to identify time-
related patterns. Trend analysis is
used in problem management to
identify common failures or fragile
configuration items, and in capacity
management as a modelling tool to
predict future behaviour. It is also
used as a management tool for
identifying deficiencies in IT service
management processes.

(ITIL Continual Service Improvement)
Analyza dat za Gcelem identifikace vzorku
v ¢ase. Je vyuzivana ve spravé problému
pro identifikaci obvyklych poruch nebo
konfiguraénich poloZzek nachylnych k
porucham, ve spraveé kapacit je
pouzivana jako modelovaci nastroj k
pfedvidani budouciho chovani. Vyuziva
se rovnéz jako nastroj managementu k
identifikaci nedostatkl v procesech
spravy sluzeb IT.

tuning ladéni The activity responsible for planning Cinnost odpovédna za planovani zmén za
changes to make the most efficient ucelem co nejucinnéjsiho vyuziti zdroja.
use of resources. Tuning is most Ladéni je nejcastéji uzivano v kontextu
commonly used in the context of IT sluzeb a komponent IT. Ladéni je
services and components. Tuning is soucasti spravy kapacit, coz zahrnuje
part of capacity management, which monitorovani vykonnosti a implementaci
also includes performance monitoring pozadovanych zmén. Ladéni byva také
and implementation of the required nazyvano optimalizace, zvlasté v kontextu
changes. Tuning is also called procesu a dalSich netechnickych zdrojd.
optimization, particularly in the
context of processes and other non-
technical resources.

type | service poskytovatel sluzeb (ITIL Service Strategy) An internal (ITIL Service Strategy) Interni

provider prvniho typu service provider that is embedded poskytovatel sluzeb v ramci podnikové

within a business unit. There may be
several Type | service providers
within an organization.

jednotky. Uvnitf organizace muze byt
nékolik poskytovatelli sluzeb prvniho
typu.

type Il service
provider

poskytovatel sluzeb
druhého typu

(ITIL Service Strategy) An internal
service provider that provides shared
IT services to more than one business
unit. Type |l service providers are also
known as shared service units.

(ITIL Service Strategy) Interni
poskytovatel sluzeb, ktery dodava sdilené
sluzby IT vice nez jedné podnikové
jednotce.

type Ill service
provider

poskytovatel sluzeb
tretiho typu

(ITIL Service Strategy) A service
provider that provides IT services to
external customers.

(ITIL Service Strategy) Poskytovatel
sluzeb, ktery dodava sluzby IT externim
zéakaznikim.
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underpinning

podputrna smlouva

(ITIL Service Design) A contract

(ITIL Service Design) Smlouva mezi

contract (UC) (uc) between an IT service provider and a dodavatelem sluzeb IT a treti stranou.
third party. The third party provides Treti strana dodava zbozi nebo sluzby,
goods or services that support které podporuji dodavku sluzby IT
delivery of an IT service to a zéakaznikovi. Podpurna smlouva definuje
customer. The underpinning contract cile a odpovédnosti, které jsou
defines targets and responsibilities pozadovany za Gcelem splnéni cilt
that are required to meet agreed urovneé sluzeb v rdmci jedné nebo vice
service level targets in one or more smluv o Urovnich sluzeb (SLA).
service level agreements.

unit cost jednotkova cena (ITIL Service Strategy) The cost to the (ITIL Service Strategy) Naklady
IT service provider of providing a dodavatele sluzeb IT na dodavku
single component of an IT service. jednotlivé komponenty sluzby IT. Napf.
For example, the cost of a single cena jednoho stolniho PC nebo jedné
desktop PC, or of a single transaction. transakce.

urgency naléhavost (ITIL Service Design) (ITIL Service (ITIL Service Design) (ITIL Service
Transition) A measure of how long it Transition) Metrika uréujici za jakou dobu
will be until an incident, problem or bude mit incident, problém nebo zména
change has a significant impact on vyznamny dopad na business. Napf.
the business. For example, a high- incident s velkym dopadem muze mit
impact incident may have low urgency | malou naléhavost, pokud dopad neovlivni
if the impact will not affect the business do konce finanéniho roku.
business until the end of the financial Dopad a naléhavost jsou uzivany pro
year. Impact and urgency are used to stanoveni priority.
assign priority.

usability pouzitelnost (ITIL Service Design) The ease with (ITIL Service Design) Snadnost, s niz je
which an application, product or IT aplikace, produkt nebo sluzba IT
service can be used. Usability pouzivana. Pozadavky na pouzitelnost
requirements are often included in a jsou Gasto obsazeny ve formulaci
statement of requirements. pozadavku.

use case pfipad uziti (ITIL Service Design) A technique (ITIL Service Design) Technika
used to define required functionality pouzivana pro definici pozadované
and objectives, and to design tests. funkcionality a cilG a pro navrh testa.
Use cases define realistic scenarios Pfipad uziti definuje realistické scénare
that describe interactions between popisujici interakce mezi uzZivateli a
users and an IT service or other sluzbou IT nebo jinym systémem.
system.

user uzivatel A person who uses the IT service on Osoba pouzivajici kazdodenné sluzbu IT.

a day-to-day basis. Users are distinct
from customers, as some customers
do not use the IT service directly.

