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Definition

[Onpepnenexue]

Acceptance Mpuemka Formal agreement that an IT dopmarnbHoe cornatleHue,
Service, Process, Plan, or other onpegenstoulee, Yto UT-Ycnyra,
Deliverable is complete, accurate, | Npouecc, MNnaH nnu apyron
Reliable and meets its specified PesynbTaT 3aBepLUeH, aBnseTcA
Requirements. Acceptance is npasunbHbIM, HagexHbiM 1
usually preceded by Evaluation or | oTBe4aeT ycTaHOBMNEHHbIM
Testing and is often required TpeboBaHusam. MNMpremke 06bIYHO
before proceeding to the next npegwectsyeT OLeHka unm
stage of a Project or Process. TectupoBaHue, lNpuemka 4yacto
obsAsaTenbHa Ans nepexoaa K
BbINOMHEHWIO CriegytoLLero atana
MpoekTa unu lMpouecca.
See Service Acceptance Criteria. | CmoTpu Takke Kputepum npuemkum
YCNyru.
Access YnpasneHue (Service Operation) The (OkcnnyaTtauusa ycnyr) Npouecc,
Management [OCTYnom Process responsible for allowing OTBEeYaloLLMin 3a JOoNyCcK
Users to make use of IT Services, | lNonb3oBaTtenen K
data, or other Assets. Access ucnonb3osaHuio NT-Yenyru,
Management helps to protect the | gaHHbIX unu gpyrux AKTUBOB.
Confidentiality, Integrity and YnpaeneHue JocTyrnom noMmoraet
Availability of Assets by ensuring | ob6ecneunTtb KoHdunaeHumnanbHoCTb,
that only authorized Users are LlenoctHocTb 1 JocTynHOCTb
able to access or modify the AKTMBOB 3a CYeT TOro, YTO TOMbKO
Assets. Access Management is aBTOpu30BaHHbIe [onb3oBaTenu
sometimes referred to as Rights MMEIOT BO3MOXHOCTb MOMYy4nTb
Management or Identity JocTtyn nnu moanduumposaTtb
Management. AKTMBbI. YNpaBneHne 4oCTynom
WHOrfa ynoMmHaeTcs Kak
Ynpaenexue Npasamu unum
YnpaeneHue VigeHTudukatopamu.
Account MeHenxep no (Service Strategy) A Role thatis | (CtpaTerusa ycnyr) Pornb,
Manager paboTe ¢ very similar to Business mMeroLasi MHoro obLuero ¢
3aKasynkamu Relationship Manager, but MeHenxepom no

includes more commercial
aspects. Most commonly used
when dealing with External
Customers.

B3aMMOOTHOLLEHUSIM C BM3HECOM,
Ho BonbLue cBs3aHHas C
KOMMep4eCKnMmn Bonpocammn. Yawe
BCero ncnosnb3dyeTcA B OTHOLLEHUNAX
¢ BHewHumK 3akazumkamm.
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[OnpepeneHue]

Accounting Y4ét 3aTpar (Service Strategy) The Process | (CtpaTterms ycnyr) Npouecc,
responsible for identifying actual OTBeYaKLLMi 3a ngeHTudmrKaumo
Costs of delivering IT Services, akTnyeckmx 3artpar Ha
comparing these with budgeted npegoctaenexHune UT-Ycnyrn, nx
costs, and managing variance cornocTaBfneHne ¢ NNaHoBbIMA
from the Budget. 3artpaTtamu, n ynpaeneHue
OTKNOHeHuAMN OT BrogxeTa.
Accredited YNONHOMOYEHHbIN Officially authorised to carry out a | OdmumansHO HageneHHbIN
Role. For example an Accredited | nonHOMOYMAMM UCMOSNHATL KaKyto-
body may be authorised to nn6o Ponb. Hanpumep,
provide training or to conduct YNONHOMOYEHHBIN MOXET BbITh
Audits. HagerneH NoIHOMO4YMAMMU
NPOBOAUTbL TPEHUHI UNu AyanThl.
Active AKTUBHbIN (Service Operation) Monitoring (OkcnnyaTtauusa ycnyr)
Monitoring MOHUTOPUHT of a Configuration Item or an IT MoHuTopuHr KoHdUrypaumoHHbIX
Service that uses automated eavHuy unn UT-Ycenyr,
regular checks to discover the MCMOMb3YoLWnin
current status. aBTOMaTU3NPOBaHHbIE PerynsapHble
NPOBEPKN AN OTCNEXMBaHUS
Tekylero cratyca obbekTa
MOHUTOPWHra.
See Passive Monitoring. CwmoTpu Takke NaccmBHbIN
MOHUTOPWHT.
Activity [earenbHoCTb A set of actions designed to Habop gencteun,
achieve a particular result. CMNPOEKTUPOBAHHBIN C Liefblo
Activities are usually defined as nonyyeHns onpeaeneHHoro
part of Processes or Plans, and pesynbTata. [lestensHoCTM 06bIYHO
are documented in Procedures. onpeaensalTcs Kak Yactu
Mpoueccos nnu MNMnaHog, n
OOoKyMeHTupytoTca B lNpoueaypax.
Agreed Service | CornacoBaHHOe (Service Design) A synonym for | (MpoekTupoBaHue ycnyr)
Time Bpemsi Service Hours, commonly used in | CnHoHUM BpemeHn
npepocTasneHus formal calculations of Availability. | npegoctaBnexusi ycnyru, o6bIMHO
ycnyrm See Downtime. ncnonb3yeTtca ang opmMarnbHOro

BbluncneHuna JdoctynHoctn. CMoTpu
Takke MpocTton.
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Agreement CornaiueHue A Document that describes a [OKyMEHT, KOTOPbIN ONUCbLIBAET U
formal understanding between dopmanmayeT OTHOLLEHNST MEXAY
two or more parties. An ABYyMS unu 6onee ctopoHamu.
Agreement is not legally binding, | CornaweHune He onpegensieT
unless it forms part of a Contract. | topuaunuecknx oba3aTenscTs

CTOPOH, 33 UCKIIOYEHMEM CITyYaeB,
KOrfja OHO SIBIISIETCS YacTblo
[Horosopa.
See Service Level Agreement, CwmoTtpu Takke CornatueHve o6
Operational Level Agreement. ypoBHe ycnyr, CornawieHue
onepaunoHHOro YPOBHS.

Alert MpeoynpexaeHue (Service Operation) A warning (OkcnnyaTtauusa ycnyr)
that a threshold has been MpeaynpexageHue o ToM, 4To BbIno
reached, something has OOCTUrHYTO NOPOroBoe 3HayeHue,
changed, or a Failure has YTO-TO N3MEHUITOCH UMW NPOUN3oLLIEN
occurred. Alerts are often created | C6ow. NpeaynpexaeHusa Yacto
and managed by System CO34al0TCH U KOHTPOSMPYHOTCS
Management tools and are cpeacTesamu YnpasneHus
managed by the Event cuctemamu, 1 ynpasnsaTcs B
Management Process. pamkax lNpouecca YnpaBneHus

CcoBbITUAMMN.

Analytical AHanuTnyeckoe (Service Strategy) (Service (Ctparerns ycnyr)

Modelling MoAenvpoBaHue Design) (Continual Service (MpoekTupoBaHue ycnyr)
Improvement) A technique that (MocTosiHHOE ynyulleHue ycnyr)
uses mathematical Models to MeToawuka, ncrnoneaytoLuas
predict the behaviour of a maTemaTudeckme Moaenu ans
Configuration Item or IT Service. | nporHo3MpoBaHWs NoBe4EHUS
Analytical Models are commonly | KoHpurypaumMoHHbIX eanHuL unm
used in Capacity Management UT Ycnyr. AHanntnyeckme mogenm
and Availability Management. 06bIYHO UCMOMb3YOTCS B

YnpaBneHun MOLLHOCTSIMU UNn
YnpasneHun AOCTYMHOCTbIO.
See Modelling. CwmoTpu Takke MogenvpoBaHue.
Application MpunoxeHue Software that provides Functions | lNporpammHoe obecneueHue,

that are required by an IT
Service. Each Application may be
part of more than one IT Service.
An Application runs on one or
more Servers or Clients.

npegoctasnstoliee OyHKUMM,
Heobxogumble ana UT Ycnyru.
Kaxxgoe lMpunoxeHne moxeT ObiTb
yacTblo bonee 4yem ogHoun UT-
Yenyru. [MpunoxeHne MoxeT MeTb
ofHy unu 6onee CepBepHbIX NNn
KnuneHTcknx yacren.
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See Application Management,
Application Portfolio.

CmoTpu Takke YnpasneHue
npunoxexmnsamu, MNoptdens
NPUNOXEHUI.

Application YnpasneHue (Service Design) (Service (MpoekTupoBaHue ycnyr)

Management NPUNOXEHNAMU Operation) The Function (OkcnnyaTtauusa ycnyr) OyHKUmMS,
responsible for managing OoTBevalllas 3a ynpasrneHue
Applications throughout their MpunoxeHnsamMn B Te4eHne BCero ux
Lifecycle. YKunsHeHHoro yukna.

Application MopTdens (Service Design) A database or | (MpoekTnpoBaHue ycnyr) basa

Portfolio NPUIOXEHWI structured Document used to OaHHbIX U CTPYKTYPUPOBAHHbIN
manage Applications throughout | [JokymeHT, ncnonb3yembii Ang
their Lifecycle. The Application ynpasneHud NpunoxeHnamm B
Portfolio contains key Attributes TeyeHune Bcero nx XKN3HeHHoro
of all Applications. The umkna. MNMopTdens NpunoxeHun
Application Portfolio is sometimes | cogepxuT kntoyeBble ATpnbyThI
implemented as part of the Bcex [MpunoxeHun. Moptdens
Service Portfolio, or as part of the | npunoxeHun moxeT sABNATHCS
Configuration Management yacTbto [NopTtdens ycnyr, nnm
System. Cuctembl ynpasneHus

KOHdurypaumsmu.
Application MocTtaBLumk ycnyr (Service Design) An External (MpoekTupoBaHue ycnyr)

Service Provider
(ASP)

npuknagHoro MO
(ASP)

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.

BHeLlHMIM nocTaBLUMK yCnyr ,
KoTopbI Npegoctaensaet UT Ycnyru
C ncnonb3oBaHuem lMpunoxexun,
pa3BEPHYTbIX HA MOLLHOCTSIX
MocTaswuka ycnyr. Nonb3oeaTtenu
nony4yarot goctyn Kk MpunoxeHnsam
nocpeacTBoOM CETEBOIo
nogkntoyeHns k MocTaBLUMKy YCryr.
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Application OueHka TpeboBaHuii | (Service Design) The Activity (MpoekTupoBaHue ycnyr)
Sizing NPUNOXeHWN responsible for understanding the | destensHocTb, oTBevYatoLwasa 3a
Resource Requirements needed noHumaxue TpeboBaHun K
to support a new Application, or a | pecypcam, Heob6xoanmbIM ans
major Change to an existing nogaepkkn Hosoro MNpunoxexus,
Application. Application Sizing nnu sHadnumoro NameHeHns B
helps to ensure that the IT cywectaytowem MNpunoxeHuu.
Service can meet its agreed OueHka TpeboBaHWI NPUNOXEHWUI
Service Level Targets for nomoraeT rapaHTMpoBaTb
Capacity and Performance. cooTBeTCcTBUE NT-yCnyru
yCTaHOBIEHHbIM Llenesbim
rokasaTensmM ypoBHS yCryru B
yactn MowHocTM n
MponssoanTensHOCTH.
Architecture ApxutekTypa (Service Design) The structure (MpoekTnpoBaHue ycnyr)

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 which
guide the design and evolution of
the System.

Ctpyktypa Cuctemsl unu NT-
yCnyru, BKIo4YaoLLas
B3anmooTHoLweHnsa mexay
KomnoHeHTamn n cpegon, B
KOTOPOW OHW HaxoaATCs.
ApxutekTypa Takke BKMovyaeT
CraHgapTbl 1 PykoBogsime
OOKYMEHThI, KOTOpble onpeaenstoT
NPoeKTUpoBaHMe N pasBuTme
Cucrtembl.

Assembly

CocTtaBHas KE

(Service Transition) A
Configuration ltem that is made
up from a number of other Cls.
For example a Server Cl may
contain Cls for CPUs, Disks,
Memory etc.; an IT Service CI
may contain many Hardware,
Software and other Cls.

See Component ClI, Build.

(Mpeo6pasoBaHue ycnyr)
KoHpurypaumoHHas egmHuua,
KOTOpas cocTaerneHa n3 Habopa
apyrmx KE. Hanpumep, KE Cepsep
MOXeT BKtovaTb B cebs KE ans
uny, Ouckos, Mamatn n 1.0.; KE
UT-ycnyrn moxeT COCTOATb M3
MHOXEeCTBa annapaTHoro,
nporpaMmHoro obecneveHust n
apyrmnx KE.

CwmoTpu Takke KoMnoHeHT
coctaBHon KE, Cbopka.
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Assessment OueHka Inspection and analysis to check O6cnenoBaHue 1 aHanus,
COOTBETCTBMSA whether a Standard or set of HanpaBfeHHble Ha NPOBEPKY
Guidelines is being followed, that | cobniogeHus kakoro-nmbo
Records are accurate, or that CraHgapTa unu Habopa
Efficiency and Effectiveness PykoBoasLLnX JOKYMEHTOB,
targets are being met. TOYHOCTU BefeHus 3anmcen, unm
YPOBHS AOCTWKEHMUS LieneBblX
3Ha4eHun no APPEeKTUBHOCTU U
PesynbTatuBHoCTH.
See Audit. CwmoTtpu Takke AyouT.
Asset AkTNB (Service Strategy) Any (Ctpaterus ycnyr) Jlto6ble Pecypc
Resource or Capability. Assets of | nnm CnocobHocTb. AKTUBBI
a Service Provider include MocTaBLuUMKa ycnyr BKNIOYaoT B
anything that could contribute to cebs Bce, YTO 3aeNCTBOBAHO B
the delivery of a Service. Assets npegocTasneHuun Ycnyr. AKTvBbI
can be one of the following types: | MoryT 6biTb OTHECEHbI K OQHOMY M3
Management, Organisation, cneayowmx TMNOB: Ynpaenexue,
Process, Knowledge, People, Opranunsaums, lMNMpouecc, 3HaHus,
Information, Applications, Jliogn, UHdpopmaums, Mpunoxexus,
Infrastructure, and Financial UHdpacTpykTypa 1 PrMHaAHCOBBIN
Capital. KanuTarn.
Asset YnpasneHue (Service Transition) Asset (MpeobpasoBaHue ycnyr)
Management aKTnsamm Management is the Process Mpouecc, oTBevaloLWwumii 3a
responsible for tracking and OTCneXvBaHuWe 1 npegocTaBneHne
reporting the value and OTYETHOCTM O LIEHHOCTH
ownership of financial Assets (cTonmocTn) 1 BNnageHun
throughout their Lifecycle. Asset d1HaHCcoBbIMM AKTVIBaMM Ha BCEM
Management is part of an overall | npoTskeHun nx XnM3HeHHOro uukna.
Service Asset and Configuration YnpaBneHue aktmpamu - 9T0O 4acTb
Management Process. 6onee nonHoro lNMpouecca
YnpasrneHue aktuBamum u
KOHdurypaumsimu.
See Asset Register. CwmoTpu Takke PeecTp akTnBoB.
Asset Register Peectp aktnusoB (Service Transition) A list of (Mpeo6pasoBaHue ycnyr)
Assets, which includes their MepeyeHb AKTUBOB C yKasaHWeM Mx

ownership and value. The Asset Bragensua n ctoumocTn. Peectp
Register is maintained by Asset aKTMBOB Haxo4uTCH MO KOHTPOSiEM
Management. YnpaeneHus aktMBamu.
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Attribute ATpunoyT (Service Transition) A piece of (Mpeobpa3zoBaHue ycnyr)
information about a Configuration | OnpegeneHHas YacTb MHOpMaLMn
Iltem. Examples are name, 0 KoHdurypaumoHHon egnHuLe.
location, Version number, and Hanpumep, ms, Mectononoxexwne,
Cost. Attributes of Cls are Homep Bepcun n 3atparthbl.
recorded in the Configuration ATpunbyTel KE 3anucbiBatoTcs B
Management Database (CMDB). | basy gaHHbIX ynpaBneHus

KoHdurypaumsamu (CMDB).

See Relationship. CwmoTpu Takke BaanmooTHoLleHus.

Audit Ayout Formal inspection and verification | ®opmansHoe o6crnegoBaHme u

to 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 groups.

See Certification, Assessment.

npoBepka Ha npegmeT cobnogeHus
kakoro-nnéo CtangapTa nnm
Habopa PykoBoasLLmMX JOKYMEHTOB,
UNn TOYHOCTW BeAeHusa 3anucen,
UINW YPOBHS JOCTKEHNS LiEeNeBbIX
3Ha4eHun No AdhdeKTUBHOCTU K
PesynbTatmBHoCTU. AyAuT MOXET
NPOBOAUTBLCS BHYTPEHHUMU UMK
BHELLUHUMU cnyxbamu.

CwmoTpu Takke CepTudmkayuio,
OueHKy COOTBETCTBUA.

Authority Matrix | MaTtpuua ponen n Synonym for RACI. CuvHoHum RACI.
OTBETCTBEHHOCTM
Automatic Call ABTOMaTUYECKOE (Service Operation) Use of (OkcnnyaTtauusa ycnyr)
Distribution pacnpegeneHue Information Technology to direct Wcnonb3oBaHne HGOpMaLMOHHBIX
(ACD) 3BoHkoB (ACD) an incoming telephone call to the | TexHonoru gns agpecaumu

most appropriate person in the
shortest possible time. ACD is
sometimes called Automated Call
Distribution.

BXOOSALLMX TenedOHHbIX
obpalleHuii Hanbonee
NnoAaxoAsLmMM agpecaTtam
KpaTyanwue cpokn. ACD nHorga
Ha3blBalOT aBTOMaTU3MPOBAHHbLIM
pacnpegeneHnemM 3BOHKOB.
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Availability HocTtynHocTb (Service Design) Ability of a (MpoekTupoBaHue ycnyr)
Configuration Item or IT Service CnocobHocTb KoHdumrypaumoHHom
to perform its agreed Function eanHnubl nnu UT-yenyrm
when required. Availability is BbIMOSIHATE COrNacoBaHHYHO
determined by Reliability, dyHKUMIO, KOrga 310 TpebyeTcs.
Maintainability, Serviceability, [ocTtynHocTb onpeaensieTcs Yyepes
Performance, and Security. HapexHocTtb, ConpoBoXXgaeMocTb,
Availability is usually calculated O6cnyx1MBaMocCTb,
as a percentage. This calculation | lNpon3BoaANTENBLHOCTL U
is often based on Agreed Service | BesonacHocTb. [locTynHOCTb
Time and Downtime. It is Best 0ObLIYHO U3mMepsieTCs B NPOLIEHTaX.
Practice to calculate Availability 3710 n3mepeHune Yacto basmpyeTcs
using measurements of the Ha CornacoBaHHOM BpPEMEHM
Business output of the IT Service. | npegoctaBneHus ycnyru u

MpocToe. Jlyywen npakTnkon
ABMNSIETCSH BblUMCNEHNe
[ocTynHocTu Yepes namepeHue
pesynbTatoB UT-ycnyrn, 3Ha4nMbIxX
ans busHeca.

Availability YnpaBsneHue (Service Design) The Process (Service Design) lNMpouecc,

Management OOCTYNHOCTbIO responsible for defining, OTBevalLLMi 3a onpeaeneHue,
analysing, Planning, measuring aHanus, lNnaHnposaHue,
and improving all aspects of the n3mepeHue 1 yny4lleHune Bcex
Availability of IT Services. acnekToB [loctynHocTtn NT-ycnyru.
Availability Management is YnpasneHue 4OCTYMHOCTbIO
responsible for ensuring that all oTBeYaeT 3a T0, YToObI BcA UT-

IT Infrastructure, Processes, MHpacTpykTypa, MNpoueccsl,

Tools, Roles etc are appropriate CpeactBa, Ponmu 1.4.

for the agreed Service Level COOTBETCTBOBANW COrnacoBaHHbIM

Targets for Availability. LleneBbiM nokasaTensm ypoBHS
yCnyru B Yactu [JOCTynHOCTU.

Availability Cuctema (Service Design) A virtual (MpoekTnpoBaHue ycnyr)

Management ynpasneHus repository of all Availability BupTyanbHbIn peno3utopui ans

Information [OCTYNHOCTbIO Management data, usually stored | Bcex gaHHbIX, HAXo4ALWMXCS Nog

System (AMIS) (AMIS) in multiple physical locations. KOHTpoOreM YnpasneHus

See Service Knowledge
Management System.

aocTynHocTn. OBbIYHO 3TO
dusnyeckun pacnpeaeneHHoe
XpaHunuLe.

CwmoTpu Takke Cuctema
ynpaBneHns 3HaHUSIMU MO YCryram.
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(Service Design) A Plan to

[OnpepeneHue]

(MpoekTnpoBaHue ycnyr) NnaH,

OOCTYNHOCTLIO ensure that existing and future obecneunBaowmin dddekTnBHoe
Availability Requirements for IT Nno 3aTpaTam BbIMNOSTIHEHNE TEKYLLNX
Services can be provided Cost (cywecTBytoLmMX) U ByayLLMX
Effectively. (nnaHoBbIx) TpeboBaHun
poctynHocTtn K AT-ycnyre.
Back-out BoaBparT (k Synonym for Remediation. CuHoHMM TepMuHa McnpaBneHue.
npeabigywemy
COCTOSIHMIO)
Backup PesepBHoe (Service Design) (Service (MpoekTupoBaHue ycnyr)
KonmpoBaHue Operation) Copying data to (dkcnnyaTtauuma ycnyr)
protect against loss of Integrity or | KonvpoBaHue gaHHbIX C Lienbio 1x
Availability of the original. 3alnTbl OT HapyLLeHNs
LlenoctHocTu unu [JoctynHocTn
opurnHana.
Balanced Cucrtema (Continual Service (MocTosiHHOE ynyulieHne ycnyr)
Scorecard cbanaHcupoBaHHbIX | Improvement) A management MHCTpyMeHT ynpaeneHus,
nokasaTtenem tool developed by Drs. Robert pa3paboTaHHbIN JOKTOpam

Kaplan (Harvard Business
School) and David Norton. A
Balanced Scorecard enables a
Strategy to be broken down into
Key Performance Indicators.
Performance against the KPlIs is
used to demonstrate how well the
Strategy is being achieved. A
Balanced Scorecard has 4 major
areas, each of which has a small
number of KPIs. The same 4
areas are considered at different
levels of detail throughout the
Organisation.

Pobeptom KannaHom (apBaackas
O6usHec-wkona, Harvard Business
School) n easngom HopToHOM.
Cuctema cbanaHcMpoBaHHbIX
nokasarenew no3BonseT
Aekomnosupoatb CTpaTeruio oo
KntoueBbix nokasaTenen
npownssogutensHocTtu (KPI).
CooTHeceHue
MpownssogutensHocTn ¢ KPI
ncrnonb3yeTcsa Ans AeMOHCTpaLmn
YCMELHOCTN UCMONHEHUS
CrtpaTterun. CbanaHcmpoBaHHbIV
rnokasaTeslb COCTOUT U3 4-X rMaBHbIX
6rokoB (obnactew, HanpaBneHun),
KaxkObl U3 KOTOPbIX BKIOYAET B
cebsa HebonbLioe konmyecTso KPI.
Te xe camble 4 Gnoka
paccMaTpMBalOTCs Ha pasHbIX
YPOBHSIX AeTanu3aumu B paspese
Opranunsaumm.
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[OnpepeneHue]

Baseline BasoBoe coctosHne | (Continual Service (MocTosiHHOe ynyuleHue ycnyr)
Improvement) A Benchmark 3adunKcnpoBaHHOE COCTOsIHME,
used as a reference point. For MCcnonb3yemoe Kak OpueHTup
example: (koHTponbHas Toyka). Hanpumep:

e An ITSM Baseline can e basoBoe cocTosiHue B
be used as a starting point to ITSM MOXeT ObITb NCMONB30BAHO
measure the effect of a Service Kak oTnpaBHas Tovka Ans
Improvement Plan n3mepeHns acbdekra ot
peanusaumm MNnaHa
COBEpPLUEHCTBOBAHUSA yCNyr
e A Performance Baseline e basoBoe cocTtosiHue no
can be used to measure changes | Npon3BoanTENBLHOCTN MOXET ObITb
in Performance over the lifetime MCMOMNb30BaHO ANA N3MepeHus
of an IT Service na3meHeHui NponsBoanTensHOCTU B
TeyeHne BpemeHn xmsHun UT-ycnyrm
e A Configuration e bBasoBoe cocTosiHue B
Management Baseline can be YnpasneHun KoHUrypaunamm
used to enable the IT MOXeET ObITb UCMONb30BaHO AN
Infrastructure to be restored to a Bo3BpaTta UT-uHppacTpykTypbl K
known Configuration if a Change | nssecTtHown (MLCxOQHOMN)
or Release fails KoHdurypauum B cnydae, ecnm
BHegpeHne NameHeHuns nnm Penunsa
3aBepLUMIIOCh HEeYyauHo.
Benchmark 3admkcmpoBaHHoe (Continual Service (MocTosiHHOE ynyulleHue ycnyr)
COCTOsIHUE Improvement) The recorded CocTtosiHue yero-nunbo,

state of something at a specific
point in time. A Benchmark can
be created for a Configuration, a
Process, or any other set of data.
For example, a benchmark can
be used in:

3ahMKCUpPOBaHHOE Ha
onpegeneHHbIn MOMEHT BPEMEHU.
3admkcupoBaHHOEe COCTOSIHME
MOXeET ObITb CO34aHO Ansi
KoHdpurypaummm, MNMpouecca nnm
noboro apyroro Habopa gaHHbIX.
Hanpumep, 3adpmkcupoBaHHoe
COCTOsIHME MOXeET ObITb
MCNONb30BaHO B CrEAYLLMX
cny4vasx:
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[OnpepeneHue]

e Continual Service
Improvement, to establish the
current state for managing
improvements.

e Capacity Management,
to document Performance
characteristics during normal
operations.

e  See Benchmarking,
Baseline.

e [locTosiHHOE yny4lieHve
ycnyr, Ans gukcaumnm TekyLlero
COCTOSIHUSA 1 yrnpaBrieHns
yRyyLIEeHUsIMM.

e  YnpaBneHne MOLLIHOCTAMMU,
ANst JOKYMEHTUPOBAHUS 3Ha4YEeHUI
napameTpoB [Mpon3BoanTENbHOCTH,
XapaKkTepusyLmnx HopMarnbHbIN
PEXUM IKCNyaTaLmn.

e  Cwmotpu Takke CpaBHeHne
cocTosiHUM, Ba3oBoe cocTosiHMe.

Benchmarking

CpaBHeHune
COCTOSHWUN

(Continual Service
Improvement) Comparing a
Benchmark with a Baseline or
with Best Practice. The term
Benchmarking is also used to
mean creating a series of
Benchmarks over time, and
comparing the results to measure
progress or improvement.

(MocTosiHHOe ynyuleHue ycnyr)
CpaBHeHwne 3admkcMpoBaHHOMO
cocTosiHuA ¢ basoBbIM cocTosiHME
unu c Jlyywen npaktukon. TepmuH
CpaBHeHMe COCTOSIHUI Takke
ucrnonb3yeTcs B cneayoLem
CMbICre - co3gaHue cepum
3admKCUpoBaHHbIX COCTOSIHWN B
Te4YeHUn onpeaeneHHoro oTpeska
BPEMEHU U CpaBHEHME MOITyYEHHbIX
pe3ynbTaToB Ans OLEHKN
nporpecca unm ynyudtleHus.

Best Practice

J'Iquuaﬂ NpaKkTuKa

Proven Activities or Processes
that have been successfully used
by multiple Organisations. ITIL is
an example of Best Practice.

HeatenbHocTn unu Mpouecchl,
YCMELHOEe NPUMEHEHNE KOTOPbIX
noaTBEPXKAEHO MHOTUMMN
Opranusaumsmu. ITIL - 3To oguH 13
npumepoB Jlyylien npakTuku.
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Definition

(Service Design) A technique
that helps a team to generate
ideas. Ideas are not reviewed
during the Brainstorming session,
but at a later stage. Brainstorming
is often used by Problem
Management to identify possible
causes.

