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Cojeto ITSM?

* ITSM je zkratkou pro "IT Service Management”, pismena "IT"
znamenaji "Information Technology". Jde tedy o Rizeni sluzeb IT.

* ITSM zahrnuje tri relativhé samostatné, ale presto navzajem
propojené a na sobeé zavislé oblasti: Lidé, Nastroje, Procesy.

* By IT Service Management we mean the implementation and
management of Quality IT Services that meet the needs of the
Business.

* The main goal of ITSM is to align IT services to business needs and
requirements.



ITMS frameworks

* ITIL,

* COBIT,

* ISO/IEC 20000,
* MOF,

* Business Process
Framework
(eTOM),

* FitSM.
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ISO/IEC 20000

ISO/IEC 27000

ISO 15504 |. CMMI
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SO 9000-1

* ISO 9000:2015 Quality management systems — Fundamentals and
vocabulary (Zavedena v CSN EN ISO 9000:2016 (01 0300) Systémy
managementu kvality — Zakladni principy a slovnik)

* SO 9001:20v15 Quality management systems - Requirements
(Zavedena v CSN EN 1SO 9001:2016 (01 0321) Systémy managementu
kvality — Pozadavky)



Historie 1ISO 9000

* Normy I1SO 9000 byly poprvé zverejnény v roce 1987 a vzesly z rady
norem BS 5750 (British Standard). Urcité uUpravy a revize probéhly v
roce 1994, ale az v roce 2000 vznikla nova ucelena rada 1SO 9000,
ktera sloucila tri standardy (ISO 9001, ISO 9002, I1SO 9003). V roce
2008 byl systém doplnén o normu ISO 9004, ktera pouze rozsSiruje jiz

fungujici systémy.
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Pouzitelnost ISO 9000:2015

* organizace, ktere usiluji o udrzitelny uspech prostrednictvim zavedeni systému
managementu kvality;

o/

* zakazniky, ktefi usiluji o ziskani duvery ve schopnost organizace trvale poskytovat
produkty a sluzby vyhovujici jejich pozadavkum;

* organizace, které usiluji o ziskani duvery v jejich dodavatelském fetezci, ze
pozadavky na produkt a sluzbu budou splnény;

* organizace a zainteresované strany, ktere usiluji o zlepseni komunikace
prostrednictvim spolecneho porozumeni slovni zasobé pouzivane v
managementu kvality;

* organizace provadéjici posuzovani shody podle pozadavkl ISO 9001;

. oslkytovatele vycviku/Skoleni, posuzovani nebo poradenstvi v managementu
vality;

e zpracovatele prislusnych norem.



SO 9001:2015

* V této norme jsou specifikovany pozadavky na systém managementu
kvality v pripadech, kdy organizace potrebuje prokazat svoji schopnost
trvale poskytovat produkt nebo sluzbu, které splnuji pozadavky
zakaznika a prislusné pozadavky predpist, a kdy ma v umyslu zvysovat
spokojenost zakaznika, a to efektivni aplikaci systému, vCetné procesu
pro jeho neustalé zlepsovani.

* Pozadavky normy jsou aplikovatelné v jakékoliv organizaci bez ohledu
na jeji typ nebo velikost nebo na produkty a sluzby, které poskytuje.
Norma pouziva ramec vypracovany ISO s cilem zlepsit sladéni
mezinarodnich norem systému managementu.



SO 9001:2015

* Norma vyuziva procesni pristup a zvazovani rizik. Procesni pfristup,
ktery zahrnuje cyklus PDCA, umoznuje organizaci ujistit se, ze jsou pro
jeji procesy zajistéeny a rizeny odpovidajici zdroje, jsou stanoveny
prilezitosti ke zlepsovani a jedna se podle nich.

e Zvazovani rizik umoznuje organizaci urcit faktory, které by mohly
zpusobit odchyleni jejich procest a jejiho systému managementu
kvality od planovanych vysledku, dale zavést preventivni nastroje
rizeni s cilem minimalizovat negativni ucinky a maximalné vyuzit
prilezitosti, které nastanou.



SO 20000

 [SO 20000 Management sluzeb pro informacni technologie (IT service
management) se zameéruje na zlepsovani kvality, zvySovani efektivity a
snizeni nakladu u IT procesu, popisuje procesu fizeni pro poskytovani
sluzeb IT a obsahové se ridi Uspesnymi ustanovenimi IT Infrastructure
Library (ITIL) a ITSM.

e Standard ISO 20000 vychazi z britského standardu BS 15000, ktery resi
certifikaci systému rizeni IT sluzeb - ITSM.



SO 20000

* Norma je orientovana na IT sluzby, obsahuje referencni procesy (jak
maji procesy fizeni IT sluzeb vypadat).

e Stejné jako ostatni normy ISO vyzaduje naslednou certifikaci
zavedeného systému rizeni (zavedenych procesu) v organizaci.