Uzivatelé se od zakazniku odlisuji tim, ze
néktefi zakaznici nemusi sluzbu IT pfimo
uzivat.

user profile (UP)

profil uzivatele (UP)

(ITIL Service Strategy) A pattern of
user demand for IT services. Each
user profile includes one or more
patterns of business activity.

(ITIL Service Strategy) Vzorek poptavky
uzivatele po sluzbach IT. Kazdy profil
uzivatele zahrnuje jeden nebo vice vzord
chovani v ramci obchodni ¢innosti.
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utility uzite¢nost (ITIL Service Strategy) The (ITIL Service Strategy) Funkcionalita
functionality offered by a product or nabizena produktem nebo sluzbou
service to meet a particular need. k uspokojeni konkrétni potfeby.
Utility can be summarized as ‘what UziteGnost muZzeme stru¢né popsat jako
the service does’, and can be used to ,CO sluzba déla“. Pouziva se k uréeni, zda
determine whether a service is able to sluzba je schopna dosahnout
meet its required outcomes, or is ‘fit pozadovanych vystupt, nebo zda
for purpose’. The business value of ,odpovida danému ucelu” (,fit for
an IT service is created by the purpose*). Hodnota sluzby IT pro
combination of utility and warranty. business je vytvarfena kombinaci
See also service validation and uzite€nosti a zaruky. Viz také validace a
testing. testovani sluzby.

validation validace (ITIL Service Transition) An activity (ITIL Service Transition) Aktivita
that ensures a new or changed IT zarudujici, Ze nova nebo zménéna sluzba
service, process, plan or other IT, proces, plan &i jiny vystup splfiuje
deliverable meets the needs of the potieby businessu. Validace zajisti, ze
business. Validation ensures that pozadavky businessu jsou spinény, i kdyz
business requirements are met even se mohly zménit od doby ptivodniho
though these may have changed navrhu. Viz také akceptace; kvalifikace;
since the original design. See also validace a testovani sluzby; ovéfovani.
acceptance; qualification; service
validation and testing; verification.

value chain hodnotovy fetézec (ITIL Service Strategy) A sequence of (ITIL Service Strategy) Posloupnost

processes that creates a product or
service that is of value to a customer.
Each step of the sequence builds on
the previous steps and contributes to
the overall product or service. See
also value network.

procest, které vytvareji produkt nebo
sluzbu, pfedstavujici pro zakaznika
urcitou hodnotou. Kazdy krok této
posloupnosti je zaloZen na pfedchozim
kroku a pfispiva produktu nebo sluzbé
jako celku. Viz také hodnotova sit.

value for money

hodnota ziskana za
penize

An informal measure of cost
effectiveness. Value for money is
often based on a comparison with the
cost of alternatives. See also cost
benefit analysis.

Neformalni méfitko nakladové efektivity.
Hodnota ziskana za penize je ¢asto
zaloZena na srovnani s naklady
alternativnich feSeni. Viz také analyza
nakladu a pfinosu.

value network

hodnotova sit

(ITIL Service Strategy) A complex set
of relationships between two or more
groups or organizations. Value is
generated through exchange of
knowledge, information, goods or
services. See also partnership; value
chain.

(ITIL Service Strategy) Komplexni
mnozina vztahl mezi dvéma nebo vice
skupinami nebo organizacemi. Hodnota je
generovana prostfednictvim vymény
znalosti, informaci, zbozi nebo sluzeb.
Viz také hodnotovy fetézec, partnerstvi.

value on investment
(Vo)

hodnota z investice
(Vo)

(ITIL Continual Service Improvement)
A measurement of the expected
benefit of an investment. Value on
investment considers both financial
and intangible benefits. See also
return on investment.

(ITIL Continual Service Improvement)
Méfeni ogekavanych vynosu z investice.
V rémci VOI jsou brany v Gvahu finanéni i
nehmotné vynosy. Viz také navratnost
investice.

variable cost

variabilni naklady

(ITIL Service Strategy) A cost that
depends on how much the IT service
is used, how many products are
produced, the number and type of
users, or something else that cannot
be fixed in advance.