[OnpepeneHue]

(MpoekTnpoBaHue ycnyr)
MeToauka, koTopas nomoraet
KomaHge reHepupoBaTb uaeu. MNpu
3TOM UAEeN He OOMKHbI
KPUTUKOBaTBLCH M aHanuanpoBaTbCs
BO BpeMs MPOBEAEHNSI CamMOro
Mo3sroBoro wtypma, 3To
npoucxoauT nocne. Mosroson
LUTYPM YacTo mcnonb3yeTcs B
YnpaeneHuu npobnemamu gns
norcka BO3MOXHbIX MPUYUH.

British
Standards
Institution (BSI)

BputaHckuin
WUHCTUTYT
ctaHgapTos (BSI)

The UK National Standards body,
responsible for creating and
maintaining British Standards.
See http://www.bsi-global.com for
more information.

OpraHusaums no HaunoHanbHbIM
CraHgaptam O6beguHeHHoro
KoponescTtea (The UK National
Standards body), oTBevatoLLas 3a
pa3paboTky 1 conpoBoxaeHune
BputaHckux CtaHaapToB.
[ononHuTenbHyo nHopmauunio
MO>HO NOMy4nTh MO agpecy
http://www.bsi-global.com.

controlling the spending of
money. Consists of a periodic
negotiation cycle to set future
Budgets (usually annual) and the
day-to-day monitoring and
adjusting of current Budgets.

See ISO. Cwmotpu Takxke 1SO.

Budget Brogxet A list of all the money an MepeyeHb AeHEXHBIX CPEACTB,
Organisation or Business Unit koTtopble OpraHusauus nnu busHec-
plans to receive, and plans to pay | eanHuua nnaHupyeT NoAyYnTb UNn
out, over a specified period of noTpaTuTb B TEYEHNE
time. onpefeneHHoro neprMoaa BpeMeHMU.
See Budgeting, Planning. CwmoTpu Takke brogxetnpoaHue,

lMnaHuposaHue.

Budgeting BlogxeTnposaHue The Activity of predicting and HeatenbHOCTb MO

NPOrHO3MPOBAHMIO U
nocneayoLemMy KOHTPOIO
pacxofoB OEHEXHbIX CPEACTB.
CocTonT 13 Nepnoanyeckoro
(0BbIMHO exerogHOro) CocTaBneHnst
BromxeToB OyayLLMX Nepuoaos u
eXeHEBHOro MOHUTOPUHra,
yTOouHeHus BrogxeTa TekyLero
nepuopaa.
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Build Cbopka (Service Transition) The Activity | (Mpeo6pa3oBaHue ycnyr)
of assembling a number of [lesTenbHOCTb MO KOMMOHOBKE

Configuration ltems to create part | Heckonbkux n 6onee

of an IT Service. The term Build KoHpurrypaumoHHbIxX eanHiL, ans
is also used to refer to a Release | dopmupoBaHusa yactn UT-Ycnyru.
that is authorised for distribution. | TepmnH Cbopka Takke

For example Server Build or NCNOoNb3yeTcHa B OTHOLUEHUM
laptop Build. Penusa, koTopbln yTBEPXAEH ANd
pacnpocTpaHeHus. Hanpumep,
Cbopka cepsepa unm Cbopka

HoyTbyka.
See Configuration Baseline. CwmoTpun Takke basoBoe cocTosgHne
KOH(Urypaumm.
Build Cpepna cbopku (Service Transition) A controlled | (Mpeo6pa3oBaHue ycnyr)
Environment Environment where Applications, | KoHTponupyemas Cpeaa, B KOTOpoW

IT Services and other Builds are cobuparoTcs (KOMMOHYHTCS)
assembled prior to being moved Mpunoxenus, NT-Ycnyru n gpyrue
into a Test or Live Environment. C6opku nepepn ux nepenayen B
Cpeny TectupoBanus unu Cpeay
NPOMBbILLITEHHON 3KCMyaTauuu.

Business BusHec (Service Strategy) An overall (Ctpaternsa ycnyr)

corporate entity or Organisation O6wekopnopaTtBHoe obpasoBaHne
formed of a number of Business unu OpraHnsaums,

Units. In the context of ITSM, the | cdoopmMupoBaHHbIE N3 HEKOTOPOrO

term Business includes public KonunyectBa busHec-eguHuu,. B
sector and not-for-profit koHTekcTe ITSM TepmuH BusHec
organisations, as well as pacnpoCcTpaHaeTCcH Kak Ha
companies. An IT Service HEKOMMepYeCKMe opraHmsaumm un

Provider provides IT Services to a | rocyaapCTBEHHbI CEKTOP
Customer within a Business. The | 3KOHOMUMKK, TaKk 1 HA KOMMepYeckne
IT Service Provider may be part komnaHuu. Moctaswmk UT-ycnyr

of the same Business as their npegoctaendaet UT-ycnyrn gng
Customer (Internal Service 3akasuvka B pamkax busHeca.
Provider), or part of another MocTtaBwmk NT-ycnyr moxeT BbiTb
Business (External Service YacTbto TOro e camoro busHeca, K
Provider). KOTOPOMY OTHOCUTCS 3akas4ymk

(BHYTpeHHUIN NoCTaBLUMK YCNyr),
1nn vacTeio gpyroro busHeca
(BHeLHWA nocTaBLLMK yCnyr).
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Business
Capacity
Management
(BCM)

YnpaseneHue
MOLLIHOCTSIMM
6usHeca (BCM)

(Service Design) In the context
of ITSM, Business Capacity
Management is the Activity
responsible for understanding
future Business Requirements for
use in the Capacity Plan.

See Service Capacity
Management.

(Ctparterus ycnyr) B koHTekcTe
ITSM, YnpaeneHne MOLHOCTAMM
OusHeca - 310 []esaTenbHOCTb,
oTBeYaloLln 3a NoOHMMaHue
Oyaywmx TpeboBaHuin BuaHeca ¢
LLerbio UCMONb30BaHUA 3TUX
AaHHbIX B [naHe obecneyeHus
MOLLIHOCTEMN.

CwmoTpu Takke YnpaBneHue
MOLLHOCTSIMUN YCIYTW.

Business Case

BusHec-keic

(Service Strategy) Justification
for a significant item of
expenditure. Includes information
about Costs, benefits, options,
issues, Risks, and possible
problems.

See Cost Benefit Analysis.

(Ctpaternsa ycnyr) O6ocHoBaHve
Kakom-nnbo 3HaYNTENBHOWN CTaTby
pacxofos. BknoyaeT nHgopmaumto
0 3aTpartax, Bbirofe, BapnaHTax
peanu3sauuu, CroXHOCTAX, Pruckax un
BO3MOXHbIX Npobnemax.

CmoTpu Takke AHanms BbIrog u
3aTpar.

Business
Continuity
Management
(BCM)

YnpasneHue
HenpepbIBHOCTHIO
6usHeca (BCM)

(Service Design) The Business
Process responsible for
managing Risks that could
seriously impact the Business.
BCM safeguards the interests of
key stakeholders, reputation,
brand and value creating
activities. The BCM Process
involves reducing Risks to an
acceptable level and planning for
the recovery of Business
Processes should a disruption to
the Business occur. BCM sets the
Objectives, Scope and
Requirements for IT Service
Continuity Management.

(MpoekTupoBaHue ycnyr) busHec-
npovecc, oTBevanLLunin 3a
ynpaBneHne Puckamu, KOTopble
MOTyT CEpbe3HO NOBMMATb Ha
BusHec. BCM 3awmwaeTt nHtepecs!
KIMOYEBbIX 3aUHTEPECOBAHHbIX
CTOPOH, penyTauuio, 6peHa u
OeATeNnbHOCTb MO CO3AaHNI0
LeHHocTu. MNpouecc BCM Bknitovaet
B cebs cHmxeHne PuckoB o
NpUeMIIEMOro YPOBHS 1
nnaHMpoBaHue crnocobos
BOcCcTaHoBreHusa busHec-
NpoLEeCCOoB B Crly4yae HapyLleHus
BusHeca. BCM yctaHaBnvnBaeTt
Llenun, OxBat u TpeboBaHusa no
OTHOLLUEHUIO K YNpaBneHuio
HenpepbiBHOCTU UT-ycnyr.
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Business
Continuity Plan
(BCP)

MnaH obecnevyeHus
HenpepbIBHOCTH
busHeca (BCP)

(Service Design) A Plan defining
the steps required to Restore
Business Processes following a
disruption. The Plan will also
identify the triggers for Invocation,
people to be involved,
communications etc. IT Service
Continuity Plans form a
significant part of Business
Continuity Plans.

(MpoekTnpoBaHue ycnyr) MNnaH
onpegenser waru, Heobxoanmble
anga BocctaHoBneHnsa busnec-
NpoLEeCcCOoB B Cry4yae HapyLUeHUs nx
dyHKUMOHMpPOBaHus. MnaH Takke
OOMXeH cogepxaTb MHPOPMAaLMIO O
COBbITHAX, KOTOPbIE ABNAIOTCH
OCHOBaHWeM ans ero
MHuunmpoBaHus; nogsx, Kotopble
OOMXKHbI ObITb 3a1€NCTBOBaHbI B
peanusauun nnaHa; cpeacraax
KOMMYHMKaumi 1 T.n. MNnaxel
obecneyeHuss HenpepbiBHOCTU UT-
YCNyr SABASTCA 3HAYUMMOW YaCTbiO
MnaHoB obecneveHuns
HenpepbIBHOCTM BU3Heca.

Business
Customer

BbusHec-3akasumk

(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.

(Ctpaterus ycnyr) lNony4yartenb
npoaykTa unm Ycnyru,
npegocTasnsemMoro busHecom.
Hanpumep, ecnu busHec
3aHMMaeTCcs NPOV3BOACTBOM
aBTomobunen, To busHec-
3aKa34MKoM sBRsieTcs Nobo
nokynartens aBToMobunen.

Business Impact
Analysis (BIA)

AHanus BNUsIHUSI Ha
ousHec (BIA)

(Service Strategy) BIA 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.

BIA 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.

(CtpaTerusa ycnyr) BIA -
JeaTenbHOCTb B paMkax npouecca
YnpaBneHun HeNpepbIBHOCTbLIO
6usHeca, koTopas onpegensiet
KpuTtnyHble 6msHec-pyHKLMN 1
3aBMCMMOCTb OT (DaKTOPOB
OKpY>XeHUS. DTMK hakTopamm
MoryT ObITb MocTaBLmKkK, Noaw,
apyrue busHec-npoueccol, NT-
yCnyrn u T.4.

BIA onpepenset TpeboBaHus K
BOCCTaHoBneHuo NT-ycnyr. 3tn
TpeboBaHus BkntovatoT Lienesble
BpeMeHa BOCCTaHOBMEHWS,
LleneBble TOYKM BOCCTAHOBIEHMS U
MUHUManbHbIN Lieneson
rnokasaTenb YPOBHS YCryru Ans
kaxgon NT-ycnyru.
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Business BusHec-uenb (Service Strategy) The Objective | (CtpaTernsa ycnyr) Llenb BusHec-
Objective of a Business Process, or of the npouecca unu busHeca B yenom.
Business as a whole. Business BbuaHec-uenu nogaepxueatrT
Objectives support the Business BuaeHve busHeca, asndatoTtcs
Vision, provide guidance for the opueHTupamn ana NT CtpaTterum, u
IT Strategy, and are often 3a4actyto nogaepxmsatorca AT-
supported by IT Services. ycrnyramu.
Business OnepauuoHHas (Service Strategy) The day-to- (Ctparterns ycnyr) lNosceaHesHoe
Operations [eATenbHOCTb day execution, monitoring and BbIMNOSIHEHNE, MOHUTOPUHT 1
OunsHeca management of Business ynpasnenune busHec-npoueccamu.
Processes.
Business BusHec- (Continual Service (MocTosiHHOE ynyulieHue ycnyr)
Perspective nepcnekTnea Improvement) An understanding | NpeacTtaenexne o MNocTaBLmkax
of the Service Provider and IT ycnyr n UT-ycnyrax ¢ TOYKn 3peHus
Services from the point of view of | BusHeca n npeacTtaBneHue o
the Business, and an BusHece ¢ TOYKM 3peHns
understanding of the Business MocTaBLluymKa ycnyr.
from the point of view of the
Service Provider.
Business BusHec-npouecc A Process that is owned and Mpouecc, BnageHne n ynpaeneHue
Process carried out by the Business. A KOTOpbIM BbINonHaeTcs brusHecom.
Business Process contributes to BusHec-npouecc cnocobeTyeT
the delivery of a product or npegocTaBneHnio NpoayKTa unu
Service to a Business Customer. | Ycnyru gna busHec-3akasuvka.
For example, a retailer may have | Hanpumep, npegnpustue
a purchasing Process which PO3HWYHOW TOProBNn MOXeT UMETb
helps to deliver Services to their Mpouecc 3akynok, KOTOpbIN
Business Customers. Many nomoraeT NpeJocTaBnAaATb Ycnyry
Business Processes rely on IT ero bnsHec-3akasunky. MHorune
Services. BusHec-npoueccsl 3aBucat ot UT-
yCnyr.
Business YnpaBsneHue (Service Strategy) The Process | (CtpaTterusa ycnyr) Npouecc nnum
Relationship B3anmooTHowweHusam | or Function responsible for DyHKLMSA, OTBEYaOWUA 3a
Management n ¢ GusHecom maintaining a Relationship with nogaepxaHne BaauMooTHOLLEHWI C

the Business. BRM usually
includes:

e Managing personal
Relationships with Business
managers

e Providing input to
Service Portfolio Management

BusHecom. BRM 06bIYHO BKITHOYaET:

e YnpaeneHve
nepcoHanbHbIMM
B3anmooTHOLLEHUS C
MeHegkepamu brusHeca

e ObGecneyeHune npouecca
YnpaeneHve noptdenem ycnyr
BXOAHbLIMW A@HHbIMU
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e Ensuring that the IT
Service Provider is satisfying the
Business needs of the Customers

This Process has strong links
with Service Level Management.

e O6ecneyeHue TOro, 4To
MoctaBwuk UT-ycnyr
yaoBneTeopsieT busHec
notpedbHocTamM 3akas3ymkoB

37107 lNMpouecc TeCHO CcBsI3aH ¢
YnpaBneHuemM ypoBHEM YCHyT.

Business MeHemxep no (Service Strategy) A Role (Ctparterus ycnyr) Ponb,
Relationship B3aMMOOTHoOLLEeHUAM | responsible for maintaining the OTBevalLLasa 3a cConpoBoXaeHme
Manager (BRM) | ¢ 6usHecom (BRM) Relationship with one or more B3anmooTHOLIEHWI C OA4HUM MnKn
Customers. This Role is often HecKonbkumn 3akaszunkamu. T1a
combined with the Service Level Ponb yacTto coBmellaetcs ¢ Pornbio
Manager Role. MeHemxepa npouecca YnpasneHus
YPOBHEM YCIyT.
See Account Manager. CwmoTtpu Takke MeHempxkep no
paboTe c 3aka3vmkamu.
Business BusHec-ycnyra An IT Service that directly UT-ycnyra, KoTopas Hanpsamyto
Service supports a Business Process, as | nogaepxwusaeT busHec-npouecc, B
opposed to an Infrastructure NPOTUBOMOSOXKHOCTb
Service which is used internally MHdpacTpykTypHOI ycnyre,
by the IT Service Provider and is | koTopasi ucnonb3yeTcsi BHyTpH
not usually visible to the MocTtaBwwka UT-ycnyr n 06bIMHO He
Business. saBnsaeTcs odeBmaHon ansa busHeca.
The term Business Service is TepmuH BrnsHec-ycnyra Takke
also used to mean a Service that | ncnonbsyetcs ans o6o03HayeHns
is delivered to Business Ycnyrm, kKotopasi npegocraBngeTcs
Customers by Business Units. BusHec-3akasunkam ot busHec-
For example delivery of financial | eguHuu. Hanpumep,
services to Customers of a bank, | npegoctaBneHne puHaAHCOBLIX
or goods to the Customers of a ycnyr 3akaszynkam GaHka nnm
retail store. Successful delivery of | ToBapoB 3aka3unkam po3HUYHOrO
Business Services often depends | marasuHa. YcnewHoe
on one or more IT Services. npepocTasneHve busHec-ycnyru
4YacTo 3aBUCUT OT oaHONM unu bonee
NT-ycnyr.
Business YnpaBsneHue (Service Strategy) (Service (Ctparteruns ycnyr)
Service BusHec-ycnyramu Design) An approach to the (MpoekTupoBaHue ycnyr) Noaxon
Management (BSM) management of IT Services that K ynpaeneHuto AT-ycnyramu,
(BSM) considers the Business KOTOpbIN Npegnonaraet, 4yto UT-

Processes supported and the
Business value provided.

ycnyru nogaepxueatot busHec-
NMPOLIECC M MOBbLILIAKT LEHHOCTb,
hopmupyemyto busHecom.
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This term also means the
management of Business
Services delivered to Business
Customers.

OTOT TEPMUH Takke 0603HavaeT
ynpaeneHue buaHec-cepsucamuy,
npegocTasnsieMmbiMu brusHec-
notpeburenam.

Business Unit

Busnec-eanHmya

(Service Strategy) A segment of
the Business which 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.

(CtpaTerua ycnyr) CermeHt
BusHeca, KOTOpbIN NMeeT CBOU
cobcTBeHHbIe naHbl, MeTpukuy,
noxoa n 3atpatbl. Kaxgasa busHec-
efvHuUa BnageeT AKTBaMu 1
ucnonb3yeT X Ans co3gaHns
LeHHoCcTu anst 3aka34vmkoB B hopmMe
TOBapOB 1 YCnyr.

Call TenedoHHoe (Service Operation) A telephone | (9kcnnyaTtauusa ycnyr)
obpalleHne call to the Service Desk from a TenedoHHoe obpalleHue
User. A Call could result in an Monb3oBaTens B Cnyx0by Service
Incident or a Service Request Desk. TenedoHHoe obpalleHne
being logged. MOXET ObITb 3apPErMCTPUPOBAHO Kak
MHumaeHT unu 3anpoc Ha
obcnyxnBaHue.

Call Centre LleHTp o6paboTkm (Service Operation) An (OkcnnyaTtauusa ycnyr)
TenedoHHbIX Organisation or Business Unit OpraHunzauna nnu busHec-egmnHmua,
obpaLleHui which handles large numbers of KoTopas obpabaTtbiBaeT GonbLuoe

incoming and outgoing telephone | konuyecTBO BXOAALMX U
calls. mexogawmx TenedoHHbIX
obpaLleHui.
See Service Desk. CwmoTpu Takke Cnyxba Service
Desk.
Call Type Tun obpavyeHus (Service Operation) A Category | (QkcnnyaTtauusa ycnyr) Kateropus,

that is used to distinguish
incoming requests to a Service
Desk. Common Call Types are
Incident, Service Request and
Complaint.

KOTopasi ucrnonb3yeTcs ans
COPTUPOBKMU MOCTYNaLNX B
Cnyx0y Service Desk 3anpocos.
O6blYHBIMU TuUNamm obpalleHui
agnstoTcsa MHumaeHT, 3anpoc Ha
obcnyxuBaHue n XKanoba.
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Capability CnocobHocTb (Service Strategy) The ability of | (CtpaTernsa ycnyr) BoamoXxHoCTb
an Organisation, person, OpraHusaumu, Yyenoeeka,
Process, Application, Mpouecca, MNpunoxeHwns,
Configuration Item or IT Service KoHpurrypaumoHHOM eanHuLbl Nnu
to carry out an Activity. NT-ycnyrn ocyLiecTBnsTh
Capabilities are intangible Assets | desatenbHocTb. CnOocoOHOCTM - 3TO
of an Organisation. HemaTepuanbHble AKTUBbI

OpraHunzauumn.

See Resource. CwmoTpu Takke Pecypc.

Capability Mogens 3pernoctu (Continual Service (MocTosiHHOe yny4lweHue ycnyr)

Maturity Model
(CMM)

(CMM)

Improvement) The Capability
Maturity Model for Software (also
known as the CMM and SW-
CMM) is a model used to identify
Best Practices to help increase
Process Maturity. CMM was
developed at the Software
Engineering Institute (SEI) of
Carnegie Mellon University. In
2000, the SW-CMM was
upgraded to CMMI® (Capability
Maturity Model Integration). The
SEI no longer maintains the SW-
CMM model, its associated
appraisal methods, or training
materials.

Mopgenb 3penoctu ons
MporpammHoro obecneyeHunst
(Tarke nssectHasa kak CMM n SW-
CMM) - aTo Moaenb, ucnonb3yemasi
Ang onpepenexus Jlydwmx npakTmk
NMOMOratLLMX NOBLICUTL 3penocTb
npoueccoB. CMM 6bina
paspaboTtaHa MHCTUTYTOM
NPOEKTUPOBaHMWS NMPOrpPaMMHOro
obecneyeHnsa YHuBepcuteTa
KapHeru-MennoHa (Software
Engineering Institute (SEI) of
Carnegie Mellon University). B 2000
rogy SW-CMM 6bina
nepecMoTpeHa, B pesyrnbtaTe Yero
Obina cozgaHa CMMI®
(KomnnekcHast Mogenb 3penocTu).
B HacTosiwee Bpems SE| He
OTBEYaeT 3a COMPOBOXAEHNE KaK
camon SW-CMM, a Takxe
CONYTCTBYHLLNX OLLE€HOYHbIX
MeTOoaVK N y4ebHbIX MmaTepuanos.




Term

Capability
Maturity Model
Integration
(CMMI)

ITIL® V3 Glossary Russian Translation v0.92, 30 Apr 2009

[TepmuH]

KomnnekcHas
MOAENb 3penocTn
(CMMI)

ITIL® V3 Translation Project

Definition

(Continual Service
Improvement) Capability
Maturity Model® Integration
(CMMI) is a process improvement
approach developed by the
Software Engineering Institute
(SEI) of Carnegie Melon
University. 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
http://www.sei.cmu.edu/cmmi/ for
more information.

See CMM, Continuous
Improvement, Maturity.

[OnpepeneHue]

(Continual Service Improvement)
KomnnekcHas moaenb 3penocTu
(CMMI) - aTo noaxopg kK
COBEpPLUEHCTBOBAHUIO MPOLIECCOB B
obnacTtn MHpopMaLMOHHBIX
TEXHOMOrMI, pa3paboTaHHbIN B
MHCcTUTyTE NpoeKkTupoBaHus
nporpamMmmHoro obecnevyeHus
YHuepcuteta KapHern-MennoHa
(Software Engineering Institute
(SEI) of Carnegie Mellon
University). CMMI npepgnaraet
nepevyeHb OCHOBHbIX 31EMEHTOB
O5151 NoCTpoeHust 3(pPeKTUBHbIX
npoueccoB. OHa MoOXeT ObITb
ucrnonb3oBaHa Kak pykoBOACTBO MO
COBEpLUEHCTBOBAHMIO MPOLIECCOB
OTAENbHO B3SITOrO NPOEKTa,
OpraHu3aLMoHHOro nogpasgeneHus
mnn ansa uenown opranunsauumn. CMMI
rnomMmoraeT MHTerpnupoBaTb
TpaanuMoHHO 060cobneHHbIe
(PYHKLMKN OpraH13aumm, yCTaHOBUTb
Lenun n npuopmuteThbl
COBEpLUEHCTBOBAHMS npoLiecca,
3aJaeT OpUEHTUPbLI ANsi CO3aaHus
KayeCTBEHHbIX MPOLIECCOB U
OTMNpaBHbIE TOYKM NPU OLLEHKE
CYLLECTBYHOLLMX MPOLLECCOB.
CmoTpu Takke
http://www.sei.cmu.edu/cmmi/.

CwmoTtpm Takke CMM, HenpepbiBHOE
ynydieHune, 3penocTb.
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[TepmuH] Definition [OnpeneneHue]
Capacity MowHocTb (Service Design) The maximum | (MpoekTupoBaHue ycnyr)
Throughput that a Configuration MakcmumaneHasa NponyckHas
Item or IT Service can deliver CMOCOBHOCTb, KOTOPYH MOXET
whilst meeting agreed Service obecneunTtb KoHdurypaumoHHas

Level Targets. For some types of | eanHuua unu UT-ycnyra B pamkax
Cl, Capacity may be the size or cornacoBaHHbIx LleneBbix

volume, for example a disk drive. | nokasatenewn ypoBHsa ycnyru. [ns
HekoTopbIx TMNoB KE, MowHocTb
MOXeT ObITb BblpaXXeHa pa3Mepom
Unun o6 bEMOM, HAaMPUMEP, XECTKOTO

ancka.

Capacity YnpaBneHue (Service Design) The Process (MpoekTupoBaHue ycnyr)

Management MOLLHOCTSAMM responsible for ensuring that the Mpouecc, oTBevarowmn 3a
Capacity of IT Services and the CBOEBpPEMEHHOE U P dheKkTUBHOE

IT Infrastructure is able to deliver | no 3atpatam cooTBeTCTBUE
agreed Service Level Targets in a | MowHoctn UT-ycnyr n UT-
Cost Effective and timely manner. | nidpacTtpyktypbl TpeboBaHnsiM
Capacity Management considers | cornacoBaHHbIX Lienesbix

all Resources required to deliver | nokasaTenen ypoBHs yCryru.

the IT Service, and plans for YnpaBneHne MOLHOCTAMMN
short, medium and long term NpUHYMaeT BO BHUMaHWe BCe
Business Requirements. Pecypchl, Heobxogumble ans

npegoctasneHusa NT-ycnyr, a Takke
Npon3BOaUT KPaTKOCPOUHOE,
CcpefHecpoyHOoe 1 A0NroCcpoyHoe
nnaHnposaHne busHec-

TpeboBaHuI.
Capacity Cuctema (Service Design) A virtual (MpoekTupoBaHue ycnyr)
Management yrnpasneHus repository of all Capacity BupTyanbHoe xpaHunuiie ans Bcex
Information MOLLHOCTSAIMM Management data, usually stored | gaHHbIX B paMmkax YnpasneHus
System (CMIS) | (CMIS) in multiple physical locations. MOLLIHOCTSIMU, OObIYHO UMeeT

duanyeckun pacnpeaeneHHyto

apXUTEKTYpY.

See Service Knowledge CwmoTtpu Takke Crucrema

Management System. ynpaBreHns 3HaHUAMM Mo yCryram.
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[TepmuH]

Definition

[OnpepeneHue]

Capacity Plan

MnaH obecnevyeHus

(Service Design) A Capacity

(MpoekTnpoBaHue ycnyr) MNnaH

MOLLIHOCTEWN Plan is used to manage the obecneyeHnss MOLLIHOCTEN
Resources required to deliver IT ucnonb3yeTcs And yrpasneHns
Services. The Plan contains Pecypcamun, HeobxoammbiMu ans
scenarios for different predictions | npegoctasnenunsa UT-ycnyr. 3ToT
of Business demand, and costed nraH CoaepXuT cueHapumn ons
options to deliver the agreed NPOrHO3nMpoBaHus cnpoca co
Service Level Targets. CTOPOHbI BrsHeca, u oueHky
3aTpaT, HeobxoanmbIX A4S
obecneyeHnss cornacoBaHHbIX
LleneBbIx NnokasaTenen ypoBHS
YCNyTu.
Capacity lMnaHupoBaHue (Service Design) The Activity (MpoekTnpoBaHue ycnyr)
Planning MOLLIHOCTEM within Capacity Management [eaTenbHOCTb B paMkax
responsible for creating a YnpaBneHns MOLLHOCTAMM,
Capacity Plan. oTBevatoLLlas 3a paspaboTky NnaHa
obecneyeHns MOLLHOCTEN.
Capital KanuTtanbHbie (Service Strategy) The Cost of (Ctpaterna ycnyr) 3atpaTtbl Ha
Expenditure 3atpaTbl \m3gepxku, | purchasing something that will 3aKynky vero-nubo,
(CAPEX) pacxogbl\ (CAPEX) | become a financial Asset, for paccmaTprMBaeMOoro Kak
example computer equipment d1HaHCOBbLIN AKTMB, Hanpumep,
and buildings. The value of the KOMMbIOTEPHOE 060OpYyaAOBaHME UK
Asset is Depreciated over 3aaHus. CtoumocTb AKTMBA
multiple accounting periods. AMOpTM3MpyeTCA B TeveHne
HECKOINbKUX (PMHAHCOBbIX
nepuoaos.
Capital Item O6bekT (Service Strategy) An Asset that | (CtpaTerus ycnyr) Aktus,
KanutanbHbIX is of interest to Financial npeacTaBNALLLNA NHTEPEC ANA
3aTpar Management because it is above | YnpaeneHusa domHaHcamu , T.K. €ro

an agreed financial value.