* lysledkem je certifikat, ktery je mezinarodné uznavany a je
predpokladem urcité zralosti a vyspelosti organizace.



ISO 20000 - Procesy

Service

Requirements Design and transition of new
or changed services

Customer




SO 20000

* Norma ISO 20000 je pouzitelna ve vsech sektorech a odvétvich, ale
vetsi vyznam ma u firem, které dodavaji IT nebo poskytuji IT sluzby.

* Vlastnictvim certifikatu 1SO 20000 organizace prokazuje vysokou
uroven frizeni svych IT procesu a zvysuje tim duvéryhodnost u

zakazniku a partnerd.

* Je zamérend na fizeni IT proceslt, tedy na procesy v rozsahu
odpovédnosti manazera IT (CIO).



SO 27000

e [SO 27000 (ISO/IEC 27000) je rodina mezinarodnich standard(
zamerena na rizeni informacni bezpecnosti v organizacich.

* \V\Sechny standardy rodiny ISO 27000 jsou vydavané Mezinarodni
organizaci pro standardizaci ISO.

 Jednotlivé standardy cili na ruzné aspekty informacni bezpecnosti v
organizacich. Poskytuji praktické nastroje pro ty organizace, které
chtéji identifikovat a fidit environmentalni dopad svého chovani a
trvale udrzovat a zlepsovat environmentalni vykonnost.
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Rodina normy I1SO 27000

* |SO 27000 je pouze zastresujici rodina, organizace si musi vybrat vzdy jednu
konkrétni normu pomoci které vyresi svoje konkrétni potreby. Klicova a
nejpouzivanéjsi je norma ISO 27001.

ISO 27001 - hlavni norma pro Systém rizeni bezpecnosti informaci.

ISO 27002 - seznam nejlepsich praxi pro rizeni informacni bezpecnosti

1ISO 27003 - navod na zavedeni systému rizeni informacni bezpecnosti (ISMS)
ISO 27004 - fizeni informacni bezpecCnosti - Méreni

1ISO 27005 - navod pro rizeni informacni bezpecnosti v organizaci (ISMS).



Rodina normy ISO 27000 (pokracovani)

ISO 27006 - pozadavky na auditory a certifikacni autority informacni
bezpecnosti v organizaci

ISO 27007 - Informacni technologie - bezpecCnostni techniky - Navod pro
audit systému rizeni informacni bezpecnosti

ISO 27008 - Informacni technologie - bezpecCnostni techniky - Navod pro
rizeni systému rizeni informacni bezpecnosti

ISO 27010 - Informaéni technologie - bezpeénostni techniky - Rizeni
informacni bezpecnosti pro komunikaci uvnitr organizace a uvnitr sektoru

ISO 27011 - Informacni technologie - bezpecnostni techniky - Navod systému
rizeni informacni bezpecnosti pro telekomunikacni spolec¢nosti zalozeny na
1ISO 27002



Rodina normy ISO 27000 (pokracovani)

* ISO 27031 - pokyny pro pripravenost ICT na business continuity
* ISO 27032 - pokyny pro cybersecurity.

* ISO 27033 - norma zameérena na bezpecnost siti

* ISO 27034 - pokyny pro bezpecnost aplikacniho softwaru

* SO 27035 - Informaéni technologie - Bezpe€nostni techniky - Rizeni
incidenty informacni bezpecnosti (Information security incident
management)



SO 27001

* |ISO 27001 je oznaceni standardu pro systém frizeni informacni
bezpecnosti v organizaci. ISO 27001 patri do rodiny ISO 27000 a je
soucasti mezinarodnich standardu vydavanych Mezinarodni organizaci
pro standardizaci ISO (International Organization for Standardization).

* ISO 27001 nahradila normu BS 7799 a stala se mezinarodnim
standardem pro systémy rizeni informacni bezpecnosti.



SO 27001

* |ISO 27001 je hlavni normou celé rodiny ISO 27000 a poskytuje
komplexni pristup k informacni bezpecnosti v organizaci. Zahrnuje
veskera aktiva od dat, pres papirové dokumenty, informacni a
komunikacni technologie az po znalosti. Zahrnuje téz rozvoj
kvalifikace zaméstnancu a technickou ochranu proti pocitacovym
podvodum.
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SO 27001

Principy ochrany informaci dle ISO 27001 jsou zalozeny na trech
principech informacni bezpecnosti:

1) Duveérnosti - coz znamena, ze informace jsou pristupné pouze tém,
ktefi maji povoleny (autorizovany) pristup

2) Celistvosti - coz znamena, ze existuje spravnost a uplnost informaci

3) Dostupnosti - coz znamena, ze opravnéni uzivatelé maji pristup k
informacim v okamziku, kdy je potrebuji




SO 27001

* Norma ISO 27001 je urCena jak pro organizace soukromého i
verejného sektoru, bez ohledu na jejich velikost nebo lokalitu.
Specifikuje pozadavky na systém frizeni informacni bezpecnosti.
Vyuziva se pri certifikaci k nezavislému posouzeni schopnosti

organizace vytvorit a udrzovat komplexni systém informacni
bezpeclnosti.