(ITIL Service Strategy) Naklady zavisejici
na tom, do jaké miry je sluzba IT
vyuzivana, na mnozstvi vyrobenych
produkttl, poétu a typu uZivatelt nebo na
nécem, co neni mozno v predstihu
stanovit.
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variance odchylka The difference between a planned Rozdil mezi planovanou a aktualni
value and the actual measured value. méfenou hodnotou. Bézné je vyuzivana
Commonly used in financial ve spravé Urovni sluzeb, spravé financi a
management, capacity management spravé kapacit, ale je mozno ji vyuzit také
and service level management, but v jakékoliv oblasti, jejiz soucasti jsou
could apply in any area where plans plany.
are in place.

verification ovérovani (ITIL Service Transition) An activity (ITIL Service Transition) Cinnost

(verifikace) that ensures that a new or changed IT | zarudujici, Ze nova nebo zménéna sluzba

service, process, plan or other IT, proces, plan &i jiny vystup je
deliverable is complete, accurate, kompletni, pfesny, spolehlivy a odpovida
reliable and matches its design navrzené specifikaci. Viz také akceptace;
specification. See also acceptance; validace; validace a testovani sluzby.
validation; service validation and
testing.

verification and audit | verifikace a audit (ITIL Service Transition) The activities (ITIL Service Transition) Cinnosti
responsible for ensuring that zajistujici, Ze informace v systému spravy
information in the configuration konfiguraci jsou pfesné a Ze v§echny
management system is accurate and konfiguraéni polozky byly identifikovany a
that all configuration items have been zaznamenany. Verifikace zahrnuje rutinni
identified and recorded. Verification kontroly, které jsou soucasti ostatnich
includes routine checks that are part procesu. Napf. ovéfovani vyrobniho &isla
of other processes — for example, desktopu, kdyz uzivatel registruje
verifying the serial number of a incident. Audit je periodicka formalni
desktop PC when a user logs an kontrola.
incident. Audit is a periodic, formal
check.

version verze (ITIL Service Transition) A version is (ITIL Service Transition) Pouziva se k
used to identify a specific baseline of identifikaci specifického vychoziho stavu
a configuration item. Versions konfiguraéni polozky. Verze obvykle

typically use a naming convention that pouzivaji jmenné konvence umoznujici
enables the sequence or date of each identifikaci posloupnosti nebo datovani
baseline to be identified. For example, kazdého vychoziho stavu. Napf. verze 3

payroll application version 3 contains aplikace Mzdy obsahuje aktualizovanou
updated functionality from version 2. funkénost z verze 2.

vision vize A description of what the organization Popis budoucich zamérl organizace. Je
intends to become in the future. A vytvafena vysokym managementem a
vision is created by senior pouziva se k ovlivnéni firemni kultury a
management and is used to help strategickych planu. Viz také poslani.

influence culture and strategic
planning. See also mission.

vital business Zivotné dulezita (ITIL Service Design) Part of a (ITIL Service Design) Cast podnikového

function (VBF) funkce businessu business process that is critical to the procesu, ktera je kriticka pro Uspéch
success of the business. Vital businessu. Zivotné dulezité funkce
business functions are an important businessu jsou podstatné pro posuzovani
consideration of business continuity ve spravé kontinuity businessu, sprave
management, IT service continuity kontinuity sluzeb IT a ve spravé
management and availability dostupnosti.
management.

vulnerability zranitelnost A weakness that could be exploited Slabina, ktera mlze byt zneuzita hrozbou
by a threat — for example, an open - napf. otevreny port na firewallu, heslo,
firewall port, a password that is never které nebylo nikdy zménéno, nebo
changed, or a flammable carpet. A hoflavy koberec. Chybéjici kontrolni
missing control is also considered to mechanismus je také povazovan za
be a vulnerability. zranitelnost.
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warm standby

tepla zaloha (warm
standby)

See intermediate recovery.

Viz stfedné rychla obnova (intermediate
recovery).

warranty

zaruka

(ITIL Service Strategy) Assurance
that a product or service will meet
agreed requirements. This may be a
formal agreement such as a service
level agreement or contract, or it may
be a marketing message or brand
image. Warranty refers to the ability of
a service to be available when
needed, to provide the required
capacity, and to provide the required
reliability in terms of continuity and
security. Warranty can be
summarized as ‘how the service is
delivered’, and can be used to
determine whether a service is ‘fit for
use’. The business value of an IT
service is created by the combination
of utility and warranty. See also
service validation and testing.