CTOMMOCTb MpeBbILLaeT
onpeaeneHHyo NoporoByio
BEMUUUHY.




Term
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[TepmuH]

ITIL® V3 Translation Project

Definition

[OnpepeneHue]

Capitalization Kanutanusauus (Service Strategy) Identifying (Ctpaterus ycnyr) OnpegeneHune
major Cost as capital, even 3Ha4MMbIX 3aTpart Kak
though no Asset is purchased. KanuTanbHbIX, AaXe ecrnv 3Tu
This is done to spread the impact | 3aTpaTtbl He CBsi3aHbl C MOKYMKOW
of the Cost over multiple AkTnBa. 910 genaetca ons
accounting periods. The most pacnpegeneHust 3atpaT mexay
common example of this is HECKONbKUMMN hMHAHCOBLIMMN
software development, or nepvogamu. Hanbonee TMNUYHbLIM
purchase of a software license. NpPUMEpPOM SBMAIOTCA 3aTpaThl Ha
pa3paboTky NporpaMmMHOro
obecneyeHnss unu NOKymnky
NULIEH3MIA HA NpOrpamMMHoe
obecneyeHue.
Category Kateropus A named group of things that MmeHoBaHHas rpynna Kaknx-nmobo
have something in common. 0OBEKTOB UMK CYLLHOCTEN,
Categories are used to group MMEKLLNX YTO-TO obLee.
similar things together. For KaTeropum ucnonssyoTtca ang
example Cost Types are used to | 06begMHEHNsT NOXOXUX OO BHEKTOB.
group similar types of Cost. Hanpumep, Tunbl 3aTpaT
Incident Categories are used to MCMONb3YyTCA AN rPYNNMPOBKU
group similar types of Incident, Cl | ogHoTunHbIX 3aTpaT, Kateropun
Types are used to group similar MHUMAEHTOB - OOHOTUMHBIX
types of Configuration Item. WuumaenTos, Tunbl KE -
OLHOTUMHBLIX KOHGUrypaLnoHHbIX
euHnL,.
Certification CepTtudumkaums Issuing a certificate to confirm OdopmneHne cepTudumkaTa,

Compliance to a Standard.
Certification includes a formal
Audit by an independent and
Accredited body. The term
Certification is also used to mean
awarding a certificate to verify
that a person has achieved a
qualification.

noateepxgatowero CooTBeTCTBME
CraHgapTty. CepTudukaums
BKMOYaeT B cebs npoBeaeHne
copmanbHoro Ayamnta
He3aBMCMMOW U AKKpPEAUTOBaHHON
MHCTaHumen. TepMuH
CepTudukaumsa Takke o3HavaeT
Bblgayy YenoBeky cepTudmkata B
NoATBEPXAEHWNE TOro, YTo 3TOT
YyenoBek obnagaeT onpeaeneHHoN
KBanudukaumen.
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[TepmuH]

Definition

[OnpepeneHue]

Change N3meHeHune (Service Transition) The (Mpeobpa3zoBaHue ycnyr)
addition, modification or removal [o6asneHune, mogndmkaLmsa nnm
of anything that could have an ypganeHue 4yero-nnbo, cnocobHoro
effect on IT Services. The Scope | okasaTb BnusaHue Ha N T-ycnyru.
should include all IT Services, OxBaT gormkeH BknovaTb Bce UT-
Configuration Items, Processes, ycnyru, KoHdpurypaumoHHble
Documentation etc. eavHuubl, Mpouecchl,

[okymeHTaumio n 1.4.
Change KomuteT no (Service Transition) A group of (MpeobpasoBaHue ycnyr) pynna

Advisory Board
(CAB)

nameHexuam (CAB)

people that advises the Change
Manager in the Assessment,
prioritisation and scheduling of
Changes. This board is usually
made up of representatives from
all areas within the IT Service
Provider, the Business, and Third
Parties such as Suppliers.

noaen, KOHCYNbTUPYOLLNX
MeHenxepa no ViameHeHusimM npum
BblNonHeHnn um OueHKn
COOTBETCTBUS, NpUoOpUTE3aLNA U
nnaHmpoBaHus ameHeHuin. 3ToT
KOMUTET 06bIYHO hopmumpyeTca 13
npegcraBuTenen Bcex
3aMHTEpPEeCOBaHHbIX CTOPOH -
MoctaBwwka UT-ycnyr, BusHeca un
TpeTbnx CTOPOH, TaKMX Kak npoyne
MNocTaBLLmKN.

Change Case

CueHapun
M3MEHEHUS

(Service Operation) A technique
used to predict the impact of
proposed Changes. Change
Cases use specific scenarios to
clarify the scope of proposed
Changes and to help with Cost
Benefit Analysis.

See Use Case.

(Mpeo6pasoBaHue ycnyr)
MeToawuka, ncnons3yemasi ons
NPOrHo3npoBaHusa Bnnaxums
npeanoXeHHbIX I3ameHeHu.
CueHapum n3meHeHuI - 3T
cneumdunyeckme Mogenu passutus
COObITMI, NCMONb3yeMble s
YTOYHEHMS OXBaTa NpeasioKeHHbIX
V3ameHeHuI n nomoratoLme
BbINONHUTL AHanNu3 BbIro4 1 3aTpar.

CwmoTpun Takke CueHapui
NCMONb30BaHMS.

Change History

UcTopusa nameHeHnmn

(Service Transition) Information
about all changes made to a
Configuration ltem during its life.
Change History consists of all
those Change Records that apply
to the CI.

(Mpeobpa3oBaHue ycnyr)
WHdpopmaumst 060 Bcex
N3MEHEHNSIX B OTHOLLEHMU
KOHKpeTHon KoHurypaLumoHHom
€[VHWLbI B TEYEHMUN BCETO CPpOKa ee
cnyx0bl (kn3HK). Nctopus
N3MEHEeHWI COCTOUT U3 BCex
3anucert 06 n3MeHeHusAX
npuMeHnTensHO K gaHHon KE.
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[TepmuH] Definition [OnpeneneHue]
Change YnpaBneHue (Service Transition) The (Mpeobpa3zoBaHue ycnyr)
Management N3MEHEHNAMM Process responsible for Mpouecc, oTBevatoLwmin 3a
controlling the Lifecycle of all ynpasreHne XXN3HEeHHOrO LIMKIoM
Changes. The primary objective Bcex ameHeHun. MprnoputetHas
of Change Management is to 3afadva YnpaBneHus U3MeHeHNAMN
enable beneficial Changes to be - cnocobcTBOBaThL peanu3aunm
made, with minimum disruption to | noneaHbix 3meHeHWIn ¢
IT Services. MWUHVMYMOM HapyLUEeHWUI B
PYHKLMOHMPOBaHUA

npepoctasnsembslx UT-ycnyr.

Change Model Mogensb (Service Transition) A (Mpeo6pasoBaHue ycnyr)
peanusaunm repeatable way of dealing with a IMpoBepeHHbIN 1 perynspHo
N3MEeHeHMs particular Category of Change. A | npumeHstoLmnca cnocob

Change Model defines specific BbINOSIHEHNS VI3MeHeHus
pre-defined steps that will be onpegeneHHon Kateropun. Mogens
followed for a Change of this peanusaunmn n3aMeHeHns onuckiBaeT
Category. Change Models may cneundunyeckne

be very simple, with no npegonpeneneHHble Lwarwu,
requirement for approval (e.g. KOTOpbIM HEOBX0OUMO criegoBaTb
Password Reset) or may be very | npu BbinonHeHun VIameHeHus
complex with many steps that AanHon Kateropun. Mogenu

require approval (e.g. major peanusaumm n3ameHeHns MoryT
software Release). ObITb O4YE€Hb MPOCTLIMU, HE

copepxaliumu TpeboBaHui K
cornacoBaHuio (Hanpumep, cbpoc
napors), UM O4eHb CrOXHbIMU, C
6omMbLWNM KONMYECTBOM 3TaNOB
0653aTenbHOro CornacoBaHms
(Hanpumep, 3HauumbI Penns
nporpaMmmHoro obecneveHus).

See Standard Change, Change CwmoTpu Takke CTtaHgapTHoe
Advisory Board. N3meHeHune, KomuteT no
N3MEHEHUSIM.
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[TepmuH]
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Definition

[OnpepeneHue]

Change Record | 3anucbk 06 (Service Transition) A Record (Mpeo6pasoBaHue ycnyr) 3anuco,
M3MEHeHUn containing the details of a cogepxawasn getanbHyto
Change. Each Change Record UHdopmaLmo 06 NameHeHuu.
documents the Lifecycle of a Kaxgas 3anuck 06 nameHeHnn
single Change. A Change Record | gokymeHTMpyeT XKU3HEHHbIN LK
is created for every Request for opHoro MiameHeHus. 3anmck 06
Change that is received, even M3MEHEHUN CO3aeTcs AN KaXKaoro
those that are subsequently nonyyeHHoro 3anpoca Ha
rejected. Change Records should | N3ameHeHne, gaxe ecnu oH
reference the Configuration ltems | Bnocneacteum OTKIOHEH
that are affected by the Change. (oTBeprHyT). 3anncb 06 N3MeHeHUn
Change Records are stored in the | gomkHa cogepxaTb UHpopmaumio o
Configuration Management KoHpurypaumoHHbIX eanHuLax,
System. KOTOpble 3aTparmBaeT AaHHOe
NameHeHune. 3anucu ob
N3MeHeHusX XxpaHsaTcsa B Cucteme
ynpaBsneHnst KoHurypaumsamu.
Change 3anpoc Ha Synonym for Request for CuHoHMM 3anpoca Ha U3MeHeHue.
Request N3MeHeHne Change.
Change pacpmk nameHenun | (Service Transition) A (Mpeobpa3zoBaHue ycnyr)
Schedule Document that lists all approved [OKyMEHT, B KOTOPOM NepeYncrieHbl
Changes and their planned BCe yTBepXaeHHble 3ameHeHns n
implementation dates. A Change | nx nnaHoBble CPOKM BHEOPEHUS.
Schedule is sometimes called a Mpadhmk nsmeHeHun nHorga
Forward Schedule of Change, HasbiBatoT CornacoBaHHbIM
even though it also contains rpacpmkom n3amMeHeHun, XOTS OH
information about Changes that TaKke coaepXuT nHgopmauunio 06
have already been implemented. | N3ameHeHuUsIX, KOTOpbIE Yxe
BHEOPEHbI.
Change Window | TexHonorunyeckoe (Service Transition) A regular, (Mpeobpa3oBaHue ycnyr)
OKHO N4 agreed time when Changes or PeryndapHble, 3apaHee
N3MEHEHUI Releases may be implemented ornpeaeneHHble N CcornacoBaHHbIE

with minimal impact on Services.
Change Windows are usually
documented in SLAs.

OTpEe3Ky BPEMEHU, B TEYEHUE
KOTOpPbIX BHeApeHne ViameHeHui
unu Penn3oB MOXeT ObITb
BbIMOMHEHO C MUHUMAanbHbIM
HeraTMBHbIM BO3ENCTBMEM Ha
Ycenyrn. TexHonorn4eckne okHa ans
N3MEHeHWI 00bIYHO HMKCUPYIOTCH B
CornaweHusx o6 ypoBHe ycnyrm
(SLA).
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[TepmuH]
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Definition

[OnpepeneHue]

Charging BoamelueHne (Service Strategy) Requiring (Ctpaterus ycnyr) BaumaHnue
3aTpar payment for IT Services. onnatbl 3a UT-ycnyru.
Charging for IT Services is BosmelueHune 3atpat Ha UT-ycnyru
optional, and many Organisations | He siBnseTcst 06a3aTenbHBIM BUAOM
choose to treat their IT Service OedaTenbHOCTU, U MHOTne
Provider as a Cost Centre. OpraHunsaumm paccmaTtpuBatoTt
MocTtaBwwka UT-ycnyr kak LieHTp
3aTpart.
Chronological XpoHonorn4eckmn (Service Operation) A technique | (OkcnnyaTaums ycnyr) MeTtoavka,
Analysis aHanua used to help identify possible ncnonb3yemas ans BbIBEeHUs
causes of Problems. All available | BO3MOXHbIX NPUYMH KaKnX-nmbo
data about the Problem is Mpobnem. Bce gocTynHble gaHHbIE
collected and sorted by date and | o lNpobneme cobupatoTtcs n
time to provide a detailed COpPTMPYIOTCA MO AaTte U no
timeline. This can make it BPEMEHW C LieNblo onpeaeneHus
possible to identify which Events | nocnegoBaTensHOCTM coBbITUIA BO
may have been triggered by BCex Agetansix. Takon nogxon
others. nosBonsieTcs onpeaenntb
BO3MOXHbI€ MPUYNHHO-
CrneACTBEHHbIE CBA3N Mexay
CobObiTuaAMMN.
Cl Type Tun KE (Service Transition) A Category | (Mpeobpa3zoBaHue ycnyr)
that is used to Classify Cls. The KaTeropus, koTopas ucnonb3yeTtcs
Cl Type identifies the required ansa knaccudpmkauumn KE. Tun KE
Attributes and Relationships for a | onpepensiet, kakue ATpubyTbI 1
Configuration Record. Common B3anmooTHoLwleHusa TpebytoTcsa ans
Cl Types include: hardware, 3anucu o KE. OBbI4HO nepeyeHb
Document, User etc. Tunos KE BkrntovaeT B cebsi
obopyaoBaHue, [lokymMeHTauuio,
Monb3oBaTenen u 1.n.
Classification Knaccundukaums The act of assigning a Category [encTtBme no oTHeceHuo vYero-nnbo

to something. Classification is
used to ensure consistent
management and reporting. Cls,
Incidents, Problems, Changes
etc. are usually classified.

K kakon-nmbo Kateropum.
Knaccudukauns ucnonb3yetca ans
obecneyeHunsi nocnenoBaTeNbHOMO
W LUEenocTHOro noaxoaa B
ynpasneHun n otyetHoctu. KE,
WHumaeHTsl, MNpobnemsl,
M3meHeHus n T.1., 0bbI4YHO
KnaccmguumnpyoTcs.
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[TepmuH]
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Definition

[OnpepeneHue]

Client Knuent A generic term that means a OOLWMN TEPMUH, UCMONb3YyEMbIV
Customer, the Business or a ansa obo3HavyeHns 3akasyuvka,
Business Customer. For example | BusHeca unu brusHec-3akasuuka.
Client Manager may be used as a | Hanpumep, TepmuH KnneHt-
synonym for Account Manager. MeHenxxep MOXeT ObITb
MCMNONb30BaH Kak CUHOHUM AN
MeHemxep no pabote ¢ KnMeHTamu.
The term client is also used to OTOT TEPMUH TaKXe MCrnonb3yeTcs
mean: ans o6o3Ha4eHus:
e A computer that is used e  KowmnbloTep, KOTOPLIN
directly by a User, for example a | ucnonbayetcsi HenocpeaCTBEHHO
PC, Handheld Computer, or Monb3oBaTtenem. Hanpumep,
Workstation. MepcoHanbHbIN KOMMbIOTEP,
MopTaTvBHLIN KOMMbLIOTEP UK
Paboyas ctaHuus.
e  The part of a Client- e  Yactb NpunoxeHus ¢
Server Application that the User KNUEHT-CepBEPHON apXUTEKTYPOWN, C
directly interfaces with. For koTtopowu lNonb3oBaTernb
example an email Client. HenocpeacTBEHHO
B3aMmogencTeyeT. Hanpumep,
NoYTOBbLIN KnneHT.
Closed 3akpbIT (Service Operation) The final (QkcnnyaTtaumsa ycnyr)
Status in the Lifecycle of an ®PuHanbHbIn CTaTyc B 2KN3HEHHOM
Incident, Problem, Change etc. umkne MHumpenTa, MNpobnemsl,
When the Status is Closed, no M3meHeHua u T.4. HasHayeHve
further action is taken. AanHoro Ctatyca He npegnonaraeT
HUKaKMX OanbHenLwux 0eNcTBUn ¢
0OBEKTOM.
Closure 3akpbiTne (Service Operation) The act of (OkcnnyaTtauusna ycnyr) [encrteue

changing the Status of an
Incident, Problem, Change etc. to
Closed.

Mo NPUCBOEHMIO 3HAYEHNsT 3aKpbIT
Cratycy ViHumaeHTa, Mpobnemsl,
M3ameHeHus un 1.0.
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[TepmuH]
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Definition

[OnpepeneHue]

COBIT

COBIT

(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 the IT Governance Institute.
See http://www.isaca.org/ for
more information.

(MocTosiHHOe ynyulweHue ycnyr)
Control Objectives for Information
and related Technology (COBIT)
SBSIETCH PYKOBOACTBOM U Jlyyiien
npakTukour no ynpasnexuio UT-
npoueccamu. COBIT ony6nukoBaH
IT Governance Institute. Bonee
noapoBHO CMOTpU Takke
http://www.isaca.org/

Code of Practice

CBoa npakTuk

A Guideline published by a public
body or a Standards
Organisation, such as ISO or BSI.
Many Standards consist of a
Code of Practice and a
Specification. The Code of
Practice describes recommended
Best Practice.

PykoBoaALNA AOKYMEHT,
BbIMYLLEHHbIN rOCyAapCTBEHHbBIM
opraHom unu OpraHusaumnen no
cTaHgapTam, Takon kak ISO mnn
BSI. MHorne CtaHgapTbl COCTOAT
13 Ceoga npakTuk u
Cneundukaumin. CBog npakTuk
ONnCbIBaeT pekoMeHayeMbIe
Jlyywine npaktuku.

Cold Standby

XonogHoe
pe3epBUpoBaHne

Synonym for Gradual Recovery.

CuHoHum MocTteneHHoro
BOCCTaHOBIMEHMS.

Commercial off

[oTOBbIE peLleHnd

(Service Design) Application

(MpoekTnpoBaHue ycnyr)

the Shelf (COTS) software or Middleware that can Mpunoxenue unu Ceasywoulee MO,
(COTS) be purchased from a Third Party. | koTopoe MOXeT 6bITb 3aKynneHo y
TpeTben CTOPOHBI.

Compliance CooTtBeTcTBME Ensuring that a Standard or set of | O6ecneyeHne yBepeHHOCTH B
Guidelines is followed, or that cobntogeHun CtaHgapTa unu
proper, consistent accounting or Habopa PykoBogsALLMX OOKYMEHTOB,
other practices are being NMoMHOTE M LEeNnoCTHOCTU Yero-nmobo,
employed. MCMNOSMb30BaHUKM onpeaeneHHbIX

YCTaHOBIEHHbIX NpaBus.

Component KomnoHeHT A general term that is used to OBLwMn TEPMUH, KOTOPbIN

mean 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.

ncnonb3yeTcs Ans 0603Ha4YeHust
OAHOW YacTu 4ero-nmbo CroXHOoro,
KomnnekcHoro. Hanpumep,
KomnbloTepHas Cuctema MoxeT
ObITb KOMNOHeHTOM UT-ycnyru,
MpunoxeHue MoxeT ObITb
KOMMOHEeHTOM EAnHuMUbI penunsa.
KoMnoHeHTbI, KoTopble Heobxoanumo
KOHTPONMpoBaTb, AOSKHbI ObITb
KoHumrypaumMoHHbIMM eanH1LamMu.
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[TepmuH]

YnpaseneHue
MoLlHocTamu KE
(CCM)

Definition

(Service Design) (Continual
Service Improvement) The
Process responsible for
understanding the Capacity,
Utilisation, and Performance of
Configuration Items. Data is
collected, recorded and analysed
for use in the Capacity Plan.

See Service Capacity
Management.

[OnpepeneHue]

(MpoekTnpoBaHue ycnyr)
(MocTosiHHOE ynyulleHune ycnyr)
Mpouecc, oTBevaowmn 3a
noHumaHve MowHocTu, 3arpysku
MponsBoanTENBHOCTHU
KoHgurypaumoHHbIX eguHuL,.
J[laHHble, HeobxoaumMble onsa
coctaBneHus NnaHa obecneyeHns
MOLLIHOCTEN, cobupatoTcs,
PErMCTPUPYIOTCS 1 aHanNM3npyTes.

CmoTpM Takke YnpasneHue
MOLLIHOCTSIMUW YCIYTU.

Component ClI

KomnoHeHT
cocTtaBHon KE

(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.

(Mpeo6pasoBaHue ycnyr)
KoHdurypaumoHHas eanHnua,
KoTopas ABNAETCS YacTbio
CoctasHon KE. Hanpumep, KE tnna
"LUMY" nnn "Mamate" moryT 6bITh
coctaBHon vacTtbio KE trna
"CepBep".

Component
Failure Impact
Analysis (CFIA)

AHanms BNnsHMA
c60€eB KOMMNOHEHTOB
(CFIA)

(Service Design) A technique
that helps to identify the impact of
Cl failure on IT Services. A matrix
is created with IT Services on one
edge and Cls on the other. This
enables the identification of
critical Cls (that could cause the
failure of multiple IT Services)
and of fragile IT Services (that
have multiple Single Points of
Failure).

(MpoekTupoBaHue ycnyr)
MeToguka, KoTopasd nomoraet
onpegenutb BrnusiHve cbosi B
pabote KE Ha NT-ycnyru.
Cospaetcs matpuua ¢ UT-ycnyramm
no ogHou ctopoHe n KE no gpyron
CTOpPOHE. JTO NO3BONSAET BbISIBUTb
KputnyHble KE (koTopble MoryT
ObITb NPUYMHON cO0S B
npegocTasneHnm MHoxecTtea UT-
ycnyr) u yassumble AT-ycnyru
(koTOpble MMEeIT MHOXECTBO
EauHbIX TOYek oTkasa).

Computer
Telephony
Integration (CTI)

KomnbloTepHo-
TenedoHHasa
nHterpaums (CTI)

(Service Operation) CTl 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.

(9kcnnyaTtauusa ycnyr) CTI -
OO TEPMUH, NPUMEHSIEMBIN K
nobomMy TUNy UHTerpauum Mexagy
KOMMbIOTEPHBLIMU U TeNedOHHbIMU
Cuctemamu. OBbIMHO UCNONb3yeTCs
B OTHOLWeHUn Cuctem,
BKNtovatoLwmx MNpunoxeHus,
oTobpaxatoLue nogpobHyo
WMHOPMALIMIO O BXOOALLUX U
UCXOOALLMX 3BOHKaX Ha aKpaHe.




ITIL® V3 Glossary Russian Translation v0.92, 30 Apr 2009
ITIL® V3 Translation Project

[TepmuH]

Definition

[OnpepeneHue]

See Automatic Call Distribution,
Interactive Voice Response.

CwmoTpu Takke ABTOMaTudeckoe
pacnpeneneHne 3BOHKOB,
MHTepakTMBHas ronocosasi

cuctema.
Concurrency MapannenbHOCTb A measure of the number of Mepa konuuyecTtBa Nonb3oBaTenen,
Users engaged in the same 3a1eMCTBOBaHHbIX B BbINOSTHEHUN
Operation at the same time. oaHom u Tom xxe Onepauun B 0guH
MOMEHT BPEMEHMW.
Confidentiality KoHdmaeHumansHoc | (Service Design) A security (MpoekTnpoBaHue ycnyr) OanH 13
Tb principle that requires that data npuHUMnoB 6e30nacHOCTK, KOTOPbIN
should only be accessed by TpebyeT, YTOObI AOCTYN K AaHHbIM
authorised people. MMENKN TOSNbKO aBTOPU30BaHHbIE
noau.
Configuration KoHcpurypauus (Service Transition) A generic (MpeobpasoBaHue ycnyr) O6wuii
term, used to describe a group of | TepmuH, ncnonb3yembii Ans
Configuration Items that work onucaHud rpynnol
together to deliver an IT Service, | KoHdurypaumoHHbIx eanHuy,
or a recognizable part of an IT KOTOpble (PYHKLUNOHUPYIOT
Service. Configuration is also COBMECTHO A5 NpeJocTaBneHuns
used to describe the parameter UT-ycnyr, unm obpasytot cobon
settings for one or more Cls. onpegeneHHyto vactb T-ycnyr.
KoHdpurypaums tarke
ucnonb3yeTtcsa Ansg 06o3HaveHns
Habopa napameTpoB (HacTpoek)
ogHom unu 6onee KE.
Configuration BasoBoe coctosaHue | (Service Transition) A Baseline | (Mpeo6pa3oBaHue ycnyr) basosoe
Baseline KoHdUrypauum of a Configuration that has been coctosiHne KoHdurypaumm, kotopoe

formally agreed and is managed
through the Change Management
process. A Configuration
Baseline is used as a basis for
future Builds, Releases and
Changes.

6bIno hopMansHO CornacoBaHo U
HaxoAuTCs Nof KOHTPONeM
npouecca YnpaBneHus
nameHeHnsMu. basoBoe cocTosiHe
KOHdMrypaumm Ucnosnb3yeTcst Kak
ocHoBa ans 6yayuwmx CO60pokK,
PennsoB n NameHeHu.
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[TepmuH]
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[OnpepeneHue]

Configuration KoHTponb (Service Transition) The Activity | (Mpeo6pa3oBaHue ycnyr)
Control KOHGUrypauum responsible for ensuring that [eatenbHOCTb, OTBEYaloLwas 3a To,
adding, modifying or removing a yTO ynpaeneHve nobasneHvem,
Cl is properly managed, for Moandukaumen unm yaanedmem KE
example by submitting a Request | BbinonHseTcst [OMKHBIM 0Opa3om,
for Change or Service Request. Hanpumep, Yepe3 ohopmMneHmne
3anpocoB Ha U3MeHeHus 1nu
3anpocoB Ha obcnyxuBaHue.
Configuration NaoeHTudmkaums (Service Transition) The Activity | (Mpeobpa3zoBaHue ycnyr)
Identification KoHUrypauum responsible for collecting [edatenbHOCTb, 0OTBEYaloLLas 3a
information about Configuration cbop nHdopmauum o
Iltems and their Relationships, KoHu1rypaLMoHHbIX eanH1Lax n ux
and loading this information into B3anmMoOTHOLLEHMSIX, U BBOA 3TOMN
the CMDB. Configuration nMHpopmaumm B CMDB.
Identification is also responsible WaeHTndumkaLmsa koHdurypaumm
for labelling the Cls themselves, TaKkKe oTBeYaeT 3a MapKUPOBKY
so that the corresponding camunx KE gns Toro, 4tobbl
Configuration Records can be cooTtBeTcTBYtoWme 3anmcu o KE
found. MO>HO ObINO HaWTU.
Configuration KoHdumrypaumonHas | (Service Transition) Any (MpeobpasoBaHue ycnyr) Jliobon
Item (CI) eavHuua (KE) Component that needs to be KoMMNOHEHT, KOTOpbI HyXaaeTcs B

managed in order to deliver an IT
Service. Information about each
Cl is recorded in a Configuration
Record within the Configuration
Management System and is
maintained throughout its
Lifecycle by Configuration
Management. Cls are under the
control of Change Management.
Cls typically include IT Services,
hardware, software, buildings,
people, and formal
documentation such as Process
documentation and SLAs.

ynpaBreHnn st Toro, YToobl
npepoctasnate UT-ycnyry.
MHdopmauusa o kaxkgon KE
pervctpupyetcs B popme 3anmcm o
KE B Cucteme ynpaBneHusi
KOHurypaumsamm u
noaaepX1BaeTCsl akTyarnbHON B
TeyeHune Bcero XKNM3HeHHoro Lukna
npoweccom YnpasneHus
KoHurypauuamm. KE Haxogatca
noA KOHTponem YnpaeneHus
n3MeHeHUAMU. TUNMYHBIMK
npumepamn KE asnsatotca AT-
ycnyru, obopyaoBaHue,
nporpammHoe obecneveHne,
30aHns, oAU U JOKYMEHTbI, Takne
kak lNpoueccHas AoKyMeHTauus 1
CornawweHus o6 ypoBHe ycnyr
(SLA).
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[TepmuH] Definition [OnpeneneHue]
Configuration YnpaBsneHue (Service Transition) The (Mpeobpa3zoBaHue ycnyr)
Management KOHGUrypauunsamm Process responsible for Mpouecc, oTBevatoLwmin 3a
maintaining information about ynpaBsneHne nHcopmaumen o
Configuration Items required to KoHpu1rypaumoHHbIX eanHmLax,
deliver an IT Service, including HeobxoouMMoWn Ons NpeaocTaBneHus
their Relationships. This UT-ycnyr, BkItoyasa nx
information is managed B3anmooTHoweHus. JTa
throughout the Lifecycle of the Cl. | uHdpopmaums koHTponupyeTcs B
Configuration Management is TeyeHne Bcero XKM3HEeHHOro Lumkna
part of an overall Service Asset KE. YnpaBneHue koHpurypaumsamm
and Configuration Management ABnSieTCa YacTblo bonee obuiero
Process. Mpouecca YnpaBneHus akTmBamu n
KOHUrypaumnsamu.
Configuration Basa gaHHbIx (Service Transition) A database | (Mpeo6pa3oBaHue ycnyr) basa
Management ynpasneHus used to store Configuration AaHHbIX, ucnonb3yemasi ans
Database KOHdUrypauusamm Records throughout their xpaHeHusa 3anucen o KE Ha Bcem
(CMDB) (CMDB) Lifecycle. The Configuration NPOTSHKEHUN NX XKN3HEHHOIO LiMKNa.