* Norma ISO 27001 je standardné pouzivana pro certifikaci.



Business Continuity Management

* Business Continuity Management (BCM) je oblast fizeni, ktera je
zameérena na to, aby byly trvale dostupné vsechny kritické funkce
organizace vuci zakaznikim, dodavatelum a dalsSim stranam. Tedy aby
v pripade jejich preruseni byla zajisténa co nejrychlejsi obnova
bézného provozu.

* BCM upravuje ISO 27031.

* Business Continuity Management se zameéruje na vytvoreni pravidel a
plany, prevenci a snizeni nasledku zavaznych incidentlu nebo katastrof.
Je rovnéz soucasti provoznich procesu, které tyto pravidla realizuji
(napriklad zalohovani).



Business Continuity Management

* Cilem BCM je predejit negativnich jevim nebo alespon zmirnit jejich
nasledky a co nejrychlejsi obnova bézného provozu.

* Business Continuity Management resi fakticky kazda organizace,
nicménée zcela klicovy je pro organizace, kde je vyzadovana vysoka
mira dostupnosti - vypadek muze znamenat ztraty na zivotech nebo
vysoké financni Skody (napr. zdravotnictvi, banky, dulezita data o
zakaznicich, vyroba atd.)



Continuity Management Process Relationships
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Proces

* Proces muze mit celou radu podob a pojem proces se pouziva v
riznych vyznamech. V realném svété existuje vice typu procest napt.
chemicky proces, vyrobni proces, biologicky proces, technologicky
proces nebo treba proces jako béh aplikace (software).

* Proces je obecny pojem pro postupny tok déju, stavu, aktivit nebo
prace. Pojem proces se pouziva v praxi v ruznych vyznamech.
7 hlediska fizeni je nejdulezitéjsi vyklad procesu jako toku prace nebo

cinnosti (tzv. business process), v prekladu se nékdy pouziva pojem
podnikovy proces.



Definice procesu

* Norma CSN EN 1SO 9001 definuje proces jako: ,soubor vzajemné
pUsobicich ¢innosti, ktery preménuje vstupy na vystupy.”

* Hammer, M., Champy, J., 1996: ,Proces je soubor Cinnosti, ktery
vyzaduje jeden nebo vice druhu vstupu a tvori vystup, ktery ma pro
zakaznika hodnotu®.

* Repa, V., 2006 definuje proces jako: ,souhrn &innosti transformujicich
souhrn vstupt na souhrn vystupu (zbozi nebo sluzeb) pro jiné lidi
nebo procesy, pouzivajice k tomu lidi nebo nastroje”.



Definice procesu

Basl, J., Tuma, M., Glasl, V., 2002: ,,Proces je tok prace, postupuijici od
jednoho clovéka k druhému a v pripadé vétsich procest pravdépodobné z
jednoho utvaru do druhého”.

Grasserova, M. a kol. 2008: ,,Proces chapeme jako strukturovany sled
navazujicich ¢innosti popisujicich tok prace — postup tvorby pridané hodnoty
— postupujici od jednoho pracovnika ke druhému (v pripadé slozitych
procesl z jednoho Utvaru do druhého), poskytujici méritelnou sluzbu /
vyrobek internimu nebo externimu zakaznikovi za predpokladu premeny
vstupU na vystupy a vyuzivani zdroju.”

Petrackova, Krause, 1995, s. 620 jde o ,,zakonité, postupné na sebe
navazujici a vnitfné spojené, vzajemné spojené zmeny jevu, veci a systému*.
(Zdroj Akademicky slovnik cizich slov)



Proces dle ITIL® v3

,Process is a set of coordinated activities combining and implementing
resources and capabilities in order to produce an outcome which,

directly or indirectly, creates value for an external customer or
stakeholder.”

* takes one or more inputs and turns them into defined outputs.

* includes all of the roles, responsibilities, tools and management
controls required to reliably deliver the outputs.

* may define or revise policies, standards, guidelines, activities,
processes, procedures, and work instructions if they are needed.



Proces dle ITIL® v3

Suppliers
-

Service control & quality

Data,

" information
&
knowledge

>

=

Activity 3

Trigger

Desired

outcome
ﬁ

Y
Customer

L.



Proces dle COBIT v5

* Processes describe an organised set of practices and activities to
achieve certain objectives and produce a set of outputs in support of
achieving overall IT-related goals.