(ITIL Service Strategy) Ujisténi, ze
produkt nebo sluzba spini dohodnuté
pozadavky. Mlze to byt formalni dohoda
jako dohoda o Urovni sluzeb nebo
smlouva, nebo to muZe byt marketingova
zprava nebo obraz znacky (brand image).
Zaruka se vztahuje ke schopnosti sluzby
byt dostupna v pfipadé potreby, zajistit
pozadovanou kapacitu, a zajistit
pozadovanou spolehlivost co se tyka
kontinuity a bezpecnosti. Zaruka mize
byt strué¢né shrnuta do ,jak je sluzba
dodavana“, a pouzivame ji k uréeni, zda
sluzba je ,vhodna pro pouziti“ (fit for
use“). Hodnota sluzby IT pro business je
vytvarena kombinaci uZite¢nosti a zaruky.
Viz také validace a testovani sluzby.

work in progress
(WIP)

rozpracovany (WIP)

A status that means activities have
started but are not yet complete. It is
commonly used as a status for
incidents, problems, changes etc.

Stav vyjadtujici, Ze urcité ¢innosti zacaly,
ale nejsou jesté dokonéeny. Bézné se
vyuziva jako stav incidentt, problému,
zmeén, atd.

work instruction

pracovni instrukce

A document containing detailed
instructions that specify exactly what
steps to follow to carry out an activity.
A work instruction contains much
more detail than a procedure and is
only created if very detailed
instructions are needed.

Dokument obsahujici podrobné instrukce
specifikujici kroky, jez maji byt u€inény k
vykonani urcité ¢innosti. Pracovni
instrukce obsahuje daleko vice detailt
nez postup, a vytvafi se pouze v pfipadé,
Ze je nutny velmi podrobny popis.

work order pracovni prikaz A formal request to carry out a Formalni zadost o provedeni definované
defined activity. Work orders are often ¢innosti. Pracovni pfikazy ¢asto pouziva
used by change management and by sprava zmén a sprava releasl a nasazeni
release and deployment management pro predani prikazu funkcim technické
to pass requests to technical spravy a spravy aplikaci.
management and application
management functions.

workaround nahradni feSeni (ITIL Service Operation) Reducing or (ITIL Service Operation) Omezeni nebo

eliminating the impact of an incident
or problem for which a full resolution
is not yet available — for example, by
restarting a failed configuration item.
Workarounds for problems are
documented in known error records.
Workarounds for incidents that do not
have associated problem records are
documented in the incident record.

vylouéeni dopadu incidentu nebo
problému, pro néz dosud neni k dispozici
uplné feseni - napf. opétovné spusténi
konfiguraéni polozky, ktera selhala.
Nahradni feeni problému jsou
dokumentovana v zaznamech znamych
chyb. Nahradni feseni pro incidenty, k
nimz neni pfidruZzen zaznam problému,
jsou dokumentovana v zaznamu
incidentu.
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workload

pracovni zatéz

The resources required to deliver an
identifiable part of an IT service.
Workloads may be categorized by
users, groups of users, or functions
within the IT service. This is used to
assist in analysing and managing the
capacity, performance and utilization

The term is sometimes used as a
synonym for throughput.

of configuration items and IT services.

Zdroje nutné k dodani identifikovatelné
¢asti sluzby IT. Pracovni zatéZ je mozno
kategorizovat podle uzivatell, skupin
uzivatel( nebo funkci v rdmci sluzeb IT.
Pouziva se pfi analyze a fizeni kapacity,
vykonnosti a vytizenosti konfiguracnich
polozek a sluzeb IT. Termin je nékdy
pouzivan jako synonymum pro
propustnost.

© Crown Copyright 2011
88




Seznam zkratek

Zkratka v zkratky v ¢estiné
anglictiné

ACD ACD automatic call distribution automaticka distribuce hovort

AM AM availability management sprava dostupnosti

AMIS AMIS availability management information informacni systém spravy dostupnosti
system

ASP ASP application service provider poskytovatel aplika¢ni sluzby

AST AST agreed service time dohodnuty ¢as sluzby (provozni doba)

BCM BCM business continuity management sprava kontinuity businessu

BCP BCP business continuity plan plan kontinuity businessu

BIA BIA business impact analysis analyza dopadii na business

BMP BMP Best Management Practice praktiky nejlepsiho fizeni

BRM BRM business relationship manager manazer vztaht s businessem

BSI BSI British Standards Institution Britsky normaliza¢ni institut

CAB CAB change advisory board poradni vybor pro zmény

CAPEX CAPEX capital expenditure investi¢ni naklady

CCM CCM component capacity management sprava kapacit (jednotlivych) komponent

CFIA CFIA component failure impact analysis analyza dopadu vypadku komponenty

Cl Cl configuration item konfiguraéni polozka (KP)

CMDB CMDB configuration management database konfiguraéni databaze (CMDB)