Management System maintains
one or more CMDBs, and each
CMDB stores Attributes of Cls,
and Relationships with other Cls.

Cuctema ynpasneHus
KOHUrypauusamm ynpasnseT ogHoOu
n 6onee CMDB, n kaxgasa CMDB
xpaHut ATpnbyTbl KE, 1
BsaumooTHowweHuns ¢ apyrumum KE.
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[TepmuH] Definition [OnpeneneHue]
Configuration Cuctema (Service Transition) A set of (Mpeo6pasoBaHue ycnyr) Habop
Management yrnpasneHus tools and databases that are WHCTPYMEHTOB M 6a3 AaHHbIX,
System (CMS) KOHMrypaumnsmm used to manage an IT Service KOTOpbIE NCMONb3YTCA Ans
(CMS) Provider's Configuration data. ynpaBneHns gaHHbIMK O
The CMS also includes KoHdpurypaumsx MNoctaswmukom NT-
information about Incidents, ycnyr. CMS Takke conepxut
Problems, Known Errors, MHpopMaumio o MiHumaeHTax,
Changes and Releases; and may | lNpobnemax, N3BecTHbIX ownbkax,
contain data about employees, M3meHeHusax n Pennsax; n moxet
Suppliers, locations, Business coaepXaTtb AaHHble O COTPYOHUKaX,

Units, Customers and Users. The | NocTaBLumKax, MECTONOMNOXEHMSX,
CMS includes tools for collecting, | BusHec-eguHuuax, 3akasunkax u
storing, managing, updating, and | lNMonb3oBatensax. CMS Bkno4yaeT B

presenting data about all cebs MHCTpyMeHTbI ans cbopa,
Configuration Items and their XpaHeHus, ynpaBneHus,
Relationships. The CMS is OOHOBNEHNS U NpeacTaBeHus
maintained by Configuration MHpopmaumm 060 Bcex

Management and is used by all IT | KoHdurypaumoHHbIX eguHnbax n nx
Service Management Processes. | BaanmooTHoweHusax. CMS
HaxoAuTCs Nog, ynpaeneHuem
npouecca YnpasneHus
KOHMrypaumsmm n Ucnonb3yercs
Bcemu lNpoueccamn YnpaBneHus
UT-ycnyramum.

See Configuration Management CwmoTpu Takke basa gaHHbIX

Database, Service Knowledge ynpaBneHunst KOHUrypaunsamm,
Management System. Cuctema ynpaBneHus 3HaHUAMN no
ycnyram.
Configuration 3anuck o KE (Service Transition) A Record (Mpeo6pasoBaHue ycnyr) 3anuco,
Record containing the details of a copepxalias getanbHyto
Configuration Item. Each MHpopMaumio o
Configuration Record documents | KoHdurypaumoHHon eanHmLe.
the Lifecycle of a single ClI. Kaxpas 3anuce o KE

Configuration Records are stored | gokymeHTMpyeT XKU3HEHHbIN LMK
in a Configuration Management epunHcTBeHHow KE. 3anvcm o KE
Database. xpaHaTca B base gaHHbIX
ynpaBsreHnsi KoHurypaumsamu.

Configuration CtpykTypa (Service Transition) The (Mpeobpa3zoBaHue ycnyr)
Structure KoHUrypauum hierarchy and other Relationships | Nepapxuyeckue n gpyrue
between all the Configuration B3anmooTHoLEeHMs Mexay BceMun
Items that comprise a KoHumrypaumMoHHbIMM eanHuLamu,

Configuration. KoTopble obpa3sytoT KoHdurypaumtio.




ITIL® V3 Glossary Russian Translation v0.92, 30 Apr 2009
ITIL® V3 Translation Project
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Continual MocTosiHHOE (Continual Service (MocTosiHHOe ynyuleHue ycnyr)
Service ynyJdleHue ycnyr Improvement) A stage in the Craawns XXusHeHHoro umkna UT-
Improvement (CSI) Lifecycle of an IT Service and the | ycnyru, a Taioke Ha3BaHMe OQHON K3
(CSI) title of one of the Core ITIL 6a3oBbIx nyonukauun ITIL.

publications.

Continual Service Improvement is | lMocTosiHHOE ynyJlieHne ycnyr

responsible for managing OTBEYaeT 3a ynpasneHue

improvements to IT Service yny4dLeHNnaMmm

Management Processes and IT (coBepLueHCTBOBaHMEM) B

Services. The Performance of the | lNpoueccax YnpasneHus UT-
IT Service Provider is continually | ycnyramun n npegoctasnennm UT-
measured and improvements are | ycnyr. Npon3BoanTenbHOCTb

made to Processes, IT MocTtaBwmka NT-ycnyr NOCTOAHHO
Services and IT Infrastructure in n3mepsieTcs, u paspabaTbiBatoTcs
order to increase Efficiency, Mepbl Mo yny4weHuto MNpoueccos,
Effectiveness, and Cost UT-ycnyr n UT-nHdpacTtpykTyphbl €
Effectiveness. Lenbto

yBenuyeHns OpPeKkTMBHOCTH,
PesynbTatmBHOCTY 1
OdbekTnBHOCTU 3aTpaT.

See Plan-Do-Check-Act. CwmoTtpu Takke NnaHupoBaHue —
BbinonHeHue — lNpoBepka —
Koppektuposka (PDCA).

Continuous HenpepebiBHas (Service Design) An approach or | (MpoekTupoBanue ycnyr) lNoaxoa
Availability OOCTYNHOCTb design to achieve 100% K MPOEKTUPOBaHMIO, HaMNpPaBeHHbIN
Availability. A Continuously Ha poctuxkeHne 100%
Available IT Service has no HoctynHocTn. HenpepbiBHO

planned or unplanned Downtime. | gocTtynHas UT-ycnyra He umeeTt
NnaHoOBOro U1 BHENNaHOBOMo

MpocTos.
Continuous HenpepbiBHas (Service Design) An approach or | (MpoekTtupoBaHue ycnyr) Nogxoa
Operation aKcnnyarayus design to eliminate planned K MPOEKTUPOBAHWIO, HanpaBfieHHbIN
Downtime of an IT Service. Note | Ha ycTpaHeHue nnaHoBbIX
that individual Configuration Mpoctoes NT-ycnyr. 3amevaHue:
Iltems may be down even though | oTgensHas KoHdurypaumoHHas
the IT Service is Available. eJuH1La MoXeT ObITb OTKNoYeHa, B
TO Bpems Kak T-ycnyra anseTcs
HocTtynHoun.
Contract [orosop A legally binding Agreement CornawweHve mexagy oBymsi u bonee
between two or more parties. CTOpoHamu, nmetoLee

HopUaMYECKyIo CUny.
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[TepmuH] Definition [OnpeneneHue]

Contract MopTdhens (Service Strategy) A database or | (CtpaTernsa ycnyr) basa gaHHbIx

Portfolio [OroBopos structured Document used to W CTPYKTYPUPOBAHHbIN [JOKYMEHT,
manage Service Contracts or ucnonb3yemMblin AN ynpasneHus
Agreements between an IT [oroBopamu Ha oka3aHue ycnyr
Service Provider and their unu CornawleHnsamm mexay
Customers. Each IT Service MocTtaBwmkamu UT-ycnyr n mnx
delivered to a Customer should Bakasumkamun. Kaxxgon UT-ycnyre,
have a Contract or other npepocTasnsemon 3akasquky,
Agreement which is listed in the OOJIMKEH cooTBeTCTBOBaTh [JoroBop
Contract Portfolio. unu gpyroe CornalileHue,

Bxogsuee B [lopTdene gorosopos.

See Service Portfolio, Service CwmoTpu Takke MNopTdens yenyr,
Catalogue. Katanor ycnyr.

Control KoHTponb A means of managing a Risk, Cnocob ynpaeneHus Puckom,
ensuring that a Business obecneunBaroLLni AOCTUXKEHNE
Objective is achieved, or ensuring | BusHec-uenen nnun cobniogeHne
that a Process is followed. npasun u npoueayp lNMpouecca.
Example Controls include Mpumepom KoHTpornen moryt
Policies, Procedures, Roles, cnyxuTb MNonutnku, Mpoueaypesl,
RAID, door-locks etc. A control is | Ponu, guckosein maccue (RAID),
sometimes called a OBepHble 3aMku U T.M. KoHTponem
Countermeasure or safeguard. MHoraa HasbiBaloT KoHTpMepon nnu

MepoW NPefoCTOPOXKHOCTMU.

Control also means to manage KoHTponb Takke o3HavaeT
the utilization or behaviour of a yrnpasfeHne UCrorb30BaHNEM UNn
Configuration Item, System or IT | noBeaeHnem KoHdurypaunmoHHbIX
Service. eavHuy, Cnctem nnn UT-yenyr.

Control COBIT See COBIT. CwmoTpu Takke COBIT.

Objectives for
Information and
related
Technology
(COBIT)
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[TepmuH] Definition [OnpeneneHue]
Control MepcnekTnBa (Service Strategy) An approach | (CtpaTtermnsa ycnyr) Nogxog Kk
perspective KOHTpOnSA to the management of IT ynpasnenuto UT-ycnyramu,
Services, Processes, Functions, Mpoueccamn, OyHKUMAMM,
Assets etc. There can be several | AktuBamu u 1.n. Moxert
different Control Perspectives on | cywectBoBaTb HECKOMNBKO pasHbIX
the same IT Service, Process lMepcnekTnB KOHTPOIS ANA O4HON U
etc., allowing different individuals | Tow xe UT-ycnyru, MNpouecca u 1.4.
or teams to focus on what is 370 No3BONSET pasHbIiM MOASAM U
important and relevant to their KomMaHaam hoKycnpoBaTbCs
specific Role. Example Control MMEHHO Ha TOM, YTO BaXXHO UNK
Perspectives include Reactive CYLLIeCTBEHHO A5 UX
and Proactive management cneumndundeckon Ponu. MNMpumepamu
within IT Operations, or a [MepcnekTnB KOHTPOMS MOryT
Lifecycle view for an Application cnyxuTb PeakTneBHoe n
Project team. lMpoakTnBHOE ynpasrneHue B
pamkax OnepaumoHHOro
ynpasnenus UT unu B3rnsg Ha
YKnsHeHHbI umkn MNMprunoxeHus co
CTOPOHbI KOMaHAb! MpoekTa.
Control Mpoveccol rpynnbl The ISO/IEC 20000 Process Mpynna npoueccos B ISO/IEC
Processes KOHTpOns group that includes Change 20000, koTopas cocTouT 13

Management and Configuration
Management.

YnpaBneHust U3BMeHEHUSIMU U
YnpasneHusi KoHUrypaumsmu,

Core Service

basoBas ycnyra

(Service Strategy) An IT Service
that delivers basic Outcomes
desired by one or more
Customers.

See Supporting Service, Core
Service Package.

(Ctparerus ycnyr) NT-ycnyra,
KoTopas npegocTtasnseT 6a3oBble
Bbixoapl (pesynbrathl),
HeobXoaMMble OHOMY MK
HECKOIbKUM 3akasumkam.

CwmoTpu Takke BecnomoratensHas
ycnyra, MakeT 6a30BbIX yCnyr.

Core Service
Package (CSP)

MakeT Ga3oBbIX
yenyr (CSP)

(Service Strategy) A detailed
description of a Core Service that
may be shared by two or more
Service Level Packages.

See Service Package.

(CtpaTernsa ycnyr) letansHoe
onucaHve basoson ycnyru, kotopoe
MOXeT COBMECTHO MCMOMb30BaTbCS
AByms n 6onee MakeTamm ypoBHS
yCnyr.

CwmoTpu Takke MNakeT ycnyru.
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[TepmuH] Definition [OnpeneneHue]
Cost 3arpatbl The amount of money spenton a | Cymma geHer, n3pacxogoBaHHbIX
specific Activity, IT Service, or Ha onpegeneHHyto [eaTenbHoCTb,
Business Unit. Costs consist of NT-ycnyry unm BrusHec-eaunHnuy.
real cost (money), notional cost 3aTtpaTbl COCTOAT U3 pearbHbIX
such as people's time, and 3aTpart (4eHbru), yCrnoBHbIX 3aTpaT
Depreciation. (Takux Kak cToMMOoCTb paboyero

BpeMeHu nogen) n Amoptmsaumu.

Cost Benefit AHnanus Bbirog un An Activity that analyses and [eaTenbHOCTb, B paMKax KOTOPOK
Analysis 3aTpar compares the Costs and the aHanuaupyrTCs N CpaBHUBAOTCA
benefits involved in one or more 3aTtpaThbl 1 BbIroAbl OT peanusaumm
alternative courses of action. OHOrO UIN HECKOMbKNX
anbTepHaTUBHbIX BAPUAHTOB
OencTBun.

See Business Case, Net Present | CmoTpu Takke buaHec-keinc,

Value, Internal Rate of Return, YncTaa npuBegeHHas CTOMMOCTb,
Return on Investment, Value on BHyTpeHHAs HopMa npubbinu,
Investment. BosspaT nHeectmumn,
[obaBneHHas LLeHHOCTb OT
MHBECTULINA.
Cost Centre LleHTp 3aTpar (Service Strategy) A Business (Ctpaterns ycnyr) busHec-

Unit or Project to which Costs are | eguHuua unu NMpoekT, Ha KoTopble
assigned. A Cost Centre does not | oTHocaTca 3aTtpartbl. LieHTp 3aTpar
charge for Services provided. An | He nonyyaeT onnaTty 3a Ycnyru,

IT Service Provider can be run as | KoTopble OH NpefocTaBnseT.

a Cost Centre or a Profit Centre. MocTtaBwumk NT-ycnyr moxeT 6bITb
LleHTpom 3aTpaT unum LieHTpom

npubbInun.
Cost O dhekTnBHOCTL A measure of the balance Mepa 6anaHca mexay
Effectiveness 3aTpar between the Effectiveness and PesynbTtatMBHOCTLIO U 3aTpaTamu
Cost of a Service, Process or Ha Ycnyry, lNpouecc nnu
activity, A Cost Effective Process | JesatenbHocTb. [Mpouecc,
is one which achieves its apheKTMBHBIV MO 3aTpaTam - 3TO
Objectives at minimum Cost. Takow npoLecc, KOTopbIN JOoCTUraeT
cBounx Llenein ¢ MUHUManbHbIMK
3aTtpaTtamu.
See KPI, Return on Investment, CwmoTpu Takke KPI, BosspaTt
Value for Money. mHBecTUUMin, COOTHOLLIEHUNE LiIEHa-

Ka4yecCTBO.
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[OnpepeneHue]

Cost Element

OnemeHT 3aTpaT

(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.

(Ctparterns ycnyr) Kateropus
CpefHero ypoBHs, Ha KOTOPYLO
OTHOCATCA 3aTpaThbl B
BrogxeTnpoBaHum 1 YyeTte 3aTpar.
KaTeropus BepxHero ypoBHs - Tun
3atpart. Hanpumep, Tun 3aTtpaTt
“nepcoHan” MoOXeT COCTOATb U3
Taknx ANemMeHTOoB 3aTparT, kak
3apnnara, MNpemun, Oby4yeHue,
MepepaboTku, TekyLime pacxoapl 1
T.N. ONemeHTbl 3aTpaT MoryT ObITb
pa3buTbl Ha EanHuubl 3aTpar.
Hanpumep, SnemeHT 3atpar
“Tekywme pacxogbl" MOXeT
cocTosATb U3 Takux EanHuy 3atpar,
kak Otenu, TpaHcnopTHble
pacxogebl, lNMutaHve n T.4.

Cost YnpaBneHue (Service Strategy) A general (Ctpaterns ycnyr) O0wun
Management 3aTpaTtammu term that is used to refer to TEPMUVH, UCNONb3yeMbli
Budgeting and Accounting, NPUMEHUTENBHO K
sometimes used as a synonym BrogkeTnpoBaHuio 1 Y4eTy 3aTpar,
for Financial Management M MHOrAa Kak CMHOHMM YNpaBneHus
durHaHcamu.
Cost Type Twn 3aTtpaTt (Service Strategy) The highest (Ctparterns ycnyr) Kateropus

level of category to which Costs
are assigned in Budgeting and
Accounting. For example
hardware, software, people,
accommodation, external and
Transfer.

See Cost Element, Cost Type.

BEPXHEr0 YPOBHSi, MO KOTOPOM
pasHocATcs 3aTpaThl B
BrogxeTnpoBaHun 1 Y4yete 3aTpar.
Hanpumep, o6opynoBaHue,
nporpaMmmHoe obecrne4veHue,
nepcoHan, pasmeLleHre, BHELLHNE
n TpaHcdep.

CmoTpun Takke AnemMeHT 3aTpar,
Twun 3aTpar.
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Cost Unit EovHnua 3atpat (Service Strategy) The lowest (Ctparterns ycnyr) Kateropus
level of category to which Costs HWXKHErO YPOBHS, Ha KOTOPYHO
are assigned, Cost Units are OoTHocsTCA 3aTtpaTthl. EanHuupl
usually things that can be easily 3aTpar - 3T0 0ObIYHO NErko
counted (e.g. staff numbers, ncymncnmmble (Hanpuvep,
software licences) or things easily | YyucneHHOCTb COTPYOHUKOB,
measured (e.g. CPU usage, KONn4yecTBo nuueH3nn Ha MO) unu
Electricity consumed). Cost Units | nsmepumbie o6bekTbl (Hanpumep,
are included within Cost 3arpy3ska LY, notpebneHHas
Elements. For example a Cost anekTpoaHeprung). EguHuubl 3atpar
Element of “expenses” could ABMNSATCH COCTaBHbIMWN YacTAMM
include Cost Units of Hotels, OnemeHTOB 3aTpar.
Transport, Meals etc.
See Cost Type. CwmoTtpu Takke Tun 3aTpar.
Countermeasure | KoHTpmepa Can be used to refer to any type MoxeT ncnonb3oBaTbCs B
of Control. The term OTHOLeHuun noboro Buaa
Countermeasure is most often KoHTpons. OToT TepMuH Hanbonee
used when referring to measures | yacTto ncnonb3syetcs
that increase Resilience, Fault NPUMEHUTENBLHO K MepaMm, KoTopble
Tolerance or Reliability of an IT NOBbILLAKT YCTOMYMBOCTb,
Service. OTKa30yCTONYMBOCTb WK
HapgexHocte UT-ycnyru.
Course KoppekTtupytowime Changes made to a Plan or M3meHeHus B MNnaHe nnu
Corrections Mepbl Activity that has already started, [deaTenbHOCTK, KOTOPLIE YXe
to ensure that it will meet its BbINOMHATCA. 3TN N3meHeHus
Objectives. Course corrections HeobxoauMbl Ans Toro, YToobI
are made as a result of obecneunTtb JOCTMKEHME
Monitoring progress. nocTtaBneHHbIX Llenen.
KoppekTtupytoLme mepbl
pa3pabaTtbiBaloTCs NO pesynbratam
MOHUTOPUHIa NCMOSTHEHMS.
CRAMM CRAMM A methodology and tool for MeTogonorusa u UHCTPYMeHT Ans

analysing and managing Risks.
CRAMM was developed by the
UK Government, but is now
privately owned. Further
information is available from
http://www.cramm.com/

aHanusa v yrnpasneHunsi Puckamu.
CRAMM 6bina paspaboTaHa
MpaBuTenscTBOM BenukobputanHum
(UK Government), HO B HacCTOALLMNI
MOMEHT ABMSETCS YaCTHOW
cobCcTBEHHOCTLIO. [lononHuTensHas
MHpOpMaLUms 4OCTYMHA Ha canTte
http://www.cramm.com/.
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Crisis AHTUKpPU3NCHOE The Process responsible for Mpouecc, oTBevaoWwunn 3a
Management ynpasneHune managing the wider implications ynpaBneHne HenpepbIiBHOCTbIO

of Business Continuity. A Crisis GusHeca B CamMOM LLMPOKOM
Management team is responsible | cmbicne. KomaHga AHTUKPU3NCHOIO

for Strategic issues such as ynpasreHns oTBevaeT 3a
managing media relations and CTtpaternyeckume BOMNpocChl, Takme
shareholder confidence, and KaK yrnpasneHvue B3anMoaencTBmem
decides when to invoke Business | co cpegctBamun maccoBom
Continuity Plans. MHpOpMaUmm 1 LOBEPUEM

aKUMOHEpPOB, a Takke NpuHUMaeT
pelueHue 06 nHuumaumm MNnaHoe
obecneyeHnst HenpepbIBHOCTH

GusHeca.
Critical Success | Kputudeckun Something that must happen ifa | ®akTop, koTOpbIA 0683aTENBLHO
Factor (CSF) dakTop ycnexa Process, Project, Plan, or IT OOIMKEeH peanu3oBaTbCcs AN
(CSF) Service is to succeed. KPIs are ycnewHocTyn MNpouecc, MNpoekT,
used to measure the Mnan unn NT-ycnyra. Ons
achievement of each CSF. For M3MEPEHNS AOCTUXKEHNS KaXKA0ro
example a CSF of "protect IT Kputnyeckoro dakropa ycnexa

Services when making Changes" | (CSF) ucnoneaytotca KPI.
could be measured by KPIs such | Hanpumep, CSF "sawuta NT-

as "percentage reduction of yCryrv Bo Bpems peanunsaumm
unsuccessful Changes", M3meHeHnsa" MoXeT BbITb n3MepeH
"percentage reduction in Takmmm KPI, kak "yMeHbLUeHne
Changes causing Incidents" etc. KonunyecTtsa HeycCneLlHbIX

M3ameHeHun B npoueHTax",
"NPOLIEHTHOE YMEHbLLEHNE
konun4yecTtBa /3meHeHuN,
NpuBEALINX K BOSHNKHOBEHMIO
WMHumaeHToB" 1 T.0.

Culture KynbTypa A set of values that is shared by a | Ha6op ueHHocTen, obwmx anga
group of people, including rpynnbl fl04en, BKYasa OxXuaaHus
expectations about how people B OTHOLLEHMW NOBEAEHNS N0OEN,
should behave, ideas, beliefs, obLHOCTL naen, yoexageHun n
and practices. NPakTuK.

See Vision. CwmoTtpu Takke BugeHue.
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Customer 3akasumk Someone who buys goods or Mokynatenb ToBapoB Unn Ycnyr.
Services. The Customer of an IT 3akasunk ansa MNocrtaswmka UT-
Service Provider is the person or | ycnyr - 310 YenoBek unu rpynna
group who defines and agrees niogen, KotTopble onpenensitoT u
the Service Level Targets. The cornacosbiBatoT Llenesble
term Customers is also nokasartenb ypPoOBHA ycrnyrn. TepmMuH
sometimes informally used to 3akas3unkmn Takke nHoraa
mean Users, for example "this is | ncnonesyetcs ans obosHaveHus
a Customer focussed Monb3oBaTenen, HanpMmMep B
Organisation". KOHTEKCTe "KIMeHTOo-
opueHTMpoBaHHor OpraHusaumm”.
Customer MopTdens (Service Strategy) A database or | (CtpaTerus ycnyr) basa aaHHbIx
Portfolio 3aKa34ynKoB structured Document used to W CTPYKTYPUPOBAHHbIN [JOKYMEHT,
record all Customers of the IT ucnonb3yemMble Ans XpaHeHUs
Service Provider. The Customer MHpopMaumm 060 Bcex 3akaszumkax
Portfolio is the Business MoctaBwuka UT-ycnyr. MNoptdens
Relationship Manager's view of 3akasuymnKkoB - 3TO B3rnsa
the Customers who receive MeHemxepa no
Services from the IT Service B3aUMOOTHOLLEHMSAM C BU3HECOM Ha
Provider. 3aka3uymkoB, KOTOpbIE MOMy4alT
Yenyru ot MNocTtaslwmka UT-ycnyr.
See Contract Portfolio, Service CwmoTtpu Takke lNopTdens
Portfolio. AoroBopos, MNopTdens ycnyr.
Dashboard MaHenb (Service Operation) A graphical | (9kcnnyaTtauus ycnyr)
MOHWUTOPUHIa representation of overall IT padmnyeckoe npeacrasneHne

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 or Incident
Diagnosis.

0600LeHHON MHopmaumm o
MpounsBoanTENbHOCTA 1
HoctynHocTtn UT-ycnyru.
UHdopmauua MNaHenn
MOHUTOPMHIa MoXeT OOHOBNATLCS
B PEXMME pearibHOro BpEMEHMU,
BKITHOYATBCS B YNPaBIEHYECKYHO
OTYETHOCTb UM NyGNMKoBaTbCs Ha
web-cTpanuuax. MNaHenn
MOHWUTOPMHIa UCMONb3YHTCS Kak
WHCTPYMEHT YNpaBneHns ypoOBHEM
ycnyr, YnpaeneHus CoObITUSAMN UMK
OunarHoctnkn NHUnaeHToB.
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Definition

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

[OnpepeneHue]

Cnocob npencraBnexnsi
B3aMMOCBSA3EN MexXay AaHHbIMU,
WHpopmaumen, 3HaHUeM 1
mygpocTtbto. KoHuenuusa DIKW
nokasblBaeT, Kakum obpa3om
Kaxkgoe 13 nepeyvmcrneHHbIX
NOHATUIN BGasnpyeTca Ha
OCTasnbHbIX.

Definitive Media
Library (DML)

BubnuoTeka
aTanoHHoro MO
(DML)

(Service Transition) One or
more locations in which the
definitive and approved versions
of all software Configuration
Iltems are securely stored. The
DML may also contain associated
Cls such as licenses and
documentation. The DML is a
single logical storage area even if
there are multiple locations. All
software in the DML is under the
control of Change and Release
Management and is recorded in
the Configuration Management
System. Only software from the
DML is acceptable for use in a
Release.

(Mpeo6pasoBaHue ycnyr) OgHo
WITN HECKONMbKO 3aLLULLEHHbIX
XPaHWNLL, B KOTOPbIX HaXoOaTCs
onpegeneHHble N aBTOPU30BaHHbIE
Bepcumn Bcex KoHdurypaumoHHbIX
€[ MHWL, OTHOCSsILLMECS K
nporpamMmmHomMy obecneyeHmio. DML
Takke moxeT cogepxatb KE,
accoummpoBaHHble ¢ [0, Takme kak
nuueH3um n gokymeHtaums. DML
SIBNSAETCH NOrM4Yeckn eauHbIM
XpaHUNLWLEM, AaXe ecnn
dur3nyeckn mecta XpaHeHust
pacnpegeneHbl. Bce nporpammHoe
obecneyeHne B DML HaxoauTca
nog KoHTponem YnpaeneHus
N3MEHEeHNsIMU 1 YNpaBneHns
penu3amu, 1 OoMKHO BbiTb
3apeructpmpoBaHo B Cucrteme
ynpasneHunsa koHgurypaunavun. B
Pennse MoXeT ObITb MCNOMNBL30BaHO
TOJbKO NporpamMmmHoe obecneyeHne
n3 DML.
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Deliverable Pesynbtat Something that must be provided | Yto-nn60o, 4TO JOMKHO GbITH
to meet a commitmentin a npeaocTaBeHo B Ka4yecTse
Service Level Agreement or a NoATBEPXKAEHUA BbINOMHEHUA

Contract. Deliverable is also used | obssatenbcts no CornaiueHuto o6
in a more informal way to mean a | yposHe ycnyru unu [lorosopy.
planned output of any Process. TepMuH PesynbTaT Takke
ucnonb3yeTcs B bonee
HedopManbHOW MaHepe AN
0603Ha4eHns 3annaHnpoBaHHbIX
BbIX040B Kakoro-nnbo Mpouecca.