Charakteristicke vlastnosti procesu (ITIL®)

* Measurable - Ability to measure the process in a relevant manner. It
is performance driven. Managers want to measure cost, quality and
other variables while practitioners are concerned with duration and

productivity

 Specific results - The reason a process exists is to deliver a specific
result. This result must be individually identifiable and countable

* Customers - Every process delivers its primary results to a customer
or stakeholder. They may be internal or external to the organization
but the process must meet their expectations

* Responds to a specific event - While a process may be ongoing or
iterative, it should be traceable to a specific trigger.



/ralost procesu dle CMM (Capability Maturity
Model)

* Model zralosti slouzi k hodnoceni (rozdéleni) vyspélosti procesu v
organizaci do 6 stupnul od nerizenych az po optimalizované procesy.

Figure 1—Maturity Scores
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COBIT Maturity Model

Non-
Existent Initial Repeatable Defined Managed Optimised

2 3 4 5

LEGEND FOR SYMBOLS USED LEGEND FOR RANKINGS USED
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‘ Enterprise Current Status 0 Non-Existent — Management processes are not applied at all
1 Initial — Processes are ad hoc and disorganised
il lg:;:::i‘::al Standard 2 Repeatable — Processes follow a regular pattern
3 Defined — Processes are documented and communicated
‘ Industry Best practices 4 Managed — Processes are monitored and measured
5 Optimised — Best practices are followed and automated

Enterprise Strategy

COBIT Maturity Model



Matice odpovednosti RACI & RACI-VS

Metoda pro prirazeni a zobrazeni odpovednosti jednotlivych osob Ci
pracovnich mist v néjakém ukolu (projektu, sluzbé Ci procesu) v
organizaci.

* Responsible — The person or people responsible for getting the job
done

* Accountable — Ownership of quality, and end result of process. Only
one person can be accountable for each task

* Consulted — The people who are consulted and whose opinions are
sought

* Informed — The people that are kept up-to-date on progress



RACI matrix
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Process Owner

A Process Owner is responsible for ensuring that their proces is being

performed accordning to the agreed and docuented proces and is meeting
the ais of the proces definition.

Responsibilities:
e Defining the Process strategy

* Defining appropriate policies and standards to be employed throughout
the process

* Documenting and publicizing the process

* Defining the Key Performance Indicators (KPIs) to evaluate the
effectiveness and efficiency of the process

* Improving the effectiveness and efficiency of the process



Process Manager

The Process Manager role is accountable for operational management
of a process.

Accountabilites:

* Plan and coordinate all proces ativities

* Ensuring activities execution

* Monitoring and reporting on proces performance
* Constant focus on possible proces improvements



Process Practitioner

A Process Practitioner is responsible for carrying out one or more process
activities. In some organizations, and for some processes, the process
practitioner role may be combined with the process manager role; in others

there may be large numbers of practitioners carrying out different parts of
the process.

Responsibilities:
* Carrying out one or more activities of a process

* Understanding how their role contributes to the overall delivery of service
and creation of value for the business

* Working with other stakeholders, such as their manager, co-workers, users
and customers, to ensure that their contributions are effective

* Ensuring that inputs, outputs and interfaces for their activities are correct



Service Owner

The Service Owner is accountable for the delivery of a specific IT service. Service
ownership is as critical to service management as establishing ownershi|o for
processes which cross multiple vertical silos or departments. It is possible that a
single person may fulfil the service owner role for more than one service.

Responsibilities:
e Understands the service (components etc.)
e Act as prime Customer contact for all Service related enquiries and issues

* Ensure that the ongoing Service delivery and support meet agreed Customer
requirements

* Will identify opportunities for Service Improvements, discuss with the Customer
and will raise the RFC for assessment if appropriate

 Participates in negotiating Service Level Agreements (SLAs) and Operational Level
Agreements (OLAs), Represents the service in Change Advisory Board meetings



Stakeholders, Customers, Users

Stakeholders have an interest in an organization, project or service etc. and
may be interested in the activities, targets, resources or deliverables from
service management. Examples include organizations, service providers,
customers, consumers, users, partners, employees, shareholders, owners
and suppliers.

There are many different stakeholders including the functions, groups and
teams that deliver the services. There are also many stakeholders external to
the service provider organization, for example:

. gustolmers - buy goods or services. Some Customers do not use IT services
irectly

* Users - those who use the service on a day-to-day basis

 Suppliers - third parties responsible for supplying goods or services that
are required to deliver IT services.



Customers

There is a difference between customers who work in the same

organization as the IT service provider, and customers who work for
other organizations.

* Internal customers - work for the same business as the IT service
provider. For example, the marketing department is an internal
customer of the IT organization because it uses IT services.

e External customers - who work for a different business from the IT
service provider.