CMIS CMIS capacity management information informacni systém spravy kapacit
system

CMM CMM capability maturity model zralostni model zpUsobilosti

CMMI CMMI Capability Maturity Model Integration integrovany zralostni model zpUsobilosti

CMS CMS configuration management system systém spravy konfiguraci

COBIT COBIT Control OBjectives for Information and cile fizeni v informacnich a souvisejicich
related Technology technologiich
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COTS COTS commercial off the shelf hotové balickové feSeni

CSF CSF critical success factor rozhoduijici faktor Uspéchu

Csl Csl continual service improvement neustalé zlepSovani sluzeb

CTI CTI computer telephony integration integrace pocitace s telefonem

DIKW DIKW Data-to-Information-to-Knowledge-to- od dat k informacim, ke znalostem,
Wisdom k poznani

DML DML definitive media library definitivni knihovna médii

ECAB ECAB emergency change advisory board poradni vybor pro naléhavé zmény

ELS ELS early life support pocate¢ni podpora / podpora v rané fazi

(sluzby)

eSCMCL eSCMCL eSourcing Capability Model for Client model zpUsobilosti vyuziti elektronickych
Organizations zdroju pro klientské organizace

eSCMSP eSCMSP eSourcing Capability Model for Service model zpUsobilosti vyuZiti elektronickych
Providers zdrojl pro poskytovatele sluzeb

FTA FTA fault tree analysis analyza stromu poruch

IRR IRR internal rate of return interni mira navratnosti

ISG ISG IT steering group fidici komise IT

ISM ISM information security management sprava bezpecnosti informaci

ISMST ISMS information security management system systém spravy bezpeénosti informaci

ISO ISO International Organization for Mezinarodni organizace pro standardizaci
Standardization

ISP ISP internet service provider poskytovatel sluzeb internetu

IT IT information technology informacéni technologie

ITSCM ITSCM IT service continuity management sprava kontinuity sluzeb IT

ITSM ITSM IT service management sprava sluzeb IT

itSMF itSMF IT Service Management Forum IT Service Management Forum

! Pozor nezamériovat s SMIS, jde o 2 odlisné véci.
% Pozor nezamé&Rovat s SMIS, jde o 2 odlisné véci.
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IVR IVR interactive voice response interaktivni hlasova odezva
KEDB KEDB known error database databaze znamych chyb
KPI KPI key performance indicator klicovy ukazatel vykonnosti
LOS LOS line of service fada sluzeb
MIS MIS management information system systém informaci pro management /
manazersky informaéni systém
M_o R M_o_R management of risk sprava rizik
MTBF MTBF mean time between failures stfedni doba mezi poruchami
MTBSI MTBSI mean time between service incidents stfedni doba mezi incidenty sluzby
MTRS MTRS mean time to restore service stfedni doba obnovy sluzby
MTTR MTTR mean time to repair stfedni doba opravy
NPV NPV net present value Cista soucasna hodnota
OGC OGC office of government commerce office of government commerce
OLA OLA operational level agreement dohoda o Urovni provoznich sluzeb
OPEX OPEX operational expenditure provozni naklady
PBA PBA pattern of business activity vzor chovani v rdmci obchodni ginnosti
PDCA PDCA Plan-Do-Check-Act planuj-délej-kontroluj-jednej
PFS PFS prerequisite for success podminky Uspéchu
PIR PIR post implementation review revize po implementaci
PMBOK PMBOK Project Management Body of Knowledge Project Management Body of Knowledge
PMI PMI Project Management Institute Project Management Institute
PMO PMO project management office kancelar spravy projektu / projektova
kancelaf
PRINCE2 PRINCE2 PRojects IN Controlled Environments PRojects IN Controlled Environments
PSO PSO projected service outage projektovana odstavka sluzby
QA QA quality assurance zajisténi kvality
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Zkratka v

Zkratka

Vyznam zkratky v angli

Vyznam zkratky v cestiné

anglictiné

v ¢estiné

QmMs QmMs quality management system systém Fizeni kvality

RACI RACI responsible, accountable, consulted and provadi/realizuje, zodpovida, konzultovany,
informed informovany

RCA RCA root cause analysis analyza primarni priciny

RFC RFC request for change Zadost o zménu

ROI ROI return on investment navratnost investice

RPO RPO recovery point objective cil bodu obnovy

RTO RTO recovery time objective cilova doba obnovy

SAC SAC service acceptance criteria kritéria pro akceptaci sluzby

SACM SACM service asset and configuration sprava aktiv sluzeb a konfiguraci
management

SAM SAM software asset management sprava softwarovych aktiv

SCM SCM service capacity management sprava kapacity z pohledu sluzeb

SCMIS SCMIS supplier and contract management informacni systém spravy dodavatelt a
information system smluv