Demand YnpaBsneHue Activities that understand and HearenbHoOCTH, KOTOpbIE
Management Crpocom influence Customer demand for obecneynBaloT NOHUMaHNE N
Services and the provision of BNUSAHME B OTHOLLEHMM cnpoca
Capacity to meet these demands. | 3aka3umkoB Ha Ycnyru, 1
At a Strategic level Demand npegocraeneHne MowHocTw,
Management can involve analysis | Heo6xooumow Anst yooBNeTBOPEHMS
of Patterns of Business Activity aToro cnpoca. Ha CtpaTternyeckom
and User Profiles. At a Tactical YPOBHE YrpasreHne crnpocom
level it can involve use of MOXeT UCNosib3oBaTb aHanms
Differential Charging to Mpodunen 6usHec-geATENBHOCTU U
encourage Customers to use IT Mpodunen nonb3osatenen. Ha
Services at less busy times. TakTnyeckoM ypoBHe YrnpasneHve

CMPOCOM MOXET BKItovaTb B cebs
ncnonb3oBaHne PasHOCTHOro
BO3MeELLEHUS 3aTpaT A4ns Toro,
4yTO6bI NOBYXAaTb 3aKa34unKoB K
notpebnexuto UT-ycnyr B nepmogbl
HaNMEHbLLEN 3arpy3Ku.

See Capacity Management. CwmoTpu Takke YnpasneHue
MOLLLHOCTSIMMU.
Deming Cycle Uvkn JemnHra Synonym for Plan Do Check Act. | CnHoHuM lMnaHnpoBaHne —

BbinonHeHne — MNposepka —
Koppektuposka (PDCA).

Dependency 3aBnCNMOCTb The direct or indirect reliance of MpamMoe unu HenpsMoe BNnsHWe
one Process or Activity upon opaHoro [Mpouecca nnm
another. [edatenbHOCTU Ha Opyron.
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Deployment Pa3sBepTbiBaHme (Service Transition) The Activity | (Mpeo6pa3oBaHue ycnyr)
responsible for movement of new | [estensHocTb, oTBevYatoLwasa 3a
or changed hardware, software, nepemMeLLeHne HOBOro nnu
documentation, Process, etc to na3meHeHHoro obopygosanus, MO,
the Live Environment. AokymeHTaumum, NMpouecca, 1 T.0., B
Deployment is part of the Cpeny NpOMBILLNEHHON
Release and Deployment akcnnyatauuu. PassepTbiBaHue -
Management Process. 370 YacTb [Npouecca YnpasneHue

pennsamu 1 passepTbiBaHUEM.
See Rollout. CmoTpn Takke PasBepTbiBaHue
(Rollout).

Depreciation AmopTusaums (Service Strategy) A measure of | (CtpaTterusa ycnyr) Mepa
the reduction in value of an Asset | CHWkeHUss CTOMMOCTM (LLEHHOCTI)
over its life. This is based on AKTVBa B TEYEHUN CpOKa ero
wearing out, consumption or cnyx6bl. 3TO NoHATUE BasnpyeTcs
other reduction in the useful Ha nsHoce, noTpebneHnun unu
economic value. Apyrux cnocobax ymeHbLUEeHNS

Nnone3Hon SKOHOMUYECKON
LleHHOCTW.

Design MpoekTnpoBaHne (Service Design) An Activity or (MpoekTnpoBaHue ycnyr)
Process that identifies HeatenbHocTb nnu lMpouecc,
Requirements and then defines a | koTopbIn ngeHTMdUUUPYET
solution that is able to meet these | TpeboBaHusa n ganee onpeaenset
Requirements. pelueHmne, cnocobHoe

yAOBNETBOPUTL 3TN TpeboBaHus.
See Service Design. CwmoTtpu Takke NpoekTupoBaHve
yCnyr.

Detection O6HapyxeHue (Service Operation) A stage in (Okcnnyartauusa ycnyr) OguH uns
the Incident Lifecycle. Detection aTanoB XKn3HeHHOoro uukna
results in the Incident becoming WHunpeHTa. B pesynbtarte
known to the Service Provider. O6HapyxeHus MNocTaBLUmMK ycnyr
Detection can be automatic, or y3HaeT 06 MHumaeHTe.
can be the result of a User O6HapyxeHune MmoxeT bbITb
logging an Incident. aBTOMaTUYECKUM NN CneacTBmemM

cooOueHus Nonb3oBaTtenst 06
WHumpaeHTe.
Development PaspaboTtka (Service Design) The Process (MpoekTnpoBaHue ycnyr)

responsible for creating or
modifying an IT Service or
Application. Also used to mean
the Role or group that carries out
Development work.

Mpouecc, oTBevaroWwmn 3a
cosgaHue u mogudmkaumio UT-
ycnyru unu MNMpunoxenus. Takke
ucnonb3yeTcs Ans 0603HavYeHust
Ponu unu rpynnel ntogen, kotopble
yyacTtByloT B PaspaborTke.
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Definition

[OnpepeneHue]

Development
Environment

Cpepna pa3paboTku

(Service Design) An
Environment used to create or
modify IT Services or
Applications. Development
Environments are not typically
subjected to the same degree of
control as Test Environments or
Live Environments.

See Development.

(MpoekTnpoBaHue ycnyr) Cpeaa,
ucnonb3dyemas ons cosgaHuns nunm
Moaudpmkaummn NT-yenyr unu
Mpunoxenun. Cpeabl paspaboTku
00ObI4YHO He ABMATCA NPegMeToM
TaKoro e NPUCTanbHOro KOHTPONS,
kak Cpefpbl TECTMPOBaHNS UNn
Cpeabl MPOMBILLIIEHHON
aKcnnyaTaumm.

CwmoTpu Takke PaspaboTka.

Diagnosis [wnarHocTtuka (Service Operation) A stage in (Okcnnyartauusa ycnyr) OguH uns
the Incident and Problem aTanoB XKM3HEeHHbIX LMKNOB
Lifecycles. The purpose of WHumaeHTa unu Mpobnemei.
Diagnosis is to identify a HasHayenue [narHoCcTuku -
Workaround for an Incident or the | onpeaenutb O6xogHOE peLLeHne
Root Cause of a Problem. ansa NHumaenta nnn KopHesyto
npu4ynHy MNpobnemsl.
Diagnostic CueHapuii (Service Operation) A structured | (SkcnnyaTauus ycnyr)
Script OVNarHOCTUKK set of questions used by Service | CTpykTypupoBaHHbI Habop
Desk staff to ensure they ask the | Bonpocos, ncnonesyembix
correct questions, and to help nepcoHanom Cnyx6bl Service Desk
them Classify, Resolve and Ans Toro, YToObl ObITb YBEPEHHLIM,
assign Incidents. Diagnostic YTO OHW 3a4al0T NpaBUIibHbIE
Scripts may also be made BOMPOChI, U 4111 TOro, YTOObI
available to Users to help them nomoyb nm KnaccuduuymposaTs,
diagnose and resolve their own PaspewaTtb 1 HasHavaTb
Incidents. WHumaenTbl. CueHapumn
ONarHoCTUKN MOTyT BbITb Takke
pocTtynHbl MNonb3oBatenam ang
TOro, YTOObl MOMOYb MM BbINOMHATH
ONarHoCTUKy 1 pa3peLleHne CBoUx
MHumnaeHToB caMoCTOoSTENBHO.
Differential OudpbepeHumposaH | A technique used to support MeToauka, ncnonbsyemas B
Charging HOe BO3MmeLleHne Demand Management by YnpaBneHum cnpocom u

saTpar

charging different amounts for the
same IT Service Function at
different times.

3akntoyatoLasicst B TOM, YTo 3a
MCNONb30BaHNE OHOWN U TOW Xe
DyHKLMKM UT-ycnyrn B pasHoe
BpeMS HayncnsaeTcsa pasHas
CTOMMOCTb.
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[OnpepeneHue]

Direct Cost Mpsamble 3aTpaTbl (Service Strategy) A cost of (Ctpaterns ycnyr) 3atpatbl Ha
providing an IT Service which can | npegoctasnexne UT-ycnyru,
be allocated in full to a specific KOTOpbIe MOSTHOCTBIO MOTyT ObITb
Customer, Cost Centre, Project OTHECEHbI Ha onpeaeneHHoro
etc. For example cost of providing | 3akasuuka, LieHTp 3aTpar, [NpoekT un
non-shared servers or software T.n. Hanpumep, 3atpatbl Ha
licenses. 3KCnnyaTaumio cepsepoB 1nu
nuueHsun Ha MO, koTopble
ABMNAIOTCH KOMMOHEHTaMM TOMNbKO
opHow UT-ycnyrn nnu
UCMNOMNb3YKTCH TOMbKO OOAHUM
3akas4ynkom.
See Indirect Cost. CwmoTpu Takke KocBeHHble
(HaknagHble, HenpsAMbIe) 3aTpaThbl.
Directory Cnyxb6a katanoros (Service Operation) An (SkcnnyaTauus ycnyr)
Service Application that manages MpunoxeHune, kKOTOpoe ynpasnseT
information about IT MHGopMaLmen o KoMnoHeHTax UT-
Infrastructure available on a MHPPaCTPYKTYpPbl, AOCTYMNHbIX Yepes
network, and corresponding User | ceTb u cootBeTcTBYOLWMX [TpaBax
access Rights. poctyna Nonb3oBaTens.
Do Nothing "Huuero He genatb" | (Service Design) A Recovery (MpoekTuposaHue ycnyr) OanH 13
Option. The Service Provider BapuaHToB Crnocoba
formally agrees with the BOCCTaHoBMeHus. MNocTaBLuymK ycnyr
Customer that Recovery of this IT | n 3akasumk popmanbHo
Service will not be performed. cornacoBanu CBoK 06LLyt0
NMO31LUI0 B OTHOLLEHMM TOTO, YTO
BoccTaHoBneHne gaHHon UNT-
YCNyru BbINOMHATLCA He ByaerT.
Document [JokymeHT Information in readable form. A MHpopmauus, npeacrasneHHas B

Document may be paper or
electronic. For example a Policy
statement, Service Level
Agreement, Incident Record,
diagram of computer room layout.

See Record.

yao0HOW Ans YTeHus copme.
[oKkyMeHT MOXeT BbITb ByMakHbIM
UNK 3NeKTPOHHbIM. Hanpumep,
Monutnka, CornaweHue 06 ypoBHe
ycnyru, 3anucb 06 nHuMaeHTe,
nnaH MalMHHOro 3ana.

CwmoTpu Takke 3anuchb.
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Downtime lMpocTon (Service Design) (Service (MpoekTupoBaHue ycnyr)
Operation) The time when a (OkcnnyaTtauusa ycnyr) OTpesok
Configuration Item or IT Service BpeMEHW, B pamKax
is not Available during its Agreed | CornacoBaHHOro BpeMeHu
Service Time. The Availability of npefocTaBneHns ycryru, B Te4eHne
an IT Service is often calculated koTtoporo KoHdurypaumoHHas
from Agreed Service Time and eavHuua unu UT-ycnyra He
Downtime. HocTtynHa. ®akTnyeckas
HoctynHocTb UT-ycnyrm yacto
BblUMCISETCS Yepes
CornacoBaHHoOe Bpemsi
NpeaoCTaBneHNs yCryrm un
MpocTon.
Driver [BmxKyLias cuna Something that influences HeuTo, Bnivsitowwiee Ha CtpaTteruto,
Strategy, Objectives or Llenv unn TpebosaHus. Hanpumep,
Requirements. For example new | HoBoe 3akoHOAATENLCTBO MU
legislation or the actions of OEeNCTBMSA KOHKYPEHTOB.
competitors.
Early Life Moaonepxka B (Service Transition) Support (MpeobpasoBaHue ycnyr)
Support Havane provided for a new or Changed Mopnepxka, npegocraensemas B
aKcnnyaTtauum IT Service for a period of time OTHOLLIEHUM HOBOW UNK

after it is Released. During Early
Life Support the IT Service
Provider may review the KPlIs,
Service Levels and Monitoring
Thresholds, and provide
additional Resources for Incident
and Problem Management.

M3meHeHHon UT-ycnyru B TedeHne
HEKOTOPOro BPEMeHH
HenocpeacTBEHHO Mnocne Toro, Kak
ycnyra 6bina BeBegeHa B
akcnnyaTtaumto. Bo Bpems
Moooepxkn B Havane
akcnnyataumm MNocTtaswuk NT-ycnyr
MoxeT nepecmartpuBathb KPI,
YpoBHu ycnyrn u Habnogaemble
NMOpOroBbIe 3HAYEHUS, @ TaKkKe
3agencTBoBaTh JOMONMHUTENbHbIE
Pecypcbl gns Ynpasnenus
WHUMOEHTaM1 U YNpaBneHus
npobnemamu.

Economies of
scale

3KkoHOMUSA Ha
Macwitabe

(Service Strategy) The reduction
in average Cost that is possible
from increasing the usage of an
IT Service or Asset.

See Economies of Scope.

(CtpaTernsa ycnyr) YMeHbLUEHNE
cpeaHux (pacnpegeneHHsix) 3aTpar
3a cyeT yBennyeHns obbema
notpebneHus (Mcnomnb3osaHus) NT-
ycnyrn unm Aktuea.

CmoTpu Takke KOHOMUS Ha
oxsarTe.




ITIL® V3 Glossary Russian Translation v0.92, 30 Apr 2009

[TepmuH]

ITIL® V3 Translation Project

Definition
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Economies of

OKoHOMUS Ha

(Service Strategy) The reduction

(Ctpaternsa ycnyr) YMeHbLIeHNEe

scope oxeaTe in Cost that is allocated to an IT 3artpaT 3a cyeT 0 4HOBPEMEHHOIO
Service by using an existing MCNONb30BaHNSA CYLLIECTBYIOLLEro
Asset for an additional purpose. AKTMBa, aBnsoLwerocs
For example delivering a new IT KOMMOHEHTOM HekoTopon NT-
Service from existing IT yCrnyru, Onsi pelieHus
Infrastructure. AOMONHUTENbHbIX 3a4ay, He
OTHOCSILLIXCS] HEMOCPEACTBEHHO K
AaHHon UT-ycnyre. Hanpumep,
npepocTasneHne Hoson UT-ycnyru
Ha 6a3e cyulecTBytoen UT-
WHPACTPYKTYpbI.

See Economies of Scale. CmoTpu Takke KOHOMUSA Ha
macLuTabe.

Effectiveness PesynbTtatmBHOCTL (Continual Service (MocTosiHHOe ynyuleHue ycnyr)
Improvement) A measure of Kputepuit goctmkeHus Lienen
whether the Objectives of a Mpouecca, Yenyrm nnm
Process, Service or Activity have | deatensHocTu. Mpouecc nnu
been achieved. An Effective [eaTtenbHOCTb ABNsAETCA
Process or Activity is one that PesynbTatmMBHoOM TOrga, Koraa
achieves its agreed Objectives. OOCTUrHYTbI NOCTaBneHHbIe Lienu.
See KPL. Cwmotpu Takke KPI.

Efficiency O heKTNBHOCTb (Continual Service (MocTosiHHOe ynyuleHue ycnyr)

Improvement) A measure of
whether the right amount of
resources have 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 KPI.

Mepa uenecoobpasHocT
UCMNONb30BaHWs PECYpPCOoB Anst
peanusaunm Kakoro-nnbo
Mpouecca, Ycnyrm nnm
HearenbHocTn. O EKTUBHDIN
Mpouecc gocturaet ceoux Lienen c
MUHMMarbHbIMKU 3aTpaTtamu
BPEMEHW, ileHer, NMIACKNX U OPYTUX
pecypcos.

CwmoTpu KPL.
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Emergency CpoyHoe (Service Transition) A Change (Mpeobpa3zoBaHue ycnyr)

Change N3MeHeHne that must be introduced as soon M3ameHeHune, KOTopoe AOMKHO ObiTb
as possible. For example to BHEOPEHO KaK MOXHO BbiCcTpee.
resolve a Major Incident or Hanpumep, ona paspelueHms
implement a Security patch. The 3HauYnTENBHOrO MHUUAEHTA UNn
Change Management Process YyCTaHOBKM ucnpasnexust (patch)
will normally have a specific BesonacHocTu. MNMpouecc
Procedure for handling YnpaeneHus U3MeHeHUAMN 0ObIYHO
Emergency Changes. COAEPXKUT crneLumanbHyo

Mpouenypy Ans ynpaeneHus
CpOUHBIMU N3MEHEHUSAMMN.

See Emergency Change Advisory | CmoTpu Takke KomuteT no

Board (ECAB). CpOYHbIM n3meHeHusim (ECAB).
Emergency KomuteT no (Service Transition) A sub-set of | (Mpeobpa3oBanHue ycnyr) pynna
Change CPOYHbIM the Change Advisory Board who | ntogen B coctaBe Komuteta no
Advisory Board N3MEHEHMUAM make decisions about high M3MEHEHWSIM, KOTOpble MpUHMMatoT
(ECAB) (ECAB) impact Emergency Changes. pewweHns o CpoYHbIM N3MEHEHUAM

Membership of the ECAB may be | ¢ BbICOKMM BnnsiHUEM.

decided at the time a meeting is HeobxoanmocTts yyactua B ECAB
called, and depends on the MOXET ObITb BbISiBIEHa

nature of the Emergency Change. | HenocpeacTBeHHO Npu CO3biBE
(opraHu3aumm) coBeLLaHus u
onpegensieTcs Ucxoas U3 cytm
Cpo4HOro n3amMeHeHus.
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Environment Cpega (Service Transition) A subset of | (Mpeo6pa3oBaHue ycnyr)

the IT Infrastructure that is used MogmHoxecTtso UT-

for a particular purpose. For WMHPaCTPYKTYypbl, KOTOPOE

Example: Live Environment, Test | ucnonesyetcs B pasnuyHbIx Liensx.

Environment, Build Environment. | K npumepy: Cpeaa npoMbILLIEHHON

It is possible for multiple akcnnyataumu, Cpega

Environments to share a TectupoBaHus, Cpega coopku. [Anga

Configuration Item, for example cnoxHeix Cpel eCTb BO3MOXHOCTb

Test and Live Environments may | coBMeCTHO MCMNOfb30BaThb

use different partitions on a single | KoHdurypaunoHHble eanHuLbI,

mainframe computer. Also used Hanpumep Cpefnbl TecToBOM U

in the term Physical Environment | lMpombiwneHHon akcnnyaTaumm

to mean the accommodation, air MOTYT UCNONb30BaTh pasnnyHble

conditioning, power system etc. pasgensl Ha 0 AHOM ManHpenve.
Takke ncnonb3yetcst B TepMuHe
dusunyeckon cpegbl 4ns
0603Ha4YeHnst NnoMeLleHns,
KOHAMLUMOHUPOBAHMS, CUCTEMbI
NATaHUS W T.N.

Environment is also used as a Cpepfa Takke Ucnonb3yeTcs kak

generic term to mean the external | o6wmin TepmuH ansa o6o3HaveHus

conditions that influence or affect | BHewHux ycrnosui,

something. BO34EMNCTBYIOLLNX U BANSIOLLUX
Ha 4YTo-nNnbo.

Error Owmnbka (Service Operation) A design (OkcnnyaTtauusa ycnyr) N3bsH B

flaw or malfunction that causes a
Failure of one or more
Configuration ltems or IT
Services. A mistake made by a
person or a faulty Process that
impacts a Cl or IT Service is also
an Error.

NpoeKTe Unu HeBepHoe
(PYHKLMOHMPOBaHWeE, Bbi3blBatoLLEe
C6own ogHon nnn 6onee
KoHgurypaumoHHon eauHuLbl nnm
UT-ycnyrn. Owmnbka, coBepLueHHas
COTPYOHWKOM UMW HapyLleHue
Mpouecca, koTopoe BnusieT Ha KE
unun NT-ycnyry, Takxke ssnseTcs
Owwnbkon.
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Escalation Ockanauus (Service Operation) An Activity (SkcnnyaTauus ycnyr)

that obtains additional Resources | [eaTenbHOCTb, HanNpaBneHHasa Ha

when these are needed to meet nony4yeHve JOMONHUTENbHbIX

Service Level Targets or Pecypcos, korga ato Heob6xoaMmo

Customer expectations. ansa goctumxerus LleneBbix

Escalation may be needed within | nokasatenen ypoBHs ycnyru nnm

any IT Service Management oXuaaHun 3akasynkoB. Ackanaums

Process, but is most commonly MOXeT notTpeboBaTbCcs B paMkax

associated with Incident ntoboro MNpouecca Ynpasnenusa UT-

Management, Problem ycnyramu, Ho Hanbonee 4acTo

Management and the accounnpyeTcs ¢ YnpasneHmem

management of Customer WHUMaeHTamu, YnpasneHmem

complaints. There are two types npobrnemamu 1 ynpaerneHnem

of Escalation, Functional xanobamu 3akasunka. CyuiectsyeT

Escalation and Hierarchic ABa Tuna dckanauuu:

Escalation. DyHKLMOHanNbHasa ackanauus n

WMepapxunyeckas ackanauums.
eSourcing Mogenb eSCM-CL (Service Strategy) A framework | (CtpaTernsa ycnyr) Cuctema,
Capability Model to help Organisations guide their | nomoratowas OpraHusaunsm
for Client analysis and decisions on Service | npoBoAuTb aHanNn3 1 NPUHUMaTb
Organizations Sourcing Models and Strategies. | pelwwenus B yactn Mogenewn n
(eSCM-CL) eSCM-CL was developed by cTpaTterni no Bbldopy NOCTaBLLMKOB

Carnegie Mellon University. ycnyr. Mogens eSCM-CL

paspaboTtaHa Carnegie Mellon

University.

See eSCM-SP. CwmoTpu Takke Mogens eSCM-SP.
eSourcing Mopenb eSCM-SP (Service Strategy) A framework | (CtpaTerus ycnyr) Cuctema,
Capability Model to help IT Service Providers nomoratowas Nocraswmkam UT-
for Service develop their IT Service ycnyr pa3pabaTbiBatb CnocobHOCTH
Providers Management Capabilities from a | Ynpaenenus UT-ycnyramm ¢ TOYkm
(eSCM-SP) Service Sourcing perspective. 3peHusa CTpaternm no Beldopy

eSCM-SP was developed by
Carnegie Mellon University.

See eSCM-CL.

nocrasLyukoB ycnyr. Mogens
eSCM-SP paspaboTtaHa Carnegie
Mellon University.

CwmoTpu Takke Mogens eSCM-CL.
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Estimation MpubnmautensHas The use of experience to provide | Vicnonb3oBaHue onbiTa 45
oLeHKa an approximate value for a Metric | npegoctaBnenuns

or Cost. Estimation is also used NPUBNU3NTENBHBIX 3HAYEHUI

in Capacity and Availability MeTpuk nnn 3aTpar.
Management as the cheapest MpnbnuanTenbHas oueHKa Takke
and least accurate Modelling ncnonb3yeTcs B YnpasneHum
method. MOLLHOCTSIMM 1 YNpaBreHun

OOCTYNHOCTbIO KaK CaMad gelleBsad
N HanmeHee To4YHaAa MeToaunkKa

MogenvnpoBaHus.
Evaluation OueHka (Service Transition) The (MpeobpasoBaHue ycnyr)
Process responsible for IMpouecc, OTBETCTBEHHLIN 3a

assessing a new or Changed IT npoBefEeHNe OLIEHKN HOBOW 1N
Service to ensure that Risks have | N3ameHnsiemon UT-ycnyrm ons

been managed and to help obecneyveHuns ynpasneHus Puckamm

determine whether to proceed 1 NMOMOLLM B MPUHATUN PELLEHUS O

with the Change. NPOLOIMKEHUN NPOBEAEHUSA
N3meHeHuns.

Evaluation is also used to mean OueHka Takke ucnonb3yeTcs Ansi

comparing an actual Outcome 0b03HavYeHnsa cpaBHEHNS

with the intended Outcome, or akTmnyeckmx Boixogos ¢

comparing one alternative with oxmnpgaembiMmu Boixogamu, unn ansa

another. CpaBHEHWs1 O4HOro BapuaHTa ¢
OPYruM.

Event CobbiTne (Service Operation) A change of | (SkcnnyaTauus ycnyr) /iameHeHune

state which has significance for COCTOSIHUSA, KOTOPOE MMEET

the management of a 3Ha4eHue Ons ynpasneHus

Configuration Item or IT Service. KoHdpurypauoHHoOM eanHmLen nnu
NT-ycnyron.

The term Event is also used to TepmuH CobbiTHe Takke

mean an Alert or notification ncnonb3yetca ana obo3HavyeHus

created by any IT Service, MpeaynpexaeHus nnm

Configuration Item or Monitoring yBeJoMIeHund, cosgaHHoro UT-

tool. Events typically require IT ycnyrou, KoHdurypaLlmoHHowm

Operations personnel to take eavHuLEen nnn cpeacTtsom

actions, and often lead to MoHuTopuHra. CobbiTnsa 06bI4HO

Incidents being logged. TpebyloT OT nepcoHarna

OnepauwnoHHoro ynpaeneHusa T
BbINOMHUTb OENCTBUS, N YacTO
NPUBOAST K perncrpauum
VHUMaeHToB.
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Event YnpaBneHue (Service Operation) The (OkcnnyaTtauusa ycnyr) Npouecc,
Management cobbiTnamMn Process responsible for OTBETCTBEHHbIN 3a ynpaBreHue

managing Events throughout their | CobbiTnsimmn B TedeHne XXunsHeHHoro
Lifecycle. Event Management is LMKna. YnpaBneHue cobbITusimMm

one of the main Activities of IT oAHa u3 rnaeHbix [JeaTenbHocTen
Operations. OnepauwnoHHoro ynpaeneHusa UT.

Exception Otyet 00 A Document containing details of | [JokymeHT, cogepxaLumi

Report OTKITOHEHMSAX one or more KPlIs or other nogpobHyt nHopMaLmio no
important targets that have OAHOMY NN HECKOMbKNM
exceeded defined Thresholds. KrtoyeBbIM nokasatensm
Examples include SLA targets npowussogutensHoctn (KPI) nnu
being missed or about to be OpYrMMm BaXkKHbIM NokasaTensam, no
missed, and a Performance KOTOPbIM ObINY NPEBbILLEHbI
Metric indicating a potential ycTaHoBreHHble Noporosbie
Capacity problem. 3HaueHus. MNprmepamu MoryT GbITb

HeycneLHble unu 6nmnskme no
3HAYEHMSAM K HEeYCMNeLUHbIM
nokasatenu CornawieHuin 06
ypoBHe ycnyr (SLA) n MeTtpukun

NpPOV3BOAUTENBHOCTH,
OEeMOHCTpupyoLme
noTeHumarnbHble NPobnemsl
MoluHocTen.

Expanded PacwmpeHHbI (Availability Management) (YnpaBneHue fBOCTYNHOCTLIO)

Incident XWU3HEHHbIN LK Detailed stages in the Lifecycle of | JeTtannsupoBaHHble asbl B

Lifecycle MHUMOeHTa an Incident. The stages are YKnsHeHHowm uukne MHuuaeHTa:

Detection, Diagnosis, Repair, O6HapyxeHune, [inarHocTuka,
Recovery, Restoration. The PemoHT, BoccTtaHoBneHue,
Expanded Incident Lifecycle is Bo3obHoBneHve. PaclumpeHHsIi
used to help understand all >KU3HEHHBIN LUMKN UHUMOEHTa
contributions to the Impact of ncnonb3yeTcs AN NOHMMaHNA BCex
Incidents and to Plan how these cocTaBnsarwWwmx BnusHms
could be controlled or reduced. WHungeHTa n MNnaHmpoBaHus
BO3MOXHOCTEN MO UX KOHTPOIIO NN
YMEHBLLEHUIO.
External BHelwHun 3akasumk A Customer who works for a 3akasuuk, KoTopbii paboTaeT B
Customer different Business to the IT MHTEepecax UHOro, N0 OTHOLLIEHMIO K
Service Provider. MocTtaBwumky UT ycnyr, BusHeca.
See External Service Provider, CwmoTpu Takke BHeLHMI
Internal Customer. NocTaBLUUK yCnyr, BHyTpeHHuI

3aKa34uK.
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External Metric

BHewHAa meTpuka

A Metric that is used to measure
the delivery of IT Service to a
Customer. External Metrics are
usually defined in SLAs and
reported to Customers.