Informacni strategie organizace

Strategie urcuje zakladni smery budovani toku informaci tak, aby zpracovane
informace slouzily ridicim pracovnikum k efektivnimu a dspesnemu rozhodovani a
snizovaly riziko této Cinnosti.

Principy organizace = malé mnozstvi definovanych principu (napf.: partnersky
pFistup, klicem kvalitni sluzby jsou lidé, ktefi ji poskytuiji, ...)

Politiky - Policies provide more detailed guidance on how to put principles into
practice and they influence how decision making aligns with the principles.

Good policies are (COBIT):
» Effective—They achieve the stated purpose.
» Efficient—They ensure that principles are implemented in the most efficient way.

* Non-intrusive—They appear logical for those who have to comply with them, i.e.,
they do not create unnecessary resistance.




Podnikatelska (globalni) strategie firmy (GST)

e GST dava ve stredné a dlouhodobém casovém horizontu smysl a cil
veskerym aktivitam organizace a zamezuje jejimu zivelnému a
chaotickému vyvoiji.

GST je dlouhodoby ramec, ktery:

* sjednocuje ve spolecnosti jeji hlavni cile, priority, dil¢i kroky a ukoly do
soudrzného celku,

 prizpusobuje zdroje spolecnosti ménicimu se prostredi, trhu a
zejména zakaznikum,

e uspokojuje ocekavani zainteresovanych skupin (stakeholders)



Procesneé rizena organizace

Procesnim fizenim se rozumi fizeni firmy takovym zplsobem, v némz
business (podnikové) procesy hraji klicovou roli.

Vyvojovy cyklus procesné rizené organizace = koncept popisujici

mechanismus postupného zlepSovani procesu organizace.

ZlepSovani procesu pojima jako cyklickou zalezitost. BEhem jedné

periody cyklu se vystridaji dve faze:

 evolucni faze — zahrnuje kroky pozvolného prubézného vylepsovani
procesu organizace;

* revolucni faze — zahrnuje rychlou radikalni zménu procest organizace.



Vyvojovy cyklus procesné rizeneé organizace

Llepseni

Prubézne
vylepsovani
fevolutn faze)

Teoreticka Uroven
2lepsen’
.- [ o
r

1
.I'
[ ‘\-\"'\-‘\_
- Usazovani

kvl ity
procesu

Radikzlni
Zmens
(revolucni faze)




Deminguv cyklus (PDCA) - Metody

Deminguv cyklus (PDCA Cyklus) je metoda postupného zlepsovani
napriklad kvality vyrobku, sluzeb, procesu, aplikaci, dat, probihajici
formou opakovaného provadeni ctyr zakladnich Cinnosti:

e P —Plan — naplanovani zamysleného zlepseni (zamér)
D — Do —realizace planu
* C— Check — ovéreni vysledku realizace oproti puvodnimu zameéru

* A — Act — provedeni uprav zaméru i vlastniho provedeni na zakladé
ovéreni a implementace zlepseni plosné do praxe



DMAIC - cyklus zlepsovani (SixSigma)

Faze cyklu zlepseni jsou:

1.

2.

D (Define) definovat — definuji se cile, popisuje se predmét a cile zlepsSeni
(vyrobek, sluzba, proces, data, atd.)

M (Measure) mérit — méreni vychozich podminek ve smyslu principu "co
nemeérim, neridim"

A (Analyze) analyzovat - analyza zjisténych skutecnosti, pricin
nedostatk

| (Improve) zlepSovat — kliCcova faze celého cyklu, ve které dochazi ke
zlepseni na zakladé analyzovanych a zmeérenych skutecnosti.

C (Control) ridit — zlepseny nedostatek je treba zavést - uridit, udrzet
zlepseni pri zivote.



Mapa procesu

Mapa procesu (Process map) je pojem pouzivany pro prehledné
clenéni vSech procesu a ¢innosti v organizaci, na rozdil od procesniho
modelu, coz je pojem pouzivany pro detailni popis jednoho
konkrétniho procesu.

Mapa procesu cleni obvykle procesy dle pridané hodnoty v organizaci
na:

* Hlavni procesy
* Ridici procesy
e Podpurné procesy



Mapa procesu

Mapa procestd muze byt na konceptuadlni Urovni univerzalni, na drovni
detailni (logického, C¢i fyzického popisu) se obvykle nazyva
jako referencni procesni mapa nebo referencni procesni model.



ITIL® v3



Service Management as a Practice

* A Service is means of delivering value to custormers by facilitating
outcomes cusetomers want to achieve without the ownership of
specific costs and risks.

* OQutcomes are achieved when the business is able to perform
activities which meet business objectives.

e Within IT Service Management the term Service is also used as a
synonym for IT Service.

e An IT service is a set of related activities based on the use of
Information Technology.