SDP SDP service design package bali¢ek navrhu sluzby

SFA SFA service failure analysis analyza vypadku sluzby

SIP SIP service improvement plan plan na zlep$eni sluzeb

SKMS SKMS service knowledge management system systém spravy znalosti o sluzbach

SLA SLA service level agreement dohoda o urovnich sluzeb

SLM SLM service level management sprava urovni sluzeb

SLP SLP service level package bali¢ek urovné sluzeb

SLR SLR service level requirement pozadavek na Urovné sluzby
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Zkratka v

Zkratka

Vyznam zkratky v angliétiné

Vyznam zkratky v cestiné

anglictiné v Cestiné

SMART SMART specific, measurable, achievable, specifické, méfitelné, dosazitelné,
relevant and relevantni a ¢asové zavazné
time-bound

smis?® SMIS® security management information system informacni systém spravy bezpecnosti

SMO SMO service maintenance objective cil udrzby sluzby

SoC SoC separation of concerns oddéleni zajmu

SOP SOP standard operating procedures standardni provozni postupy

SOR SOR statement of requirements formulace pozadavku

SOX SOX Sarbanes-Oxley (US law) Sarbanes-Oxley (zakon USA)

SPI SPI service provider interface rozhrani poskytovatele sluzeb

SPM SPM service portfolio management sprava portfolia sluzeb

SPOF SPOF single point of failure kritické misto poruchy

TCO TCO total cost of ownership celkové naklady vlastnictvi

TCU TCU total cost of utilization celkové naklady pouziti

TO TO technical observation technické pozorovani

TOR TOR terms of reference soupis podklad(

QM QM total quality management komplexni fizeni kvality

uc uc underpinning contract podplrna smlouva

UpP UpP user profile profil uzivatele

VBF VBF vital business function Zivotné dulezita funkce businessu

Vol Vol value on investment hodnota z investice

WIP WIP work in progress rozpracovany

* Nezamérovat s ISMS, jedna se o 2 odliSné terminy.
* Nezamériovat s ISMS, jedna se o 2 odliSné terminy.
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Swirl logo™ je ochrannou znamkou Ufadu vlady (Cabinet Office)
ITIL® je registrovanou ochrannou znamkou Utadu vlady (Cabinet Office)
PRINCE2® je registrovanou ochrannou znamkou Ufadu vlady (Cabinet Office)

M_o_R® je registrovanou ochrannou znamkou Ufadu vlady (Cabinet Office)
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Pravidla pro sdileni tohoto dokumentu (Crown Copyright Licence for OGC's Published Best
Practice Glossaries/Acronyms):

»  Povoleni
o

o
»  Zavazky
o

o
o

o

Poskytujeme ne-exklusivni pravo k pouzivani, opétovnému publikovani a reprodukci
ve vasich produktech pro danou ¢asovou periodu (do kdy bude ITIL V3 v platnosti).
Licence je personalni — neumoziiuje tedy stahnout material a umistit jej na vas web.
Mizete vSak umistit odkaz na stranku, kde je dokument publikovan (stranky itsmf.cz
nebo itsmf.org).

Reprodukovat material piesné z oficialniho zdroje.

Je nepfipustné publikovat jakoukoliv ¢ast tohoto dokumentu bez uvedeni zdroje.
Je nutné vzdy uvadét, ze material je reprodukovan se svolenim HMSO a Office of
Government Commerce.

Potvrdit autorska prava OGC

ITIL® je registrovanou obchodni znamkou a registrovanou znamkou spolecenstvi
Office of Government Commerce (OGC) a je registrovana u U.S. Patent and
Trademark Office.

Nepouzivat material pro uéely reklamy u zadného produktu nebo sluzby nebo
takovym zptsobem, ktery by implikoval schvaleni jakoukoliv vladni organizaci a
nebo obecné ktery by nékoho uvedl v omyl.

Neprezentovat zastaralé verze tohoto dokumentu, pokud existuje aktualngjsi verze.

Pieklad byl provadén ve snaze v maximalni mife uplatnit ¢eské terminy realné uzivané v odborné
praxi. Piesto se mohlo stat, Ze v nékterych pripadech nebyl nalezen optimalni ¢esky ekvivalent
terminu. Pokud je laskavému ¢tenafi znam preklad, ktery by mohl lépe vyjadiovat termin, prosim,

napiste nim na publications@itsmf.cz.
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Tento slovnicek vznikl usilim nasledujicich clenit vyboru pro publikace itSMF Czech Republic, o.s.

itSMF CZ chce timto zpiisobem podékovat vsem aktivnim cleniim vyboru pro publikace (a jejim rodinnym
prislusnikiim za jejich toleranci) za jejich cinnost, kterou provadéli ve svém volném case a bez narokii na
honorar.