See Internal Metric.

MeTpuka, koTOpas ncnonb3yeTcs
AN n3MepeHns npegocTaBneHus
NT-ycnyrm 3akasunky. BHelwHre
MEeTpUKM 0BbIYHO onpeaeneHbl B
CornawweHunsx 06 ypoBHe ycnyr
(SLA) u BkntovatoTcs B OTYETHI ANg
3aka34yumKos.

CMoTpu Takke BHYTpeHHsIsA
MeTpuKa.

External Service | BHewwHun (Service Strategy) An IT Service | (CtpaTtermsa ycnyr) [NoctaBwuk AT

Provider NOCTaBLUUK ycnyr Provider which is part of a yCnyr, ABASOLWUNCSA YacTbio NHOW,
different Organisation to their Mo OTHOLLEHMIO K 3aKasuuky,
Customer. An IT Service Provider | Opranusauun. MNMoctaswmk AT ycnyr
may have both Internal MOXEeT OQHOBPEMEHHO UMETb
Customers and External BHyTpeHHMX 1 BHeLHuX
Customers. 3aKa34ymnKoB.
See Type lll Service Provider. CwmoTpu Takke NocTaBLUmKKM ycryr

[l Tnna.

External BHeLwHWn copcuHr Synonym for Outsourcing. CWHOHMM AYTCOPCHUHT.

Sourcing

Facilities YnpaBneHue (Service Operation) The (OkcnnyaTtauusa ycnyr) OyHKUMS,

Management WHXXEHEPHbIM Function responsible for oTBevarLLas 3a ynpasneHue

obecneyeHnem managing the physical pusmyeckon Cpeaon, B KOTOPOW

Environment where the IT
Infrastructure is located. Facilities
Management includes all aspects
of managing the physical
Environment, for example power
and cooling, building Access
Management, and environmental
Monitoring.

pacnonoxeHa UT-nHppacTpykTypa.
YnpaBneHue nHxeHepHbIM
obecneyeHneM BKIOYaET BCE
acnekTbl ynpasneHus pmanyeckon
Cpepow, Hanpumep, NUTaHue 1
oxnaxgaeHve, YnpasneHue
OOCTyrnom B 3aaHust U MOHUTOPUHT
OKpy>KatoLLen cpeapl.
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Failure

Coon

(Service Operation) Loss of
ability to Operate to Specification,
or to deliver the required output.
The term Failure may be used
when referring to IT Services,
Processes, Activities,
Configuration Items etc. A Failure
often causes an Incident.

(SkcnnyaTauus ycnyr)

MoTepsa cnocobHocTH
@DYHKUMOHNPOBATL B COOTBETCTBUM
co Cneumndhmkaunen nnm
npeaocTaBnaTb Tpebyemblii
pesynbtar. TepmuH Coon moxeT
ObITb NCMONB30BaH MO OTHOLLEHWIO
K T-ycnyram, MNpoueccam,
[estenbHoCTSM,
KoHpurypaLmoHHbIM eanH1LamM n
T.n. COOM YacTo CAYXNT NPUYNHON
WHumpaeHTa.

Failure Modes

AHanuns cboeB 1

An approach to assessing the

Moaxopn K oLeHKe noTeHuuansHoro

and Effects nocnencTanm potential Impact of Failures. BrnunsiHns CooeB. AHanus c6oeB u
Analysis (FMEA) | (FMEA) FMEA involves analysing what nocnegcteun (FMEA) BkntovaeT
would happen after Failure of aHanua BepoATHbIX NOCNeACTBUN
each Configuration ltem, all the C6os kaxgon KoHumrypauoHHoM
way up to the effect on the eJVHWLbI, BNJIOTb A0 BO3OENCTBUS
Business. FMEA is often used in Ha buaHec. AHanns c6oeB u
Information Security Management | nocnegcteun (FMEA) yacto
and in IT Service Continuity ncnonb3yeTtcd B YnpaBneHum
Planning. MHpOpPMaLMOHHON 6e30MacHOCTbIO
1 YnpasneHun HenpepbIBHOCTbLIO
NT-ycnyr.
Fast Recovery BeicTpoe (Service Design) A Recovery (MpoekTupoBaHue ycnyr) Cnocob
BOCCTaHOBIEeHne Option which is also known as BOCCTAHOBJIEHWS, TaKKe N3BECTHbIN

Hot Standby. Provision is made
to Recover the IT Service in a
short period of time, typically less
than 24 hours. Fast Recovery
typically uses a dedicated Fixed
Facility with computer Systems,
and software configured ready to
run the IT Services. Immediate
Recovery may take up to 24
hours if there is a need to
Restore data from Backups.

kak opsiuee pe3epBrpoBaHuE.
MpenycmaTtpuBaeTcs
BoccTtaHoBnexue UT-ycnyru 3a
KOPOTKUI MPOMEXYTOK BPEMEHM,
00bI4HO MeHee 24 yacos. [Npu
BeicTpoM BocCTaHOBNEHUN OBbIMHO
NCMNONb3yeTCsl BblAENEHHbIN
CTaunoHapHbI pe3epBHbIV LIEHTP C
KoMMboTepHbIMKM Cuctemamu u MO,
CKOH(OUIYpMpPOBaHHBIMU ANA
pabotbl UT-ycnyr. HemeaneHHoe
BOCCTa@HOBIEHVE MOXET 3aHMMaTb
00 24 yacos, ecnu TpebyeTcs
BoccraHoBneHne gaHHbIX
PesepBHoro konnposaHus.
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Fault Ortkas Synonym for Error. CuvHOHUM OLwnGKN.
Fault Tolerance | OtkasoyctonumBocTt | (Service Design) The ability of (Ctpaterus ycnyr) CnocobHocTb
b an IT Service or Configuration NT-ycnyrn unn KoHdurypaumoHHom

Item to continue to Operate
correctly after Failure of a
Component part.

See Resilience, Countermeasure.

eMHMLbI MpodokaTb
obecneunBaTb JKcnyaTMpoBaHue
KOppekTHo nocne Cbos yactu
KomnoHeHTa.

CmoTpu Takke YCTOMYMBOCTD,
KoHTpmepa.

Fault Tree
Analysis (FTA)

AHanus gepesa
oTkasoB (FTA)

(Service Design) (Continual
Service Improvement) A
technique that can be used to
determine the chain of Events
that leads to a Problem. Fault
Tree Analysis represents a chain
of Events using Boolean notation
in a diagram.

(MpoekTupoBaHue ycnyr)
(MocTosiHHOE ynyulleHune ycnyr)
MeToauka, koTopas MoXeT
ncrnonb3oBaTbCA Ans onpegeneHus
uenoyku CobbITUIA, NPUBOASLLNX K
Mpobneme. AHanu3 gepesa
oTka3oB (FTA) nsobpaxaet B Buae
anarpaMmmebl Lenb CobbIThiA,
ucnonb3ys bynesy HoTaumto.

Financial YnpaBsneHue (Service Strategy) The Function | (CtpaTernsa ycnyr) OyHKLmA n
Management dmHaHcamu and Processes responsible for Mpouecchl, OTBETCTBEHHbIE 3a
managing an IT Service ynpasneHue brogxetupoBaHuem,
Provider's Budgeting, Accounting | Yuetom n Bo3amelleHmem 3aTpar
and Charging Requirements. MocTaBswmka NT-ycnyr.
First-line MepBasi NMHUA (Service Operation) The first (OkcnnyaTtauusa ycnyr) NepBbin
Support noaaepxkm level in a hierarchy of Support ypoBeHb B nepapxum [‘pynn
Groups involved in the resolution | nogaepku, BOBNEYEHHbIX B
of Incidents. Each level contains paspelueHne NHunaeHToB. Kaxabin
more specialist skills, or has more | nocneaylownint ypoBeHb BKNOYaeT B
time or other Resources. cebs bonee BbICOKYHO
KBanudmkaLmio cneyunanmncTos,
nnbo Gonbluee KONM4ecTBO
BpeMeHU unm npo4mx Pecypcos.
See Escalation. CmoTpu Takke Jckanaums.
Fishbone Onarpamma Synonym for Ishikawa Diagram. CviHoHuM Ounarpammebl Awwimvkassl.
Diagram NPUYNHHO-
CNeACTBEHHbIX

cBsA3en (guarpamma
Nwmnkasbl)
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Fit for Purpose CooTtBeTcTBME An informal term used to describe | HedopmanbHbIn TEpMUH,
HasHa4YeHuto a Process, Configuration Item, IT | ncnone3ytowuincsa gna onMcaHums
Service etc. that is capable of Mpouecca, KoHdurypaunoHHoM
meeting its Objectives or Service | eanHuubl, AT-ycnyrn n 1.0.,
Levels. Being Fit for Purpose CnocobHbIX gocTuraTb cBoux Llenen
requires suitable Design, unn YposHen ycnyr. [ns
implementation, Control and CooTBeTCTBUS Ha3HaYEeHNIO
maintenance. TpebyeTcst Haanexatlee
lMpoekTnpoBaHue, BHeApeHue,
KoHTponb 1 conpoBoxaeHue.
Fixed Cost MocTosAHHbIE (Service Strategy) A Cost that (Ctpaterus ycnyr) 3atpaTbl, He
3aTparthl does not vary with IT Service 3aBucsLme oT obbema
usage. For example the cost of notpebnexua AT-ycnyru.
Server hardware. Hanpumep, ctoMmocTb annapaTtHOro
obecnedveHusa Cepsepa.
See Variable Cost. CwmoTpu Takke NepemMeHHble
3aTpaTsbl.
Fixed Facility CraumoHapHbIn (Service Design) A permanent (MpoekTupoBaHue ycnyr)

pe3epBHbIN LEHTP

building, available for use when
needed by an IT Service
Continuity Plan.

See Recovery Option, Portable
Facility.

lMocTosiHHOE CTpoeHue, AOCTYNHoe
ANs NCNonb30BaHWs, KOrAa 3Toro
TpebyeT NnaH obecneyeHns
HenpepbiBHOCTU UT-ycnyr.

CwmoTpu Takke Cnocob
BoccTaHoBneHusi, MoOunbHbIN
pe3epBHbIV LIEHTP.

Follow the Sun

Cnepnyn 3a conHuem

(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.

(9xcnnyartauus ycnyr)
MeToponorust ncnonb3oBaHns
Cnyx6 Service Desk n 'pynn
NOAAEPXKKM MO BCEMY MUPY ONst
npegocTaBneHns
HenpepsbIiBatoLLenca Ycnyrm B
pexume 24 * 7. TenedoHHble
obpalleHuns, IHUMaeHTbI,
Mpobnembl n 3anpocsl Ha
obcnyxvBaHWe nepegalTcs Mexay
rpynnamu, HaxoasLWwnMnNcs B
PasnunyHbIX BPEMEHHbIX 30HaX.

Fulfilment

BbinonHexne

Performing Activities to meet a
need or Requirement. For
example by providing a new IT
Service, or meeting a Service
Request.

BbinonHeHue [estenbHocTn ongd
yAOBNEeTBOpeHUst noTpebHoCcTn nnu
TpeboBaHusa. Hanpumep,
npegoctasneHme Hoson UT-ycnyrm
Unu BbINONHeHWe 3anpoca Ha
obcnyxumBaHue.
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Function DyHKUMA A team or group of people and KomaHga wnu rpynna nogen, a
the tools they use to carry out Takke UHCTPYMEHTApPUI, KOTOPbIN
one or more Processes or OHW VUCMONb3YHOT ANS BbINOMHEHNS
Activities. For example the OAHOro nnNn Heckonbkux MNpoueccos
Service Desk. unu JeatensHoctn. Hanpumep,
Cnyxba Service Desk.
The term Function also has two TepmuH OYHKLUMA Takke umeeT aBa
other meanings OpYrux sHavyeHus
¢ Anintended purpose of e [lpegHasHayeHve
a Configuration ltem, Person, KoHdpumrypaumoHHom eanHuLbl,
Team, Process, or IT Service. For | Yenoseka, KomaHgapbl, NMpouecca
example one Function of an mnn UT-ycnyrn. Hanpynvwep, ogHa u3
Email Service may be to store DYHKLMIN YCryrn aneKTPOHHOMN
and forward outgoing mails, one NoYThI MOXET 3aKniovaThCcs B
Function of a Business Process COXpaHEHMUN N NepechIsike
may be to dispatch goods to nucxoasuen noyTel, ogHa u3
Customers. DyHKUMN BrusHec-npouecca MoxeT
3aKM4YaTbCs B OTNpaBke TOBApOB
3akasuvkam.
e To perform the intended ) KoppekTHoe
purpose correctly, "The computer | BbINONHEHWe NpegHa3HaYeHwus,
is Functioning" "Komnbtotep dyHKUMOHMpYeT"
Functional DyHKUMOHaNbHas (Service Operation) Transferring | (9kcnnyataumsa ycnyr) lNepegava
Escalation ackanauus an Incident, Problem or Change WHumaeHTa, Mpobnembl nnm
to a technical team with a higher | VameHeHusa B TexHUYeckyto rpynny
level of expertise to assist in an ¢ 6onee BbICOKMM YPOBHEM
Escalation. KOMMNeTeHUMn B xoae Ackanauuu.
Gap Analysis AHanus (Continual Service (MocTosiHHOE ynyulieHue ycnyr)
pacxoxgeHumn Improvement) An Activity which | [JestenbHOCTb, HanpaBneHHas Ha

compares two sets of data and
identifies the differences. Gap
Analysis is commonly used to
compare a set of Requirements
with actual delivery.

See Benchmarking.

CpaBHeHWe ABYyX HAbOPOB AaHHbIX U
BbliBNEHWEe pasnuumin. AHanus
pacxoXaeHun 4acTo UCNomb3yeTcs
Ans cpaBHeHUs Habopa
TpeboBaHU ¢ hakTU4YECKUM
COCTOSIHMEM.

CmoTpu Takke CpaBHeHne
COCTOSIHUN.
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Governance PykoBogcTBo Ensuring that Policies and ObecneyeHune TOro, 4TobbI
Strategy are actually Monutukn n CtpaTterus
implemented, and that required OEeNCcTBUTENbHO OblNM BHEAPEHDI, U
Processes are correctly followed. | 4tobbl Tpebyemble MNpouecchl
Governance includes defining BbIMOSHANUCL KOPPEKTHO.
Roles and responsibilities, PykoBogcTBo BKItoyaeT
measuring and reporting, and onpegenexHne Ponen un
taking actions to resolve any obs3aHHOCTEW, U3MepeHue,
issues identified. OTYETHOCTb U BbINOMHEHNE
OEeNCTBUN ONd peLueHns
BbISIBITIEHHbIX TPYAHOCTEW.
Gradual MocTeneHHoe (Service Design) A Recovery (MpoekTupoBaHue ycnyr) Cnocob
Recovery BOCCTaHOBIeHne Option which is also known as BOCCTAHOBJIEHWS, TaKkKe U3BECTHbIN
Cold Standby. Provision is made | kak XonogHoe pe3epBupoBaHue.
to Recover the IT Service in a MpeaycmaTpuBaeTcs
period of time greater than 72 BoccTtaHoBnexue UT-ycnyrm B
hours. Gradual Recovery typically | TeueHne 6onee yem 72 yacos. Npu
uses a Portable or Fixed Facility lMocTeneHHOM BOCCTaHOBMEHUA
that has environmental support 00bI4HO 3agencTBoBaH MoOUMbHbIN
and network cabling, but no unu CTauMoHapHbIN pe3epBHbIN
computer Systems. The hardware | LeHTp, OCHALIEHHbIN 3rIEMEHTaMM
and software are installed as part | xu3HeobecneyeHus n ceteson
of the IT Service Continuity Plan. | pasBogkown, 6€3 KOMMNbIOTEPHbIX
Cwuctem. AnnapaTHoe 1
nporpamMmmHoe obecrneveHne
yCTaHaBnmBatoTcs B pamkax lNnaHa
obecneyeHus1 HenpepbiBHOCTU UT-
yCnyr.
Guideline PykoBogsawwmi A Document describing Best [oKkymeHT, onucsiBaroLmi Jly4iiyto
OOKYMEHT Practice, that recommends what NPaKTUKY 1 peKOMEHOYOLLNIA

should be done. Compliance to a
guideline is not normally
enforced.

See Standard.

Heobxoaumble gencteus. OObIMHO
CooTBeTCTBME pyKOBOASLLEMY
OOKYMEHTY He ABnsieTcs
obs3aTenbHbIM.

CwmoTpu Takke CTaHaapT.




ITIL® V3 Glossary Russian Translation v0.92, 30 Apr 2009

[TepmuH]

ITIL® V3 Translation Project

Definition

[OnpepeneHue]

Help Desk Cnyx06a nogaepxkn | (Service Operation) A point of (OkcnnyaTtauusa ycnyr) Touka
contact for Users to log Incidents. | koHTakTa gns Nonb3oBatenen gns
A Help Desk is usually more pervuctpaumm MHuupeHTtos. Cnyxba
technically focussed than a noaaepkm obbIvHO Gonee
Service Desk and does not TEXHNYECKN OPUEHTUPOBaAHA, YeM
provide a Single Point of Contact | Cnyx6a Service Desk, n He
for all interaction. The term Help npegoctasnsieT EguHon Toukm
Desk is often used as a synonym | koHTakTa (SPOC) anga Bcex
for Service Desk. B3ammogencTemin. TepmuH Cnyxba
NoAdEPXKKM YacTo UCMOoNb3yeTcs
Kak cMHoHUM Cnyx0bl Service
Desk.
Hierarchic Wepapxunyeckas (Service Operation) Informing or | (SkcnnyaTauus ycnyr)
Escalation acKanauus involving more senior levels of MHdopmupoBaHue nnu BoeneveHme
management to assist in an pykoBoauTenen 6onee BbICOKOro
Escalation. YPOBHS B X04e dckanauuu.
High Availability | Bbicokas (Service Design) An approach or | (Service Design) Moaxoa unu
[OCTYNHOCTb Design that minimises or hides cnocob MNpoekTMpoBaHus, KOTOpbIe
the effects of Configuration Item MUHUMU3UPYIOT NN CKPbIBaOT
Failure on the Users of an IT nocneacteus Cbos
Service. High Availability KOH(OUIypaLNOHHOW eAMHULbI AN
solutions are Designed to achieve | lNonb3oBatenen NT-ycnyru.
an agreed level of Availability and | PelwweHnsa Beicokon goCTynHOCTH
make use of techniques such as CnpoekTnpoBaHbl AN AOCTMXKEHUSA
Fault Tolerance, Resilience and COrflacoBaHHOIo YpOBHS
fast Recovery to reduce the [ocTynHOCTY 1 MCMONb3YyoT Takue
number of Incidents, and the MeToabl, kak OTKa3oyCTOMYNBOCTb,
Impact of Incidents. YctonumBocTs (resilience) n
ObicTpoe BoccTtaHoBneHue aons
YMEeHbLUEHUs KonnyecTaa
WHumaeHToB 1 nx BnusHus.
Hot Standby opsadee Synonym for Fast Recovery or CwuHoHUM BbicTporo
pesepBupoBaHue Immediate Recovery. BOCCTaHOBIEHUS Unu

HemenneHHOro BOCCTaHOBIIEHUS.
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Identity NaoeHTudumkaTtop (Service Operation) A unique (QkcnnyaTtauums ycnyr)

name that is used to identify a YHuKanbHoe HanMeHOBaHue,

User, person or Role. The Identity | ncnonssyemoe ans

is used to grant Rights to that naeHtTndukaumm Nonb3oBaTtens,

User, person, or Role. Example yenoseka nnu Ponu.

identities might be the username | NgeHTndukaTop ucnonesyetca ons

SmithJ or the Role "Change npegoctasneHus Npas

manager". Monb3oBaTento, YenoBeky unu
Ponu. Mpumepamu ngeHtndmkauymnm
MOryT ObITb UMS NoNb3oBaTeNs
MeaHosWBaH nnu Ponb "MeHegxep
N3meHeHunn".

Immediate HemeaneHHoe (Service Design) A Recovery (MpoekTupoBaHue ycnyr) Cnocob

Recovery BOCCTaHOBIIEHNE Option which is also known as BOCCTaHOBIEHUS, TaKKe N3BECTHbLIN
Hot Standby. Provision is made Kak "opsiuee pesepBupoBaHue.
to Recover the IT Service with no | lNpegycmatpuBaeTtcs
loss of Service. Immediate BocctaHoBneHue UT-ycnyrn 6e3
Recovery typically uses mirroring, | npepbiBaHusa Ycnyru. HemenneHHoe
load balancing and split site BOCCTaHOBIEHE 06bIYHO
technologies. NCNONb3yeT TEXHOMNOrK

3epkanupoBaHus, 6anaHcMpoBKU
3arpyskv U pasgeneHuns nnowaaok
YCTaHOBKM 060pyaoBaHus.

Impact BnivaHne (Service Operation) (Service (QkcnnyaTtauus ycnyr)
Transition) A measure of the (Mpeob6pasoBaHue ycnyr) Mepa
effect of an Incident, Problem or Bo3aencTeusa MHumaeHTa,

Change on Business Processes. | lNMpobnembl unu N3ameHeHns Ha

Impact is often based on how BusHec-npoueccol. BnusHme 4yacto

Service Levels will be affected. BasmpyeTcs Ha cTeneHun

Impact and Urgency are used to BO34ENCTBMSA Ha YPOBHU yCNyriu.

assign Priority. BnusiHne n Cpo4vHocTb
NCMNonb3ylTCs AN onpeaeneHns
MpuopuTeTa.

Incident WHunpenT (Service Operation) An (SkcnnyaTauus ycnyr)

unplanned interruption to an IT
Service or a reduction in the
Quality of an IT Service. Failure
of a Configuration Item that has
not yet impacted Service is also
an Incident. For example Failure
of one disk from a mirror set.

HesannaHnpoBaHHOe npepbiBaHne
NT-ycnyrn unmn cHwkeHue Kavectsa
UT-ycnyru. Cbon
KoHdpurypaumoHHon eanHuLbI,
KOTOPbLIN eLLe He MOBMMAN Ha
Yenyry, Takke aBnseTcs
MHumaeHTom. Hanpumep, Cbon
OAHOro Aucka n3 Mmaccmea
3epKanupoBaHus.
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Incident YnpaBneHue (Service Operation) The (OkcnnyaTtauusa ycnyr) lNpouecc,
Management WMHUMOeHTaMm Process responsible for OTBeYalLLMi 3a ynpasneHme
managing the Lifecycle of all KN3HEHHBIM LMKITOM BCEX
Incidents. The primary Objective MHumaeHToB. OcHoBHas Llenb
of Incident Management is to YnpaBneHus nHungeHTamm -
return the IT Service to Users as | ckopelnwwee BoccTaHoBneHne UT-
quickly as possible. ycnyru gns Nonb3oBartenen.
Incident Record | 3anuck 06 (Service Operation) A Record (OkcnnyaTtauusa ycnyr) 3anvce,
vHUnaeHTe containing the details of an cogepxalas nogpobHocTu
Incident. Each Incident record MHumpeHTa. Kaxxgas 3anuck 06
documents the Lifecycle of a MHumaeHTe onucbiBaeT XXU3HEHHbIN
single Incident. LMKIT OOHOIO KOHKPETHOIo
WHumpaeHTa.
Indirect Cost KocBeHHbIe (Service Strategy) A Cost of (CtpaTerua ycnyr) 3aTpathbl Ha
(HaknagHble, providing an IT Service which npegoctasneHue UT-ycnyru,

HenpsiMble) 3aTpaThbl

cannot be allocated in full to a
specific Customer. For example
Cost of providing shared Servers
or software licenses. Also known
as Overhead.

See Direct Cost.

KOTOpble He MOTYT ObITb MOSTHOCTLIO
OTHEeCEeHbl Ha KOHKPETHOro
3akasumka. Hanpumep, 3atpatbl Ha
obwue CepBepbl UNKU NULEH3NN
nporpaMmHoro obecneveHus.
Takke n3BecTHble kak KocBeHHbIe
3aTpartbl.

CwmoTpu Takxke MNpsimble 3aTpaThbl.

Information
Security
Management
(ISM)

YnpaseneHue
WHpOpMaLIMOHHOM
6e3onacHOCTbIO
(ISM)

(Service Design) The Process
that ensures the Confidentiality,
Integrity and Availability of an
Organisation's Assets,
information, data and IT Services.
Information Security Management
usually forms part of an
Organisational approach to
Security Management which has
a wider scope than the IT Service
Provider, and includes handling
of paper, building access, phone
calls etc., for the entire
Organisation.

(MpoekTnpoBaHue ycnyr)
Mpouecc, koTopbl obecneynBaeT
KoHguaeHumanbHOCTb,
LlenoctHocTb 1 [locTynHOCTb
AKTMBOB, UHOPMaLNN, OAHHBIX U
UT-ycnyr OpraHusaumm.
YnpasneHue MHpopMaLMOHHON
6e30nacHOCTbIO0 0ObIYHO ABMAETCS
YacTbto OpraHu3aLUnoHHOro
noaxoda K YnpaeneHuto
6e30nacHOCTbI0, KOTOPbLIN NMeeT
6onee wnpokyto obnactb oxeaTa
yeM [locTasumk NT-yenyr, n
BKMtoYaeT 06paboTky GyMaxkHbIX
OOKYMEHTOB, JOCTYN B 30aHWs,
TenedgOoHHble 3BOHKM 1 T.M., ANA
Bcern OpraHmnsaumn.
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Information Cuctema (Service Design) The framework | (MpoekTupoBaHue ycnyr)
Security yrnpasneHus of Policy, Processes, Standards, | Cuctema lNonutuk, Mpoueccos,
Management MHOPMaLMOHHOMN Guidelines and tools that ensures | CtangapToB, PykoBoasLumx
System (ISMS) ©e3onacHoCTbIO an Organisation can achieve its OOKYMEHTOB N CPeacTB, KOTopble
(ISMS) Information Security Management | obecneunBatot OpraHmsaumm
Objectives. poctuxeHne Llenen YnpasneHnus
MHpOpPMaLMOHHON 6e30MacHOCTbLIO.
Information MonuTtuka (Service Design) The Policy that | (MpoekTupoBaHue ycnyr)
Security Policy NHPOPMALIMOHHON governs the Organisation’s Monutuka, KoTopasi onpegenseT
BesonacHocTn approach to Information Security | noaxog OpraHusaumm K
Management. YnpasneHuto nHopMaLnoHHON
6e30nacHOCThLIO.
Information MHdopmaumnoHHble The use of technology for the Mcnonb3oBaHue TeXHOMNOrMn gnsi
Technology (IT) | TexHonorumn (UT) storage, communication or XpaHeHus, obmeHa nnm o6paboTkm
processing of information. The MHpopmaumm. TexHonornm oobIYHO
technology typically includes BKMOYaOT KOMMNbIOTEPSI,
computers, telecommunications, | TenekommyHukauuu, MNpunoxeHnsa u
Applications and other software. npo4ee nNporpammHoe
The information may include obecneyeHune. MiHdopmaumsa moxeT
Business data, voice, images, BKItoYaTh AaHHble busHeca,
video, etc. Information roniocoBble AaHHble, n306paxeHus,
Technology is often used to Buaeo, u T.n. MlHdopmaunoHHsle
support Business Processes TEXHOSOMMM YacTO UCMONb3YHTCS
through IT Services. ans nogaepxkn bBusHec-npoueccos
Yyepes npegocraenexHne UT-ycnyr.
Infrastructure UudbpacTpyktypHaa | An IT Service that is not directly WT-ycnyra, koTopas He
Service ycnyra used by the Business, but is ucnonb3yetca busHecom
required by the IT Service HanpsiMyto, HO TpebyeTcs
Provider so they can provide MocTtaBwumky UT-ycnyr ons
other IT Services. For example npegocrtasneHns npoyunx UT-ycnyr.
Directory Services, naming Hanpumep, Cniyx6a kaTanoros,
services, or communication YCNyrn HamnmeHOBaHUS UNu
services. KOMMYHMWKALIMOHHbIE YCINYTH.
Insourcing WHcopcuHr Synonym for Internal Sourcing. CWHOHMM BHYTPEHHUIA COPCUHT.
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Integrity LlenocTtHocTb (Service Design) A security (MpoekTupoBaHue ycnyr)
principle that ensures data and MpuHumn 6e3o0nacHOCTK, KOTOPbLIN
Configuration ltems are only obecneunBaeT, YTOObI JaHHbIE U
modified by authorised personnel | KoHdurypaumoHHble eanHuLbI
and Activities. Integrity considers | moguduumpoBanmnck TonbKO
all possible causes of aBTOPM3NPOBAHHbIM NEePCOHariom 1
modification, including software HearenbHocTbio. LlenocTHocTb
and hardware Failure, npMHUMaeT BO BHUMaHWe Bce
environmental Events, and BO3MOXHbI€ NMPUYUHBI
human intervention. Moaundukaunin, Brrovas
nporpaMmHble 1 annapartHele Coou,
Co0bITuA OKpyKatoLel cpebl U
BMELLATENbCTBO YENOBeKa.
Interactive Voice | ViHTepakTuBHas (Service Operation) A form of (OkcnnyaTtauusa ycnyr)

Response (IVR)

ronocoBasa cuctemMma
(IVR)

Automatic Call Distribution that
accepts User input, such as key
presses and spoken commands,
to identify the correct destination
for incoming Calls.