Service Management & ITSM

* By IT Service Management we mean the implementation and
management of Quality IT Services that meet the needs of the
Business.

The main goal of ITSM is to align IT services to business needs and
requirements. Consequently it means:

 Company culture plays important role in implementation and maintaining of
ITSM

ITSM disciplines are highly influenced by business processes

IT Services has to support end user’s business activities

The objective is to manage services and not IT environment like HW, SW
Networks this is only tools for reach the main goal



ITSM Framework

* IT Service Management is performed by IT Service Providers through
an appropriate mix of people, process and Information Technology.
Best support for its implementation is set of processes specified and
described in ITIL (Information Technology Infrastructure Library)

e Gartner (a leading IT research and advisory firm) say that: 80% of
infrastructure management improvement will come from
implementing IT Service Management (ITSM) Processes - only 20%

will come from improved technology



Good Practice

* Practice is a way of working, or a way in which work must be done.

* Practices can include Activities, Processes, Functions, Standards and
Guidelines.

* By Good or Best Practice we mean proven Activities or Processes that
have been successfully used by multiple Organizations.

Sources for good practise:

e Standards, Industry practices, Academic research, Training &
education, Internal experience



Public Frameworks

* ITIL— IT Infrastructure Library

* COBIT — Controlled Obijectives for Information and related Technology
* PRINCE2 - Projects in Controlled Environments v2

* PMBOK - Project Management Body of knowledge



Public Standards

* [SO 9000 — An International standard for Quality Management
Systems

* [SO/IEC 20000 — ISO specification and code of practice for IT Service
management

* [SO/IEC 27001 - ISO specification for Information Security
Management

* [SO/IEC 17799 — ISO code of practice for Information Security
Management



ITIL® is an example of Best Practice

* ITIL® is used by organizations world-wide to establish and improve
capabilities in service management.

* [SO/IEC 20000 provides a formal and universal standard for
organizations seeking to have their service management capabilities
audited and certified.

* While ISO/IEC 20000 is a standard to be achieved and maintained,
ITIL® offers a body of knowledge useful for achieving the standard.



Information Technology Infrastructure Library

What is ITIL?

* ITIL is an acronym for the IT Infrastructure Library

* ITIL is process based framework in area of ITSM

* ITIL was recognised as the world de facto standard for ITSM
* ITIL is based on best practices

* ITIL defines common IT language that is critical element for
effectiveness and efficiency of IT projects



Key characteristics

* Vendor-neutral ITIL service management practices are not based on
any particular technology platform or industry type.

* Non-prescriptive ITIL offers robust, mature and time-tested practices
that have applicability to all types of service organization.
Organizations should adopt ITIL and adapt it to meet the needs of the
IT organization and their customers.

* Best practice ITIL represents the learning experiences and thought
leadership of the world’s best-in-class service providers.



ITIL v3 Content

* ITIL Version 3 consists of 5 core books. It will also include supplementary
publications.

* |ITIL V3 adopts a "Lifecycle" approach to IT Service Management (ITSM) and
puts great emphasis on “integrating IT with Business”.

The five core volumes (and Stages in the ITIL V3 Lifecycle) are:
* Service Strategy

* Service Design

* Service Transition

* Service Operation

e Continual Service Improvement
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Service Lifecycle




5 Stages of the Service Lifecycle

* Service Strategy provides strategic guidance IT service creation. It is useful
for developing service management policies, guidelines, and processes
throughout the service lifecycle.

* Service Design provides guidance for the design and development of
services and service management processes.

* Service Transition provides guidance for transitioning new or improved
services into operation.

* Service Operation provides guidance on management of currently active
(live) services.

* Continual Service Improvement provides guidance on creating and
maintaining value for customers through constant evaluation and service
Improvement initiatives



5 Stages of the Service Lifecycle

* Service Strategy provides strategic guidance IT service creation. It is useful
for developing service management policies, guidelines, and processes
throughout the service lifecycle.

* Service Design provides guidance for the design and development of
services and service management processes.

* Service Transition provides guidance for transitioning new or improved
services into operation.

* Service Operation provides guidance on management of currently active
(live) services.

* Continual Service Improvement provides guidance on creating and
maintaining value for customers through constant evaluation and service
Improvement initiatives



Service Strategy

The Service Strategy book is designed to help organisations develop the
abilities to think about IT Services in a strategic way.