Ing. Lenka Volna Tichavska

lenkavolna@gmail.com

preklad

Po absolvovani fakulty informatiky a vypocetni
techniky VUT v Brné ziskavala prvni zkusenosti na
pozicich aplikacniho programatora, technické
zakaznické podpory, pozdéji analytika a designera
aplikace ve firmé zabyvajici se vyvojem a
zakaznickymi implementacemi komplexnich
informacnich systémd. Jeji specializaci je CRM,
obchod, servis , knowledge management a
integrace podnikovych systém0.

V poslednich Sesti letech pracovala jako vedouci
vyvojového tymu informaéniho systému a
projektova manazerka projektt zékaznickych
implementaci v Ceské republice i v zahranii.

Ing. Ludmila VraZelova

Ludmila.Vrazelova@

vodafone.com

¢lenka publikaéniho vyboru, pfeklad

Vystudovala Informaéni Technologie na VSE v Praze
a v ICT pracuje desatym rokem. V letech 1999 a7
2005 pracovala jako vyvojar SW a poté jako
projektovy manazer vyvoje SW. Od roku 2005 se
vénuje Problem Managementu ve firmé Vodafone.
Nyni pracuje ve Vodafonu na pozici Problem
Manager. Je drzitelkou certifikdatu Manager's
Certificate in IT Service Management a ¢lenkou
itSMF CZ.

Mgr. Tdfa Sykorovd
tana.sykorova@gmail.com

¢lenka publikaéniho vyboru, pfeklad

Ma lingvistické vzdélani. 3 roky pracovala v IT
Services DHL Prague na pozici Change Analyst

v ramci oddéleni Change and Configuration
Management a 1 rok v pozici Service Level
Manager. V soucasné dobé je na materské
dovolené.

Ziskala ITIL certikaci pro Change, Configuration and
Relese Management Practitioner a IT Service
Management. Je ¢lenkou itSMF CZ.
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Ing. lvan Volny
Ivanvolny@gmail.com

Vedouci vyboru pro publikace,
preklad

Vystudoval fakultu informatiky a vypocetni techniky
VUT v Brné, v oblasti ICT se pohybuje od roku 1995,
postupné vystfidal od pozice systémového inZzenyra
v malé firmé, pres architekta IP siti u ISP a
mobilniho operatora po manazerské pozice.

Ve své kariére ziskal vzdélani a certifikdty v oblasti
IP siti - CCNP, CCDP, CCIE i procesti - Six sigma green
belt, Manager’s Certificate in IT Service
Management.

V soucasnosti pracuje u spolecnosti Anect a.s. jako
konzultant. Je ¢lenem itSMF CZ a ISACA.

Ing. Jaromir Svefepa

sverepa@I|bms.cz

¢len publikaéniho vyboru,
preklad

Vystudoval Elektrotechnickou fakultu CVUT, poté
plsobil jako systémovy programator a déle jako
programator/analytik a konzultant v organizacich
Primstav a Polytechna. Od roku 1993 pusobi ve
firmé LBMS, kde se zabyva fizenim projektd
automatizace IT i non-IT proces( a zéroven plsobi
jako konzultant, $kolitel v oblastech optimalizace
procest a Fizeni vyvoje aplikaci.

Od roku 2003 zastava manazerskou roli fizeni
stfediska sluzeb. Je drZitelem certifikace ITIL
Foundation. Je ¢lenem itSMF CZ.

Ing. Antonin Sladek

antonin.sladek@hp.com

¢len publikacniho vyboru,
preklad

Po absolutoriu elektrotechnické fakulty VUT v Brné
pracoval jako technik salového pocitace, systémovy
a databazovy administrator, programator-analytik,
projektovy manazer a manazer podpory zakaznikd
ve spole¢nostech ZVT CSAD, VWUU, AR Systém a
Ford Motor Company.

V soucasné dobé je zaméstnancem firmy Hewlett-
Packard, kde poskytuje konzultace a zhodnoceni v
oblastech fizeni IT procest a spravy datovych center
v rdmci regionu Evropy Stfedniho vychodu a Afriky.
Déle plsobi jako lektor kurzd procesniho fizeni IT
(ITIL, 1SO20000) a podili se na piekladech
pfislusnych podklad( a materialG do ¢eského jazyka.
Je drzitelem manazerského certifikatu ITIL,
certifikatu konzultanta ISO 20000 a zakladniho
certifikatu CobiT. Je ¢lenem itSMF CZ.