PasHoBngHOCTb ABTOMATMYECKOrO
pacnpeneneHnsi 3BOHKOB, Npu
KOTOPOM, ANs onpeneneHns
npaBuITbHOrO agpecarta BXoasLwero
TenedoHHoro obpatleHus,
NPUHMMAIOTCS KOMaHAbl OT
Monb3oBaTens, Takue Kak HaxaTus
KraBULL 1 FONOCOBLIE KOMaHAbI.

Intermediate
Recovery

MpomexyTouHoe
BOCCTaHOBIEHne

(Service Design) A Recovery
Option which is also known as
Warm Standby. Provision is
made to Recover the IT Service
in a period of time between 24
and 72 hours. Intermediate
Recovery typically 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.

(MpoekTnpoBaHue ycnyr) Cnocob
BOCCTaHOBIIEHWS, TaKKe U3BECTHbIN
kak Tennoe pesepBupoBaHue.
MpenycmaTpuBaeTcs
BoccranoBneHune UT-ycnyrm B
TeyeHue 24 - 72 yacos. [Npun
MpomexXyTOoYHOM BOCCTaHOBIEHUM
06bI4YHO MCNonb3yeTCs 0oL
Mo6unbHbI nnn CTaunmoHapHbIn
pPEe3epPBHbIN LIEHTP, OCHALLEHHbIN
KOMMbOTEPHLIMKU CUcTeMamu u
ceTeBbIMY KOMMNOHEHTaMMU.
KoHguryprpoBaHue annapaTHOro u
nporpamMmmHoro obecneyeHus, a
Takke BOCCTAaHOBIEHNE OAHHbIX
BbINOMHSATCA B pamkax [naHa
obecneyeHust HenpepbiBHOCTU UT-
yCnyr.
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Internal BHyTpeHHWI A Customer who works for the 3akasuuk, paboTarowwmii Ansa Toro

Customer 3aKkas4uk same Business as the IT Service | e busHeca, 4to u lNoctaBLmk AT-
Provider. yCnyr.
See Internal Service Provider, CwmoTpu Takke BHyTpeHHUN
External Customer. nocTaBLUUK ycnyr, BHewwHun

3aKa34mK.
Internal Metric BHyTpeHHssA A Metric that is used within the IT | MeTpuka, koTopas ncnonb3yeTcs
MeTpuka Service Provider to Monitor the noctasLukom UT-ycnyr ans

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 External Metric.

MOHUTOPUHra 3EKTUBHOCTH,
pe3ynbTaTUBHOCTY UMK

3P HEKTUBHOCTN C TOUKN 3pEHUS
3aTpaT BHYTPEHHNX MPOLIECCOB
noctaswuka NT-ycnyr. BHyTpeHHue
METPUKM OObIYHO He
npegocraBnAalTca 3akaszymkam UT-
ycnyr. CmoTpu Takke BHelwHas
MeTpuKa.

Internal Rate of
Return (IRR)

BHyTpeHHss1 Hopma
npnbbinu (IRR)

(Service Strategy) A technique
used to help make decisions
about Capital Expenditure. IRR
calculates a figure that allows two
or more alternative investments
to be compared. A larger IRR
indicates a better investment.

See Net Present Value, Return
on Investment.

(CtpaTernsa ycnyr) Metoauka,
ucnonb3yemas ons NpuHATUS
peLleHin OTHOCUTENBHO
KanutanbHbix 3aTpaT. BHYyTpeHHsSA
Hopma npubbinu (IRR)
paccyMTbIBaEeT YNCHEHHBIN
nokasaTenb ANs CpaBHEHUS ABYX
U HECKOMBKMX anbTepHaTUBHbIX
MHBeCTUUMIA. bonee BbICOKNI
nokasartenb BHyTpeHHen HopMbl
npubbinn (IRR) nokasbiBaeT
nyyline UHBECTULMU.

CwmoTpu Takke Yncras
npuBefeHHasa ctoumocTtb (NPV),
Bosspat nnsectuumn (ROI).

Internal Service
Provider

BHyTpeHHuI
NOCTaBLLUUK yCryr

(Service Strategy) An IT Service
Provider which is part of the
same Organisation as their
Customer. An IT Service Provider
may have both Internal
Customers and External
Customers.

See Type | Service Provider,
Type Il Service Provider,
Insource.

(Ctpaterus ycnyr) NoctaBwuk NT-
YCNyr, KOTOPbIN ABMSAETCH YacTblo
Tom xxe OpraHmsaumm, 4To n
3akasuuk. MocTtaBwmk AT-ycnyr
MOXeT OQHOBPEMEHHO UMETb
BHyTpeHHMX 1 BHelHux
3aKa34uMKoB.

CmMOTpK TaKkke nocTasLmK ycnyr |
Tuna, noctaswuk yenyr Il Tuna,
MHcopeunHr.
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Internal BHyTpeHHWI (Service Strategy) Using an (CtpaTerus ycnyr)
Sourcing COPCUHT Internal Service Provider to Mcnonb3oBaHue BHyTpeHHero
manage IT Services. nocTaBLUu1Ka yCnyr AN yrnpasneHus
UT-ycnyramm.
CWHOHMM NHCOPCUHT.
See Service Sourcing, Type | CwmoTtpu Takke CtpaTterus no
Service Provider, Type Il Service | Bbibopy noctasLukos ycnyr, Tun |
Provider. nocrtasLukos ycnyr, Tun Il
NOCTaBLLMKOB yCryr
International MexayHapogHas The International Organization for | MexgyHapogHasi opraHnsawms no
Organization for | opraHusaums no Standardization (ISO) is the craHgapTtusauum (1ISO) -
Standardization | crangapTusaumm world's largest developer of KpYMNHENLWNA B Mmpe paspaboTyumk
(ISO) (ISO) Standards. ISO is a non- CraHgapTos. ISO - ato

governmental organization which
is a network of the national
standards institutes of 156
countries.

Further information about ISO is
available from http://www.iso.org/

HenpaBUTENbCTBEHHAS
opraHusaums, CeTb HaLMOHanNbHbIX
WHCTUTYTOB CTaHgapTusaumm 156
CcTpaH.

[ononHuTtensHas nHgopmaums oo
ISO pgoctynHa Ha http://www.iso.org/

International OpraHusaums no See International Organization for | CmoTpu Takke MexayHapogHas
Standards MEXOYHapOLHbIM Standardization (ISO) opraHusaums no crtaHgapTusauum
Organisation cTaHgapTam (1ISO)

Internet Service | MHTepHeT- An External Service Provider that | BHelHWIA nocTaBLUmMK ycnyr,

Provider (ISP)

nposangep (ISP)

provides access to the Internet.
Most ISPs also provide other IT
Services such as web hosting.

npegocTaBnsoWniA AOCTYN K
NHTepHeT. BoNbLUMHCTBO MHTEPHET-
npoBanaepoB TaKxke
npegocraendaet npoyne UT-ycnyrn,
Takue Kak ycrnyrm XocTuHra.

Invocation

MHuuuuposaHue

(Service Design) Initiation of the
steps defined in a plan. For
example initiating the IT Service
Continuity Plan for one or more IT
Services.

(MpoekTupoBaHue ycnyr)
NHnumnaums waros, onpeaeneHHbIX
B nnaHe. K npumepy, ninumaums
MnaHa no obecneyveHmo
HenpepbiBHOCTU UT-ycnyrn ans

O HOW MUK Heckonbkux NT-ycnyr.
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Ishikawa Owvarpamma (Service Operation) (Continual | (SkcnnyaTauus ycnyr)

Diagram Nwmnkasbl Service Improvement) A (MocTosiHHOE ynyulleHue ycnyr)
technique that helps a team to MeToguka, nomoratowias KomaHae
identify all the possible causes of | onpegenuTb Bce BO3MOXHblE
a Problem. Originally devised by npuynHbl MNpobnemsl.

Kaoru Ishikawa, the output of this | MNepBoHa4anbHO 6bina

technique is a diagram that looks | paspa6otana Kaopy Wwwnkason

like a fishbone. (Kaoru Ishikawa), pesynbtatom
paboTbl 3TON METOAUKM ABMSETCS
anarpamma, noxoxas Ha pbioui
ckener.

1ISO 9000 ISO 9000 A generic term that refers to a OB TEPMUH, UCMONb3YEeMbI
number of international ans o6o3HadeHMs rpynmbl
Standards and Guidelines for MexayHapoaHbix CtaHaapToB 1
Quality Management Systems. PykoBogsLmnx JOKyMEHTOB s

Cunctem ynpaBneHus ka4ectBoM
(QMS).
See http://www.iso.org/ for more CwmoTpu Takke http://www.iso.org/.
information.
See ISO. CwmoTpu Takke ISO.
1ISO 9001 1ISO 9001 An international Standard for MexayHapogHbin CtaHgapT ons

Quality Management Systems.

See ISO 9000, Standard.

CI/ICTeM yl'lpaBJ'IeHVIFl Ka4yeCcTBOM
(QMS).

CwmoTpu Takke ISO 9000,
CraHpapr.

ISO/IEC 17799

ISO/IEC 17799

(Continual Service
Improvement) ISO Code of
Practice for Information Security
Management.

See Standard.

(MocTosiHHOE ynyulleHue ycnyr)
Csopa npaktuk ISO gns Ynpasnenus
MHGOPMALIMOHHON 6e30MacHOCTbIO.

CwmoTpu Takke CtangaprT.

ISO/IEC 20000

ISO/IEC 20000

ISO Specification and Code of
Practice for IT Service
Management. ISO/IEC 20000 is
aligned with ITIL Best Practice.

Cneundukaums 1ISO n Ceog
npakTuk anga Ynpasnexusa UT-
ycnyramm (ITSM). ISO/IEC 20000
cornacosaH c Jlyymmm
npaktukamu ITIL.

ISO/IEC 27001

ISO/IEC 27001

(Service Design) (Continual
Service Improvement) ISO
Specification for Information
Security Management. The
corresponding Code of Practice is
ISO/IEC 17799.

See Standard.

(MpoekTnpoBaHue ycnyr)
(MocTosiHHOE ynyulleHune ycnyr)
Cneundukaums 1ISO ansa
YnpasneHusa nHdpopMaLnoHHOM
6e30nacHOCTbHO.
CooteTcTBytowMM CBOAOM
npaktuk sensetca ISO/IEC 17799.

CwmoTpu Takke CTaHaapT.
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IT Directorate

UT-pykoBOoACTBO

(Continual Service
Improvement) Senior
Management within a Service
Provider, charged with
developing and delivering IT

services. Most commonly used in

UK Government departments.

(MocTosiHHOe ynyuleHue ycnyr)
Beicwee pykoBoacTBo NocTaBLymka
ycnyr, oTBeyatollee 3a pa3paboTky
1 npegocraesnenune UT-ycnyr.
Hanbonee yacto TepMuH
nCrnonb3yeTcs B AenapTaMeHTax
npasuTenscTea BenukobputaHum.

IT Infrastructure

UT-nHdpacTpykTypa

All of the hardware, software,
networks, facilities etc. that are

required to Develop, Test, deliver,

Monitor, Control or support IT
Services. The term IT
Infrastructure includes all of the
Information Technology but not

the associated people, Processes

and documentation.

Bce annapaTtHoe 1 nporpaMmmHoe
obecneyeHune, cetn, MOMELLEHNS U
T.M., HeobxoanMble Ansi
PaspaboTkn, TectupoBaHus,
npepocTasneHnsi, MoHUTOpUHra,
KoHTpons vnn nogaoepxkm UT-
ycnyr. TepmuH UT-nHcpactpykTypa
BKITHOYAET BCE KOMMOHEHTbI
MHopMaunoHHBIX TEXHONOTUNA,
Kpome nepcoHana, Mpoueccos u
OOKyMEeHTaLun.

IT Operations

OnepauunoHHoe
ynpasneHue UT

(Service Operation) Activities
carried out by IT Operations
Control, including Console
Management, Job Scheduling,
Backup and Restore, and Print
and Output Management.

IT Operations is also used as a
synonym for Service Operation.

(9xcnnyaTtauus ycnyr)
[eaTenbHOCTU, BbINOMHAEMbIE
yHKumen KoHTpons
onepaumoHHoro ynpaseneHus UT, B
TOM 4YKMCIE KOHCOSbHOE
ynpasneHve, lNnaHnposaHue 3agay,
PesepBHoe konvpoBaHue,
BoccTtaHoBneHue, MNMevatb u
yrnpaBrieHne BbIBOAOM.

OnepauunoHHoe ynpasnexne UT
TaKKe MCMonb3yeTcsi KaK CUHOHUM
Okcnnyartauum ycnyr.

IT Operations
Control

KoHTponb
onepaLnoHHOro
ynpasneHus UT

(Service Operation) The
Function responsible for
Monitoring and Control of the IT
Services and IT Infrastructure.

See Operations Bridge.

(QkcnnyaTtauuma ycnyr) ®PyHkums,
oTeevatoLasa 3a MOHUTOPUHT 1
KoHTtpone UT-ycnyr n UT-

MHPaCTPYKTYpbI.

CwmoTpu Takke Mecto
akcnnyaTaumm.
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[TepmuH] Definition [OnpeneneHue]
IT Operations YnpaBneHue (Service Operation) The (OkcnnyaTtauusa ycnyr) OyHKUmMA
Management onepaumoHHOM Function within an IT Service MoctaBwuka UT-ycnyr, koTopas
pesitensHocThto UT | Provider which performs the daily | BbinonHsaeT noBcegHeBHy0
Activities needed to manage IT [eatenbHoCTb, HeoOXxoauMmyto Ans
Services and the supporting IT ynpasnenuns UT-ycnyramm n
Infrastructure. IT Operations nogaepxkn NT-nHdpacTpykTypsbl.
Management includes IT YnpaeneHue onepaumMoHHON
Operations Control and Facilities | gearenbHocTbio AT BkMtovaeT
Management. KoHTponb onepaumMoHHOro

ynpasnenus UT n YnpasneHue
WHXEHEPHbIM obecneyeHrem.

IT Service NT-ycnyra (UT- A Service provided to one or WNT-ycnyra, npegocrtasnsemMas
cepBuc) more Customers by an IT Service | ogHOMy nnun mHorum 3akas4dvkam
Provider. An IT Service is based MoctaBwwmkom UT-ycnyr. UT-ycnyra
on the use of Information 6asunpyeTcs Ha UCMOSb30BaHNN
Technology and supports the NH(OPMALIMOHHBIX TEXHOMOIMI 1

Customer's Business Processes. | noganepxwvBaeTt busHec-npouecchl
An IT Service is made up from a 3akasumka. NT-ycnyra BknovaeT B
combination of people, Processes | cebs niogen, MNMpouecchl,

and technology and should be TEXHOMOrMM U JOIMKHa ObITb
defined in a Service Level onpegeneHa B CornaweHun o6
Agreement. ypoBHe ycnyr (SLA).

JonyckaeTcs ucnonb3oBaHne ans
IT Service Takke BapnaHTa
nepesoga VT-cepsuc, ogHako
[AaHHbIi BApUaHT He PEKOMEHO0BaH
K MCMONb30BaHUI0.
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IT Service YnpaBneHue (Service Design) The Process (MpoekTupoBaHue ycnyr)
Continuity HenpepbIBHOCTbIO responsible for managing Risks Mpouecc, OTBETCTBEHHbIV 3a
Management NT-ycnyr (ITSCM) that could seriously impact IT ynpasreHne Puckamu, KoTopble
(ITSCM) Services. ITSCM ensures that the | BnustoT Ha UT-ycnyru. ITSCM
IT Service Provider can always obecneynBaeT BO3MOXHOCTb
provide minimum agreed Service | MNocTtaBwmky NT-ycnyr nOCTOSAHHO
Levels, by reducing the Risk to an | npegoctaBnatTb MUHUMaNbHO
acceptable level and Planning for | cornacoBaHHbIV YpoOBeHb ycnyr,
the Recovery of IT Services. Yepes CHUMXKEHNE PUCKOB [0
ITSCM should be designed to npMemMnemMoro ypoBHs n
support Business Continuity lMnaHnpoBaHne BOCCTaHOBIEHMWS
Management. NT-ycnyr. ITSCM gomnxeH 6biTb
CMpPOEKTUPOBaH Tak, YToObI
obecneynBaTb NOOAEPKKY
npowecca YnpaBneHus
HenpepbIBHOCTbLIO 6usHeca (BCM).
IT Service lMnaH obecnevenuns | (Service Design) A Plan defining | (MpoekTtupoBaHue ycnyr) NnaH,

Continuity Plan

HenpepbiBHOCTU UT-
ycnyr

the steps required to Recover
one or more IT Services. The
Plan will also identify the triggers
for Invocation, people to be
involved, communications etc.
The IT Service Continuity Plan
should be part of a Business
Continuity Plan.

onpeaensoLnA Wwaru,
HeobxoauMble Ans
BoccTaHoBneHusa ogHow nnm
Heckonbkux N T-ycnyr. MNnan Takke
OOMXeH onpeaenaTb cobbiTus,
KOTOpble SIBNSATCA OCHOBaHUEM
anga ero MHvuumnaumm, nogen,
KOTOpble AOMKHbI BbITb
3a[le1MCTBOBaHbI, CpeacTea
KOMMYyHUKauun v T.n0. MNMnax
obecneyeHust HenpepbiBHOCTU UT-
YCNyT AOMXKEH SABNSATLCS YacTblo
MnaHa oGecneveHuns
HenpepbIBHOCTLIO 6usHeca (BCP).

IT Service
Management
(ITSM)

YnpasneHue UT-
ycnyramum (ITSM)

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.

BHegpeHve 1 ynpasneHue
KayecTtBeHHbIMU UT-ycnyramu,
KOTOpble COOTBETCTBYIOT
TpeboBaHnsim busHeca.
Ynpaenexue UT-ycnyramm (ITSM)
peanusyetcs NocTaswmkamm UT-
yCnyr nyTem UCMNonb30BaHUS
Hanbonee onTMMarnbLHOro
coyeTaHus nogen, MNpoueccos n
MHdopMaLMOHHBIX TEXHOSOMNA.
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See Service Management.

CmoTpu Takke YnpasneHue
ycnyramu.

IT Service
Management
Forum (itSMF)

dopym no Bonpocam
ynpasneHus UT-
ycnyramu (itSMF)

The IT Service Management
Forum is an independent
Organisation dedicated to
promoting a professional
approach to IT Service
Management. The itSMF is a
not-for-profit membership
Organisation 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
http://www.itsmf.com/ for more
information.

dopym no Bonpocam ynpaeneHus
NT-ycnyramu (itSMF) ato
HesaBucuMas OpraHusauums,
KOTOpasi 3aHUMaeTcs
NPOABMXKEHNEM
npodeccnoHanbHOro Noaxoaa K
Ynpaenexuto UT-ycnyramm (ITSM).
itSMF 310 HEKOMMepYecKas
Oprannszauums c
npeactaBMTENbLCTBAMM B
GonbLUMHCTBE CTpPaH Mupa
(otaeneHus itSMF). itSMF n ee
npeacTaBuTeNn cnocobCTBYOT
passututo ITIL n cBa3aHHbIX
CraHpgapToB ynpasneHusa UT-
ycnyramu (ITSM). Bonee nogpo6Ho
cmoTpw http://www.itsmf.com/.

IT Service MocTtaBwmk UT- (Service Strategy) A Service (Ctpaterus ycnyr) NoctaBwuk NT-

Provider ycnyr Provider that provides IT Services | ycnyr, npegocrasnstowmi UT-
to Internal Customers or External | ycnyru BHyTpeHHUM nnu BHewHum
Customers. 3aKas34ymKam.

IT Steering YnpasnstoLui A formal group that is responsible | 'pynna, oTBeTCcTBEHHAas 3a

Group (ISG) komuteT no AT for ensuring that Business and IT | o6ecnevyeHne B3anMHoOro

(ISG) Service Provider Strategies and cooTtBeTcTBuA CtpaTerunii n [NnaHos

Plans are closely aligned. An IT BusHeca un lNMocTaswuka NT-ycnyr.
Steering Group includes senior B Ynpasnawowun komutet no AT
representatives from the BXOOAT npeactasutenu busHeca u
Business and the IT Service MocTaswmka NT-ycnyr.
Provider.

ITIL ITIL A set of Best Practice guidance Habop pekomeHaaumi no Jlyywnm

for IT Service Management. ITIL
is owned by the OGC and
consists of a series of
publications giving guidance on
the provision of Quality IT
Services, and on the Processes
and facilities needed to support
them. See http://www.itil.co.uk/
for more information.

npakTukam B YnpasnexHum UT-
ycnyramm (ITSM). ITIL
npuHagnexnt OGC un
npeacrtaBnsieT cobon Habop
nybnukauun, cogepxatimx
pekoMeHaaLmMmn No opraHnsauum
npepocTasneHns KayecTBeHHbIX
UT-ycnyr, a Takke lNpoueccos u
KOMMOHEHTOB, HEOOXOAUMBIX OIS
WX NOAAEPKKM.

[lononHMTEenbHO cMOoTpH
http://www.itil.co.uk/.
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Job Description | JomkHocTHada A Document which defines the [okyMeHT, KOTOpbIN onpegensieT
WHCTPYKUNS Roles, responsibilities, skills and ponu, 30HbI OTBETCTBEHHOCTH,
knowledge required by a HaBbIKM 1 3HaHus, Tpebyemble OT
particular person. One Job onpeaeneHHoro cCoTpyaHuka.
Description can include multiple [OomKHOCTHas MHCTPYKLUNS MOXeT
Roles, for example the Roles of BKIOYaTb HECKONbKO PONen,
Configuration Manager and Hanpumep ponu MeHeaxep
Change Manager may be carried | koHurypaumi n MeHegxep
out by one person. N3MEHEHWI MOTyT BbINOSHATHCA
OLHUM COTPYLHUKOM.
Job Scheduling | MNnaHuposaHue (Service Operation) Planning (OkcnnyaTtauusa ycnyr)
3agay and managing the execution of lMnaHupoBaHue n ynpasneHne

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.

paboTon nporpaMmHOro
obecneyeHns1 COCTaBNSIIOLLENO
yacTb UT-ycnyru. MNnaHupoBaHue
3agay Npou3BoanTCS B pamKax
YnpasneHusi onepaumoHHON
nestenbHocTblo VT, n yacto
aBTOMaTU3MpPyeTCsl NOCPeaCTBOM
NporpaMMHbIX CPeacTB, KOTOpble
BbIMOMHSOT 3aMyCcK B ykazaHHOe
BpeMs OHs1, Hedenu, mecaua unm
roga.

Kano Model

Mopenb KaHo

(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.

(Ctpaterns ycnyr) Mogensb,
paspaboTaHHasa Hopunaku KaHo
(Noriaki Kano). Mogenb
ucnonb3yeTcs Ana obnerdyeHns
NOHUMaHKS NpeanoyYTEHNUN
3akasunka. Mogenb KaHo
yunTbiBaeT ATpubyThl NT-ycnyru,
CrpynnuMpoBaHHbIe No 06nacTaMm:
OcHoBHble hakTopbl, PakTopbI
npueBneyeHusi(MHTepeca), dakrtopsl
Npon3BOAUTENBHOCTU U T.N.
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[TepmuH]

AHanua KenHepa un
Tpero

Definition

(Service Operation) (Continual
Service Improvement) 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. The true cause is
verified.

[OnpepeneHue]

(9xcnnyartauus ycnyr)
(MocTosiHHOE ynyulleHune ycnyr)
CurcTeMHbIN NOAXOL K pa3peLleHuto
Mpobnem. Npobnema
aHanuampyeTcsi B TepMmHax YTo,
loe, Koraa n Ckonbko (what, where,
when n extent). OnpegenstoTtcs
BO3MOXHbIe NpuynHbl. Hanbonee
BEpPOATHas NpuYnHa nogBepraeTcs
npoBepke. Taknum o6pazom
onpenensieTcs UCTUHHas Npu4YMHa.

Key
Performance
Indicator (KPI)

KntoueBon
rnokasaTersb
Npon3BOANTENBHOCT
n (KPI)

(Continual Service
Improvement) A Metric that is
used to help manage a Process,
IT Service or Activity. Many
Metrics may be measured, but
only the most important of these
are defined as KPIs and used to
actively manage and report on
the Process, IT Service or
Activity. KPIs should be selected
to ensure that Efficiency,
Effectiveness, and Cost
Effectiveness are all managed.

See Critical Success Factor.

(MocTosiHHOe ynyuleHue ycnyr)
MeTpuka, koTOpas MCNonb3yeTcs
ans ynpaenexus Npoueccom, AT-
ycnyron unu [eatenbHoCTbHO.
MHoxecTBo MeTpuk MoryT BbITb
N3MepeHbl, HO TONbKO BaXHenLmne
onpeaenstoTcsa kak KPls n
NCMNOMNb3YylTCS A8 OTYETHOCTM U
ynpasnenus Npoueccom, UT-
ycnyron unu dearensHocTtbto. KPI
OOJKHbI ObITh BbIOpaHbI Ans
ynpasnenns 3 eKTBHOCTbIO,
Pes3ynbTaTMBHOCTbLIO U

O deKTMBHOCTLIO 3aTpar.

CwmoTpu Takke Kputmnyecknii
dakTop ycnexa (CSF).

gathering, analysing, storing and
sharing knowledge and
information within an
Organisation. The primary
purpose of Knowledge
Management is to improve
Efficiency by reducing the need to
rediscover knowledge.

Knowledge Bbasa 3HaHui (Service Transition) A logical (Mpeobpa3oBaHue ycnyr)
Base database containing the data Jlornyeckas 6a3a gaHHbIX,
used by the Service Knowledge coepxallas gaHHble,
Management System. BocTpeboBaHHble CncTemonm
yrnpasneHns 3HaHn no ycnyram
(SKMS).
Knowledge YnpasneHue (Service Transition) The (Mpeobpa3soBaHue ycnyr)
Management 3HaHMAMM Process responsible for Mpouecc, oTBevatowmin 3a cbop,

aHanms, coxpaHeHue u
npegocTasneHne 3HaHnn n
MHpopmaumm B OpraHmsaumu.
MepBnyHas uenb YnpasneHus
3HaHMAMU - yBENUYEeHne

O PeKTUBHOCTN NyTEM CHUXKEHUS
HeobxoaMMOCTY B MOBTOPHOM
rnoucke 3HaHuN.
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See Data-to-Information-to-
Knowledge-to-Wisdom, Service
Knowledge Management System.

CwmoTpu Takke [JaHHble-
WHdopmauna-3HaHna-MyapocTb
(DIKW), Cuctema ynpaBneHus
3HaHun no ycnyram (SKMS)

Known Error

M3BecTHas owwmnbka

(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.

(Okcnnyartauua ycnyr) Npobnema,
AN KOTOpPOW onpeaeneHb 1
OOKyMeHTMpoBaHbl KopHeBas
npuynHa n ObxoaHoe peLleHue.
M3BecTHbIE OLLIMOKK co3aatoTcsl U
yNpaBnslTCS B pamKax npouecca
YnpaeneHusi npobrnemamm Ha
NPOTSHKEHUN NX XKN3HEHHOIO LiMKNa.
M3BecTHbIe OWMOKKN Takke MOryT
ObITb NAEHTUDULMPOBAHBI NyTEM
PaspaboTku nnm MNocTtasLymkamu.