* Service Portfolio

* IT Finanacial Management
* Demand Management \ ,'
* Business Relationship Management




Service Strategy - Objectives

To offer guidance on:

* What services to offer and to whom to offer them

 How to differentiate from competitors

* How value is created for customers and captured for stakeholders

* How to use Financial Management (Process) to get visibility and control
over value creation

* How to build a business case for investment in services and strategic
Investments

* How to select the best option for service improvement
* How to effectively allocate limited resources across the portfolio of services
* How to resolve conflicting demands on shared resources



Business Value of Service Strategy

Thinking about services in a strategic way adds value to the business
by:

* Ensuring services are offered that add value for the customer and for
the service provider

* Lays the groundwork for governance and compliance

* Ensures investments in IT services are fully considered and ROl and
TCO is determined

* Cost savings attained by maximising the use of limited resources and
only providing services that create value



Service Design

The design of appropriate and innovative IT Services, including their
architectures, processes, policies and documentation, to meet current and
future agreed business requirements.

* Design Coordination

@ SLOBAL BN PAC IS

 Service Catalogue Management QITiL

 Service Level Management
* Capacity Management

ITIL® Service Design

* Supplier Management
* Availibility & Service Continuity
* IT Security Management

2011 edition

—




Service Design - Objectives

A holistic (all inclusive) approach to design new or changed services for transition to the
life environment

* Design of services that are aligned with and satisfy business objectives

* Design services that are developed within appropriate time-scales and costs

* Design effective and efficient processes to manage the service throughout its lifecycle
* |dentify and manage risks

* Design secure and resilient infrastructure including availability and capacity requirements
to meet current and future business needs

e Design metrics and measurement methods
 Document plans, policies, and architecture, train staff

* Contribute to continual service improvement by ensuring a quality service is
implemented in the live environment



Business Value of Service Design

Service Design adds value to the business by ensuring services are designed
to specifically meet customer requirements therefore customer satisfaction
is easier to obtain.

. Ensurin%cost effective design processes that are documented and
repeatable

* Services are cost-effectively designed to meet future recognised business
capacity requirements

* Ensures metrics and measurements for governance and compliance are
considered

* Designs services to be the 'right fit', with capacity and availability
requirements suited to the business no more and no less but with the
flexibility to respond rapidly to change



Service Transition

The Service Transition book provides guidance on the coordination of all
the requirements to bring a new or updated service smoothly and
efficiently into the live environment.This involves detailed planning and
management of capacity and resources required to build, test and
deploy a release into production.

Goal:

* Manage customer expectations as to how the new or changed service
will enable business change

* Enable the integration of the Release into the business change project

* Reduce the number of variations from what is expected against what
is delivered

* Reduce the number of known errors and risks whilst transferring the
release into production

* Ensure the service is fit for purpose and fit for use

Ausgabe 2011




Service Transition - Objectives

* Deliver Changes successfully across to the live environment

* Ensure minimal unpredicted impact on production services,
operations and support organisation

* Increase satisfaction with Service Transition practices

* Increase proper use of services and underlying applications and
technology solutions

* Provide clear and comprehensive plans to enable change projects to
align with Service Transition plans



Business Value of Service Transition

* Align the new or changed service with the customers business
requirements and business operations

* Ensure that customer and users can use the new or changed service
in @ way that maximises value to he business operations



Service Operation

To coordinate and carry out the activities and Qmr QAXELS

processes required to deliver and manage services at
agreed levels to business users and customers. B
Service operation is also responsible for the ongoing "
management of the technology that is used to
deliver and support services.




Service Operation - Objectives

e Perform actions required to deliver services at agreed service levels

* Responsible for on-going management of technology required for
service delivery

* Control and management of day-to-day process operation

* Monitor performance, collect and assess metrics and data. This
information can then be used to improve service quality via the
Continual Service Improvement process.



Business Value of Service Operation

Service Operation adds “Value to the Business” by controlling and
managing the live operation of services that were designed and
implemented using other service lifecycle processes.

Service operation is where the customer sees culmination of value
from all Service Management processes in the form of the services
used to fulfil the business requirements.



Continual Service Improvement

The aim of CSl is to Improve process effectiveness and efficiency. CSI
depends largely on the gathering of process performance measures in

order to determine performance gaps, variances and improvement
effectiveness.

* You cannot manage what you cannot control
* You cannot control what you cannot measure

* You cannot measure what you cannot define



Continual Service Improvement - Objectives

* Review, analyse and make recommendations on improvement
opportunities in each lifecycle phase

* Review and analyse Service Level Achievement results
* |[dentify and implement improvement activities
* Improve cost effectiveness

* Ensure applicable quality management methods are used to support
continual improvement



Business Value of Continual Service
Improvement

Continual Service improvement adds value to the business through
improved service quality, more cost-effective delivery of services giving
a better return on investment (ROI).

Better value on Investment (VOI) realised from the extra value created
such as faster response to change.