Ing. Petr Navratil, Ph.D.

petr.navratil@gmail.com

¢len publikaéniho vyboru,
pteklad

V oblasti ICT zadal pusobit roku 1996, od roku 1999
se vénuje manazerskym systémuam fizeni

v oblastech zajisténi kvality, informaéni bezpecnosti
alCT.

Ve své praxi prosel pozicemi spravce ICT ve stiedni
velké firmé, manazera kvality u telekomunikaéniho
operatora, architekta IS az po manazerské pozice u
nadndrodnich spoleénosti.

Ve své kariéfe ziskal vzdélani a zku$enosti v oblasti

pocitacovych siti, informacni bezpeénosti, procesi

fizeni a vedeni ICT projektd.

V soucasnosti pracuje u spolecnosti Accenture jako
IT Service Assurance Lead, CEE & Mauritius in DCN

Infrastructure Support Unit. Je ¢lenem itSMF CZ.
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Ing. Lubomir Lukac¢
luky.lukac@volny.cz

¢len publika¢niho vyboru,
preklad

Ing.Jifi Hudec
jiri.hudec@itsmf.cz

Clen publikacniho vyboru a web master
itsmf.cz,
preklad

Ing. $t&pan Jaroch
stepan.jaroch@dhl.com

¢len publikacniho vyboru,
preklad

Pochézi ze slovenského Martina. Do Cech se
prestéhoval jiz v roce 1991. Nejprve pUsobil v
bankovnim sektoru jako $éf prazského IT. Posléze
od roku 1999 pracoval v evropské IT centréle
obchodniho fetézce Tesco, kde byl jako IT Support
Service Manager zodpovédny za tym ITIL expertd.
0Od roku 2004 pusobi v DHL, kde ma na starosti
Change a Configuration Management tym pro
Evropu. Pracuje také na sladéni DHL procest
globalné. Ziskal certifikaty ,Manager’s Certificate in
IT Service Management” (ITIL verze 2 i 3), COBIT
foundation a Prince2 Practitioner. Piisobi také v
publikaénim vyboru itSMF CZ.

Vystudoval Elektrotechnickou fakultu CVUT v Praze,
absolvoval postgradudini studium na VSE v Praze.
Celou profesionalni kariéru pGsobil v IT. Po 20
letech v PVT Praha piisobil 5 let na GR Skoda Plzen,
2 roky v soukromém sektoru pfi vyvoji SW pro
developery NC systémti. Od 1993 do 2003 v Ceském
Telecomu, z toho od r.1998 ve funkci feditele pro
fizeni procesu IT spolupracoval na rozsahlé
implementaci ITILu do provozu IT. V soucasnosti
konzultant a prekladatel.

Spolupracoval mj. na piekladech Uvodu do ITIL,
Referenéniho modelu ITSM HP a ITSM Glossary.
Clen itMSF CZ, ptisobil i jako &len pripravného
vyboru pro ustaveni itSMF v CR. Webmaster webu
itSMF CZ.

Vystudoval Fakultu informatiky a statistiky na VSE
Praha, kde je v soucasnosti i postgradudlnim
studentem se zaméfenim na IT Governance. 5 let
pracoval na pozici Konzultant ve spolecnosti
Deloitte. Od roku 2004 pisobi v DHL jako Manazer
pro kvalitu a procesy. Je certifikovany Manager’s
Certificate in IT Services, Prince2 Practitioner. Je
Clenem itSMF CZ.
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Ing. Vladimir Kufner
kufnerv@volny.cz

Cestny clen itSMF CZ,
Finalni proofreading

Vystudoval Elektrotechnickou fakultu CVUT v Praze,
kde pozdéji absolvoval i postgradualni studium.
Poté pusobil postupné ve firmach Vyzkumny dstav
telekomunikaci, DeTeWe, Philips a Logica. Od roku
2000 je zaméstndn v oblasti ITSM u spole¢nosti
Hewlett-Packard, s.r.o. V roli architekta reseni
technicky fidi implementace a jako akreditovany
Skolitel se podili na $kolenich ITIL/ITSM/ISO 20000 a
participuje na prekladech do ¢eského jazyka. Je
drZitelem manazerského certifikatu na ITILV2 a
Bridge na V3, certifikatu konzultanta na I1SO/IEC
20000; jako ¢len mezindrodniho tymu se zicastnil
revizi ITIL V2 a pozdéji tzv. Referenéniho modelu
ITSM firmy HP. Je clenem HelpDesk Institute, itSMF
UK, v loriském roce pusobil jako mistopfedseda
Eeské pobolky itSMF. V sougasné dobé plsobi v tzv.
ITIL V3 Examination panelu jako Q&A reviewer.
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