Other intangible benefits are also realised such as increased
organisational competency, increased throughput, reduced exposure to
risk, and minimised lost opportunities through the ability to react to
change rapidly



ITIL® v3 vykladovy slovnik



Strategy

(Portfolio)

( )

Financial
Management

Service Portfolio
Management

Release
management

Design

(Product Management)

Capacity Management

Availability
Management

Security Management

Continuity
Management

Demand Management

Service Catalogue
Management

Transition

(Development)

Transition Planning
& Support

Service Assets &
Configuration
Management

Change Management

Service Validation &
Testing

Knowledge
Management

Deployment
Management

Evaluation

Operation
(Support)

Service Desk

Incident Management

Event management

Request Fulfilment

Problem
Management

Access Management

Application
Management

IT Operation
Management

Technical Management

Continual

Improvement
(Quality)

The 7- Step
Improvement Process

Quality Management
System

Business Questions
For CSI

ROI For CSI
Service Management

Service Reporting




Utility and Warranty

From the customer’s perspective, value consists of two primary
elements:

 Utility - fitness for purpose
e Warranty - fitness for use

 Utility is what the customer gets, and warranty is how it is delivered.



Utility & Warranty

Utility & Warranty Create Value

UTILITY
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Fit for
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Value Creation through Resources &
Capabilities

e Capabilities are the organisation's ability to use these resources to
produce value for customers.

* Resources and capabilities are types of assets. Organisations use
them to create value in the form of goods and/or services.

"Customers do not buy services, they buy fulfiiment of needs".

* Fulfilment of these needs provides value for the customer. Services
fulfil these needs creating value for the customer and the service
provider.



Service Portfolio Management

The purpose:
* to ensure that the service provider has the right mix of services

* tracks the investment in services throughout their lifecycle to ensure
that the appropriate returns are being achieved

Service Portfolio Management process (SPM) is an important part of
the ITIL framework as it ensures that any services (including the
resources used) that are listed within the Service Portfolio are aligned
with the Service Strategy, have a found business case, approved
funding and that risks and costs are managed.



Service Portfolio Management

Control which services are offered, under what conditions and at what level
of investment

Track the investment in services throughout their lifecycle, thus enabling the
organization to evaluate its strategy, as well as its ability to execute against
that strategy

The Service Portfolio is the complete set of services managed by a Service
Provider. It is used to manage the entire lifecycle of services and includes 3
components:

* Service Pipeline
 Service Catalogue
* Retired Services



Resources & Capabilities

The Service Pipeline: This contains all of the
future services that are proposed or in
development but not yet available to
customers.

* A customer requests a new service.

* The service provider’s strategy has
identified a new opportunity.

* A customer has identified a new business
opportunity that will require support
from IT.

Visible to Customer
Business Service Catalogue

* A business outcome is under-served by
current services.

Visible to Support team

* A new technology is available and has the
Technical Service Catalogue

potential to create new business
opportunities.

Service Portfolio, Service Catalogue Big Picture



Resources & Capabilities

The Service Catalogue: is a database or  Retired Services: Contains

structured document with information decommissioned services that are no
about all live IT services longer in production, offered or
+ Services that are performing well and available in the live enV|.ronm'ent.
are popular are identified for * The replacement service might not
allocation of additional resources meet all requirements, and it is

important to be able to fall back to the

* Services that are performing in an orevious service

acceptable manner but are either

inefficient or do not address all * When defining a new service some

aspects of the business requirements functionality is available from a retired
* Services that are unused or >ervice -

consistently performing poorly are * Regulatory requirements to maintain

marked for retirement archived data that can only be

accessed using the previous service.



Roles

The Product Manager

* Create business cases

* Plan new service development programs

* Evaluate market opportunities and customer needs

* is responsible for managing services as a product throughout their entire
service lifecycle.

Service Portfolio Owner

* is accountable and responsible for the Service Portfolio Management
Process.

* There can only be one owner of Service Portfolio Management or any
process for that matter and this person is an internal member of the IT
Service Provider team (not external).



Business Case

* One of the activities of Service Strategy is to build a Business Case
that gives a detailed analysis of the benefits and impact of any
proposed actions by IT Service Management (for example
implementing a new process or introducing a new service).

* A Business Case gives a detailed analysis of the benefits and impact of
change on the business.

* A business case is often used to justify significant expenditure by
including information about costs, benefits, available options, and
possible issues, risks and problems.



Risk Management

* Risk Definition - A possible event that could cause harm or loss, or
affect the ability of the business to achieve its objectives

* Risk Analysis - identification and assessment of the level of the risks
calculated from the assessed values of assets and the assessed levels
of threats to, and vulnerabilities (probabilities) of those assets.

* Risk Management - identification, selection and adoption of
countermeasures justified by the identified risks to assets in terms of
their potential impact upon services if failure occurs, and the
reduction of those risks to an acceptable level



The importance of the 4 P's for Service
Management

Implementing ITIL Service Management as a practice is about preparing
and planning the effective and efficient use of the four P's:

1) People

2) Processes —the IT Service Management processes
3) Products - services, technologies and tools

4) Partners - suppliers, manufacturers and vendors