Known Error

Bba3a n3BecTHbIX

(Service Operation) A database

(OkcnnyaTtauusa ycnyr) basa

Database owmnbok (KEDB) containing all Known Error OaHHbIX, coaeprkallas Bce 3anucu
(KEDB) Records. This database is 06 n3BecTHbIX owmnbkax. Ta 6asa
created by Problem Management | gaHHbIx co3gaeTcs B npouecce
and used by Incident and YnpaeneHus npobnemamu un
Problem Management. The ncnonb3yeTcs npoueccamm
Known Error Database is part of YnpasneHust MHUMgeHTamm m
the Service Knowledge npobnemamun. basa M3BeCTHbIX
Management System. owmnbok aTo YacTb Cuctemsol
yrnpaBreHnsi 3HaHUi No ycnyram
(SKMS).
Known Error 3anuck 06 (Service Operation) A Record (SkcnnyaTtauusa ycnyr) 3anuce,

Record

M3BECTHOW OoLINbKe

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.

cogepxawasn getanbHoe onvcaHue
M3BecTHOM olimnbkun. B kaxaon
3anncu n3BecTHOM oLINBKN
OOKyMeHTMpyeTcst XKU3HEHHbIN LMK
M3BecTHOM ownbKM, BKNtoYas
Cratyc, KopHeByto npyymnHy un
Ob6xoaHoe pelleHne. B HekoTopbIX
peanusaumsix npouecca MapectHas
owmnbka JOKYMEHTUpyeTcs C
MCNONb30BaHNEM AOMONHUTENbHbIX
nonewn B 3anucu o npobneme.
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Lifecycle

YKW3HEHHbIN LMKI

The various stages in the life of

Incident, Problem, Change etc.
The Lifecycle defines the
Categories for Status and the
Status transitions that are
permitted. For example:

e The Lifecycle of an
Application includes
Requirements, Design, Build,
Deploy, Operate, Optimise.

e The Expanded Incident
Lifecycle includes Detect,
Respond, Diagnose, Repair,
Recover, Restore.

may include: Ordered, Received,
In Test, Live, Disposed etc.

an IT Service, Configuration Item,

e The lifecycle of a Server

Pasnu4yHble aTtanbl B xun3Hn UT-
ycnyru, KoHdurypaumoHHom
eanHuubl, MHunaeHTa, MNpobnemsl,
N3meHeHus n 1.4. >KN3HEHHbIN LUUKI
onpeagensieT Kateropun ans
Cratyca n paspeLleHHble nepexoapl
mexay CtaTycamu.

Hanpumep:

e )KM3HEHHbIN UMKN
MpunoxeHus BKNOYAET aTanbl
TpeboBanwui, NMpoekTupoBaHus,
Cb6opku, PassepTbiBaHuS,
OkcnnyaTaumu, OnTumMmusaumu.

e [logpoBGHbI XKU3HEHHbIN
LMKN MHUMOEHTA BKMOYaeT
O6HapyxeHune, Peakuutio,
OnarHoctuky, PeMoHT,
BoccTtaHoBneHne BocctaHoBneHue
(BO306HOBMEHME).

e JKM3HEHHbIN UMKn
CepBepa MOXeT BKNOYaTb:
3akasaH, NonyyeH, B
TectnpoBaHuu, NpombinieHHas
akcnnyatauus, BeiBegeH n3
aKcnnyatauuu un T.4.

Line of Service
(LOS)

JInHenka ycnyr
(LOS)

(Service Strategy) A Core
Service or Supporting Service
that has multiple Service Level
Packages. A line of Service is
managed by a Product Manager
and each Service Level Package

market segment.

is designed to support a particular

(Ctpaternsa ycnyr) basosas unu
BcnomoratenbHas ycnyra, Kotopas
BKIMOYMaeT HeCKonbKo [MakeToB
ypoBHewn ycnyr (SLP). INluHeinka
Yenyr ynpasnsietca MeHegxepom
npoayKTa n Kaxabin NakeT ypoBHS
YCNyru CNpoeKTUPOBaH Ans
nogaepkn onpeaeneHHoro
cerMeHTa pbliHKa.
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Live Pexum (Service Transition) Refers to (Mpeobpa3soBaHue ycnyr)
NPOMBbILLIEHHOM an IT Service or Configuration MpumenseTca k UT-ycnyre nnum
aKcnyaTauum Item that is being used to deliver KoHdpurypaumoHHon eanHue,

Service to a Customer. KOTOpblE NCMOMb3YHTCA AN
npepocTasnenns Ycnyr 3akasunky.

Live Cpena (Service Transition) A controlled | (Mpeo6pa3oBaHue ycnyr)

Environment NPOMBbILLIIEHHOM Environment containing Live Ynpasnsemasa Cpeaa, cogepxawas
aKkcnnyataumm Configuration Items used to KoHpu1rypaLmoHHble eauHuULbl B

deliver IT Services to Customers. | Pexvnme npomMbILLIeHHON
3KcnnyaTaumu, ucrnonb3yemble s
npegoctasneHusa NT-ycnyr
3akasumkam.

Maintainability ConpoBoxgaemocTb | (Service Design) A measure of (MpoekTnpoBaHue ycnyr) Mepa

how quickly and Effectively a
Configuration Item or IT Service
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.

ObICTPOTEI U SPPEKTUBHOCTH
BOCCTaHOBIIEHNSI HOpMarnbHOW
paboTbl KoHdurypaumoHHon
eanHnubl nnu UT-yenyrm nocne
C6o4. ConpoBoXgaemMoCTb YacTo
n3MepsieTcs U BKINOYaeTcs B
oT4yeTHOCTb kKak MTRS.

TepmuH ConpoBOXKOaeMOCTb TakkKe
UCMONb3yeTCs B KOHTEKCTE
PaspaboTku MNporpammHoro
obecneyveHusa unu UT-ycnyrm gns
0603HaveHnsa cnocobHOCTM K
M3ameHeHuno nnu PemoHTy.

Major Incident

3HauYnTenbHbIN
VHUMOEHT

(Service Operation) The highest
Category of Impact for an
Incident. A Major Incident results
in significant disruption to the
Business.

(9xcnnyartauus ycnyr)
Hausbicwasn Kateropusa Bnungaxus
ans NHuuaeHTta. 3HauynTenbHbIN
WHUMOEHT O3HayaeT 3HaumTenbHble
notepu gnga busHeca.

Managed
Services

Ynpasnsemble UT-
ycnyrm

(Service Strategy) A perspective
on IT Services which emphasizes
the fact that they are managed.
The term Managed Services is
also used as a synonym for
Outsourced IT Services.

(CtpaTterus ycnyr) Barnsg Ha UT-
yCrnyru, nogvyepknBaroLLmni oakT mnx
ynpasngemocTtu. TepMuH
Ynpasnsemble NT-ycnyrn Takke
ncnonb3yeTcs kak CMHOHMM anga UT-
ycnyr, nepefaHHbIX Ha AyTCOPCUHT.
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Management YnpasneHyeckas Information that is used to MHpopmaums, koTopasd
Information NHpopmMaums support decision making by ncnonb3yeTcs AN No4AEPXKKN
managers. Management NPUHATUA PeLLEeHNA MeHeoXepamMu.
Information is often generated YnpasneHyeckas MHopmMaund
automatically by tools supporting | yacto aBTOMaTMyecku
the various IT Service npegocraBngaeTcd
Management Processes. aBTOMaTU3UPOBAHHBLIMU
Management Information often cucteMamu, NogaepKmeBatoLLMmMm
includes the values of KPIs such | pasnu4Hble lNMpouecchl ynpaBneHus
as "Percentage of Changes UT-ycnyr. YnpaeneH4yeckas
leading to Incidents", or "first time | nHdopmaLmsa yacTo Bko4aeT
fix rate". 3Ha4veHusa KnioveBbIx nokasatenen
npounssoautensHoctu (KPI), Takne
kak "lMpoueHT N3ameHeHnn,
npuBoaALWMX K MHungeHtam", nnm
"NPOLEHT peLUeHnin C NepBOro
pasa".
Management of | YnpasneHue The OGC methodology for MeTtogonorua OGC gns

Risk (MoR) puckamu (MoR) managing Risks. MoR includes all | ynpaBnenus Puckamu. YnpaeneHue
the Activities required to identify puckamu (MoR) Bknto4yaeT BCto
and Control the exposure to Risk | [earenbHocTb, Heobxoaumyto ans
which may have an impact on the | ngeHtTudukaumm n KoHTpoOns
achievement of an Organisation’s | BepoATHbIX PUckoB, KOTOpble MOTyT
Business Objectives. NMOBMNUATb HA JOCTMXEHNE

Opranusaumnen ee busHec-uenen.

See http://www.m-o-r.org/ for Bonee nogpobHo cmoTpYK
more details. http://www.m-o-r.org/.

Management Cucrtema The framework of Policy, Cuctema Monutuk, MNMpoueccos 1

System yrnpasneHus Processes and Functions that PyHKUNI KOTOpbIe obecneymBaioT

ensures an Organisation can
achieve its Objectives.

aocTtmxkeHne OpraHusaumen
nocTtaeneHHbIX Lienen.
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Manual Py4Hoe obxogHoe A Workaround that requires O6xoaHoe pelleHne, KOTopbI
Workaround pelueHne manual intervention. Manual TpebyeT py4YHOro BMellaTenLCcTaa.
Workaround is also used as the PyyHoe o6xodHOe pelueHne Takke
name of a Recovery Option in ncnonb3yeTcs Ans HaMMeHoBaHMWS
which The Business Process Cnocoba BocCcTaHOBMEHUS, B
Operates without the use of IT KoTopoM BuaHec-npouecchi
Services. This is a temporary OkcnnyaTtupytotca 6e3
measure and is usually combined | ncnone3osanusa AT-ycnyr. 3To
with another Recovery Option. BpemMeHHasa mepa 1 06bl4HO
NPUMEHSIETCH COBMECTHO C APYIMM
Cnocobamu BOCCTaHOBMEHUS.
Marginal Cost MpenenbHble (Service Strategy) The Cost of (Ctpaterna ycnyr) 3atpaTtbl Ha
3artparhl continuing to provide the IT npogormkeHne npegocrtaenexHmsa UT-
Service. Marginal Cost does not ycnyrn. MNMpegenbHble 3aTtpaTthbl HE
include investment already made, | BkntovaroT yxe nponssefeHHble
for example the cost of WMHBECTMLMM, Hanpumep 3aTtpaTbl Ha
developing new software and paspaboTky HoBoro 10 n
delivering training. npoBefeHue 06y4eHus.
Market Space Hons pbiHka (Service Strategy) All (CtpaTerus ycnyr) Bce
opportunities that an IT Service BO3MOXHOCTH, KoTopble MocTaBLumK
Provider could exploit to meet WNT-ycnyr moxeT ncnone3osaTtb AN
business needs of Customers. yOOBMNEeTBOPEHMS NoTpebHocTeN
The Market Space identifies the 3akasumkoB. [lons pbiHKa
possible IT Services thatan IT onpepenset UT-ycnyru,
Service Provider may wish to BO3MOXHOCTb MpeaocTaBneHus
consider delivering. KOTOpPbIX paccmaTpuBaeT
MocTaswmk NT-ycnyr .
Maturity 3penocTb (Continual Service (MocTosiHHOe ynyuleHue ycnyr)

Improvement) A measure of the
Reliability, Efficiency and
Effectiveness of a Process,
Function, Organisation etc. The
most mature Processes and
Functions are formally aligned to
Business Objectives and
Strategy, and are supported by a
framework for continual
improvement.

Mepa HagexHocTtn,
OdphekTnBHOCTA 1
PesynbtatmusHocTu - lNMpouecca,
®OyHkumm, OpraHusaumm un T.m.
Haunbonee 3penble Npouecchl n
DyHKLMN hopManbHO
COOTBETCTBYIOT BusHec-Lensam n
CrpaTterun, 1 NogaepXunBatoTcs
CUCTEMOWN HEMPEPBLIBHOIO
ynyyLeHns.
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Maturity Level

YpoBeHb 3penoctn

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

MMeHoBaHHbIV ypOBEHb B MOAENN
3penocTtu, Tako kak KomnnekcHas
mogenb 3penoctu (CMMI) KapHern
MennoHa (Carnegie Mellon).

Mean Time
Between
Failures (MTBF)

CpegHee Bpems
mMexgy cbosmm
(MTBF)

(Service Design) A Metric for
measuring and reporting
Reliability. MTBF is the average
time that a Configuration Item or
IT Service can perform its agreed
Function without interruption. This
is measured from when the Cl or
IT Service starts working, until it
next fails.

(MpoekTnpoBaHue ycnyr)
MeTpuka ons namepeHus u
nony4YyeHnst OTYETHOCTHU NO
HapgexHoctn. MTBF ato cpegHee
BpeMsi, 3a KOTopoe
KoHdpurypaumoHHas eguHuua nnm
WNT-ycnyra MoOXeT BbINOMHATL CBOM
dyHKunm 6e3 nepepbiBa.
N3amepsieTcsa oT Hayana pabotsl KE
mnn NT-ycnyrn, O MOMEHTa
cnepytowero Coos.

Mean Time
Between
Service
Incidents
(MTBSI)

CpegHee Bpems
mMexay
VHUMAEeHTaMm
(MTBSI)

(Service Design) A Metric used
for measuring and reporting
Reliability. MTBSI is the mean
time from when a System or IT
Service fails, until it next fails.
MTBSI is equal to MTBF +
MTRS.

(MpoekTnpoBaHue ycnyr)
MeTpuka ansa nsmepeHus u
nony4YyeHnst OTYETHOCTHU NO
HapgexHoctn. MTBSI ato cpegHee
BpeMs OT MOMeHTa c6os1 Cuctembl
unu UT-ycnyrn o cnegytowlero
cbosa. MTBSI pasHo MTBF + MTRS.

Mean Time To
Repair (MTTR)

CpegHee Bpems
pemoHTa (MTTR)

The average time taken to repair
a Configuration Item or IT Service
after a Failure. MTTR is
measured from when the Cl or IT
Service fails until it is Repaired.
MTTR does not include the time
required to Recover or Restore.
MTTR is sometimes incorrectly
used to mean Mean Time to
Restore Service.

CpegnHee Bpewms, HeobxoamMmoe ans
pemoHTa KoHdurypaunoHHON
eanHnubl nnu UT-ycnyrm nocne
C6osa. MTTR nsmepsietca ot
momeHTa C6os KE nnu UT-Ycnyru
[0 MOMeHTa 3aBepLueHus PeMoHTa.
B MTTR He BkntovaeTcs Bpems,
Tpebyemoe ans BocctaHoBneHus.
MTTR nHorga HeEKOPPEKTHO
TpakTyeTcsl kak CpefHee Bpems
BoccTaHoBneHus ycnyrm (MTRS).
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Mean Time to
Restore Service
(MTRS)

CpegHee Bpems
BOCCTaHOBIEHUS
ycnyrn (MTRS)

The average time taken to
Restore a Configuration Item or
IT Service after a Failure. MTRS
is measured from when the Cl or
IT Service fails until it is fully
Restored and delivering its
normal functionality.

See Maintainability, Mean Time
to Repair.

CpegnHee Bpewms, Tpebyemoe ans
BocctaHoBneHus
KoHpurypaumMoHHOW eanHULbl Nnu
UT-ycnyru nocne C6osi. MTRS
namepsietTcs ot MomeHTa Coosi KE
mnn UT-ycnyrn oo momeHTa
nonHoro BoccraHoBneHus n
BO3BpaTa K HopManbHON
YHKUNOHANBbHOCTH.

CwmoTpun Takke ConpoBOX4aeMOCTb,
CpenHee Bpems pemoHTa (MTTR).

Metric MeTpuka (Continual Service (MocTosiHHOe ynyuleHue ycnyr)
Improvement) Something thatis | Wcnonb3yetca ang nsmepeHuns u
measured and reported to help ynpasnenus Npoueccom, UT-
manage a Process, IT Service or | ycnyron unu JeatenbHOCTbIO.
Activity.

See KPI. CwmoTpu Takke Knroveson
rnokasaTenb NpOU3BOAUTENBHOCTH
KPI.

Middleware Cesytowee N0 (Service Design) Software that (MpoekTupoBaHue ycnyr) N0,
connects two or more software KOTOpOE CBA3LIBAET ABa unn bonee
Components or Applications. nporpaMmmHbix KomnoHeHTa nnm
Middleware is usually purchased | MNpunoxexus. Ceasytowee MO
from a Supplier, rather than 0obbI4HO nokynaeTca y MNocTaBLymnka
developed within the IT Service BMECTO CaMOCTOATESTbHOW
Provider. pa3paboTku NMocTaBLumkom UT-

yCRnyr.
See Off the Shelf. CwmoTpu Takke [0TOBbIE peLLeHUs.

Mission Mwuccus The Mission Statement of an Mwuccusa OpraHmsaumm aTo

Statement Organisation is a short but KOpPOTKOE, HO MOJSIHOE onucaHune
complete description of the npegHasHayYeHnsa n HamepeHun
overall purpose and intentions of | Opranusauuun. Onpegenset, 4To
that Organisation. It states what AOIDKHO BbITb AOCTUTHYTO, HO HE
is to be achieved, but not how onpegensier, kakum obpasom.
this should be done.

Model Mogensb A representation of a System, Mpeacraenenne Cuctemsl,

Process, IT Service,
Configuration Item etc. that is
used to help understand or
predict future behaviour.

Mpouecca, NT-ycnyru,
KoHdpumrypaumoHHOM eanHuLbl 1 T.0.
KOTOPOE UCMONb3yeTcs Ansg
obner4yeHns NOHMMaHNSA NN
nporHo3npoBaHusa Gyayuero
noeeaeHus.
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Modelling

MogenunposaHue

A technique that is used to
predict the future behaviour of a
System, Process, IT Service,
Configuration Item etc. Modelling
is commonly used in Financial
Management, Capacity
Management and Availability
Management.

MeToguka, ncnonbdyemas onis
npegckasaHus bygyuiero
noseneHus Cucrtemsl, Mpouecca,
UT-ycnyru, KoHpurypaumoHHomn
eavHuubl 1 T.n. MogenupoeaHue
BoCTpeboBaHO B YnpaBrneHun
durHaHcamu, YnpasneHum
MowHocTaMM 1 YnpaeneHum
JocTynHocTblo.

Monitor Control

Lnkn MoHUTOpUHra

(Service Operation) Monitoring

(OkcnnyaTtauusa ycnyr)

Loop N KOHTpONS the output of a Task, Process, IT | MoHuTOpuHr pesynbTaTta 3agaHus,
Service or Configuration Item; Mpouecca, NT-ycnyrn unm
comparing this output to a KoHdpurypaumoHHon eanHuLbl;
predefined norm; and taking CcpaBHeHWe pesyrnbrara
appropriate action based on this npegycTaHOBEHHOW HOPMOW;
comparison. BbINOMHEHNE COOTBETCTBYHOLLIMX

OEencTBUN Ha OCHOBE CPaBHEHMWS.

Monitoring MOHUTOPUHT (Service Operation) Repeated (dkcnnyaTtauums ycnyr)
observation of a Configuration MNocTtosiHHOE HabnogeHne 3a
Item, IT Service or Process to KoHdurypaumoHHon eguHuuen, NT-
detect Events and to ensure that | ycnyrow nnu lNpoueccom ¢ uenbio
the current status is known. obHapyxeHns CobbITuii 1

obecneyeHns MHPOPMUPOBAHHOCTH
O TEKYLLEM COCTOSIHUM,

Near-Shore BrnnskopacnonoxeH | (Service Strategy) Provision of (CTtpaTerus ycnyr)

HbIN Services from a country near the | lNpegoctaBnenune Ycnyr ns cTpaHbl,
country where the Customer is pacnonoXXeHHOW HeJaneko ot
based. This can be the provision 3akasumka. MoXeT OTHOCUTbLCS Kak
of an IT Service, or of supporting | k UT-ycnyre, Tak n K
Functions such as Service Desk. nogaepxusatowium PyHKUNAM,

Takon kak cryba Service Desk.
See On-shore, Off-shore. CwmoTpu Takke MecTHbin (On-
shore), Odwop (Off-shore).

Net Present YucTas (Service Strategy) A technique (CtpaTerus ycnyr) Metoauka,

Value (NPV) npvBeaeHHas used to help make decisions UCNonb3yLWascs Ana NPUHATUS

ctonmocTtb (NPV)

about Capital Expenditure. NPV
compares cash inflows to cash

outflows. Positive NPV indicates
that an investment is worthwhile.

peLleHNn OTHOCUTENTBHO
KanutaneHbix 3aTpaT. NPV
CpaBHUBAaET BXOAALLMIA U
NCXOAALMN OEHEXHbIA NOTOKN.
MonoxuTtenbHbin NPV nokasbiBaeT
None3HoCTb MHBECTULIUNA.
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See Internal Rate of Return,
Return on Investment.

CwmoTpu Takke BHyTpeHHsIs Hopma
npmbbinu (IRR), Bosspat
nHsectuumn (ROI).

Notional YBegomuTensHoe (Service Strategy) An approach | (Ctpaterus ycnyr) [Noaxog k
Charging Bo3MeLleHune 3atpaT | to Charging for IT Services. Bo3awmeLlueHuto 3atpat 3a UT-ycnyru.
Charges to Customers are PaccuutbiBatotca Cymmbl K
calculated and Customers are BO3MeLLeH1o N 3akasdnk
informed of the charge, but no VMHPOPMUPYOTCA O HEOOXOAMMOCTU
money is actually transferred. BO3MeELLeHns 3aTparT, HO
Notional Charging is sometimes (aKTUYECKM AEHbIN HE B3NMAIOTCA.
introduced to ensure that YBegomuTensHoe BO3MeLLeHne
Customers are aware of the 3aTpaT nHorga ucnonb3yeTcs Ans
Costs they incur, or as a stage obecneyeHns 0CBEAOMITEHHOCTHU
during the introduction of real 3akasumka o0 ero pearnbHbIX
Charging. 3aTtpaTax unu Kak atan nepeg
nepexonom K NofHOLEHHOMY
BoawmelueHuto 3atpar.
Objective Llenb The defined purpose or aim of a OnpepeneHHoe Ha3Ha4YeHne
Process, an Activity or an Mpouecca, eatensHOCTM Unu
Organisation as a whole. Opranusaumun. Llenun o6b14HO
Objectives are usually expressed | BbipaxaloT B U3MepUMbIX
as measurable targets. The term | nokasatensx. TepmuH Llenb Takke
Objective is also informally used HedhopMarnbHO Ucnonb3yeTcs Ans
to mean a Requirement. 0603Ha4eHust TpeboBaHus.
See Outcome. CwmoTpu Takke Bbixoga.
Off the Shelf [oTOBbIE pPEeLLeHus Synonym for Commercial Off the | CuHoHUM gnsa FoToBbIE pelleHus
Shelf. (COTS).
Office of OGC OGC owns the ITIL brand OGC Bnageet 6peHgom ITIL
Government (copyright and trademark). OGC (aBTOPCKMMW NpaBamun 1 TOProBom
Commerce is a UK Government department | mapkon). OGC aTo nogpasgeneHve
(OGC) that supports the delivery of the npaBuTenbCTBa BenukobputaHuy,

government's procurement
agenda through its work in
collaborative procurement and in
raising levels of procurement
skills and capability with
departments. It also provides
support for complex public sector
projects.

romoratoLee OCyLLeCTBATb
nporpammy npaBUTENbCTBEHHbIX
3aKyrnok Yepes COBMECTHOE C
AenapTaMeHTamu ynpasneHue
nocTaBKkamu, NOBbILLEHWE
noTeHumana n ypoBHs HaBbIKOB
ynpaBneHns 3akynkamu. Takke
nogaepXXmBaeT CrOXHblE NPOEKTbI
nybnm4Horo cekropa.
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Office of Public OPSI OPSI license the Crown OPSI ato n3gatens nyénukaumn
Sector Copyright material used in the ITIL. 3To nogpasgeneHve
Information ITIL publications. They are a UK npaBuTenbCTBa BenukobputaHuy,
(OPSI) Government department who KOTOpOe NpeaocTaBnseT AoCTyn B
provide online access to UK OHITanHOBOM peXuMe K
legislation, license the re-use of 3aKoHo4aTenbCTBY, SIMLEH3MpYeT
Crown copyright material, MHOrOKpaTHOE UCMOMb30BaHNe
manage the Information Fair Marepuana ¢ rocyaapCTBeHHbIM
Trader Scheme, maintain the (kOoponeBCKMM) aBTOPCKUM NPaBOM,
Government’s Information Asset PYKOBOAUT MHPOPMALIMOHHOW
Register and provide advice and | cxemoi YecTHOW TOproenu,
guidance on official publishing nogaepxueaet
and Crown copyright. NpaBUTENbCTBEHHbIN
MHOPMAaLMOHHBINA peecTp yyeTa
aKTMBOB 1 0becneynBaeT COBET U
PYKOBOACTBO OhuLIManbHbIMU
nyénvkaumsamm n
rocygapCTBEHHbIMU aBTOPCKUMU
npaBamu.
Off-shore Odpiop (Service Strategy) Provision of (Ctpaternsa ycnyr)
Services from a location outside Mpenoctaenexue Ycnyr 13
the country where the Customer reorpaduyeckn yaaneHHom ot
is based, often in a different 3akas4uka cTpaHbl, 4acTo C ApYroro
continent. This can be the KOHTMHeHTa. MoXeT OTHOCUTLCA Kak
provision of an IT Service, or of K T-ycnyre, Tak n K
supporting Functions such as nogaepxusaroLmm PyHKUNAM,
Service Desk. Takon kak cryba Service Desk.
See On-shore, Near-shore. CwmoTpu Takke OHLWOP (MECTHbIN),
BrinskopacnonoXeHHbIN.
On-shore OHLWwop (MeCTHbIN) (Service Strategy) Provision of (Ctparterns ycnyr)

Services from a location within
the country where the Customer
is based. See Off-shore, Near-
shore.

MpenocraeneHue Ycnyr U3 TO4Ku,
pacnonoXXeHHOW B TOW Xe CTpaHe,
roe pacnonaraetcs 3akasuuk.
CwmoTtpu Takke OdLuop,
BnunskopacnonoXxeHHbIN.
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[TepmuH] Definition [OnpeneneHue]

Operate SkcnnyaTtnpoBaTtb To perform as expected. A DYHKLMOHNPOBaTbL B COOTBETCTBUM
Process or Configuration Item is ¢ oxnaganuam. MNpouecc unu

said to Operate if it is delivering KoHdpurypaumoHHas egmHuia

the Required outputs. Operate HaxogATCcsa B OKCMnyaTMpoBaHuMm,
also means to perform one or ecnu BblgatoTcsa Tpebyemble

more Operations. For example, to | pesynbTaTtbhl. QkcnnyaTMpoBaTb
Operate a computer is to do the Takke 03HayaeT BbIMOMHATL OOHY
day-to-day Operations needed for | unu 6onble Onepauwnii. Hanpumep,
it to perform as expected. 3kcnnyaTtnpoBaTtb paboyyto
CTaHLUMIO - 3TO BbIMNOMHATb
exxeaHeBHble Onepaunu,
Heobxoaumble Ans paboThl B
COOTBETCTBUM C OXUOAHUSIMMN.

Operation Okcnnyatauums (Service Operation) Day-to-day | (Qkcnnyartauusa ycnyr)
management of an IT Service, ExxegHeBHoe ynpasneHue UT-
System, or other Configuration ycnyrown, Cuctemon unun Apyrumm
Item. Operation is also used to KoHpu1rypauMoHHbIMY eanHULaMMU.

mean any pre-defined Activity or | Qkcnnyatauus Takke UCnonb3yeTcs
Transaction. For example loading | onst 0603Ha4eHns nodon

a magnetic tape, accepting npegonpeaeneHHon eatenbHoOCTH
money at a point of sale, or mnn TpaHsakuun. Hanpumep,
reading data from a disk drive. 3arpyska MarHMTHOW NEHTHI,

NPUHATUE JeHer B TOYKe npogax
Unn 4TeHne gaHHbIX C OucKa.

Operational OnepaunoHHbIn The lowest of three levels of HWXHMI n3 Tpéx ypoBHEN
Planning and delivery (Strategic, | lNnaHvpoBaHus n npegocTaBneHNs
Tactical, Operational). ycnyr (CTpaTernyeckun,

Operational Activities include the | Taktnyeckuin, OnepaumoHHbIN).
day-to-day or short term Planning | OnepaunoHHas [estenbHoCcTb
or delivery of a Business Process | BknovaeT exegHeBHOE Mnu

or IT Service Management KpaTkocpo4Hoe [NnaHvpoBaHue unu

Process. npepoctasnenne busHec-npouecca
unu lMNMpouecca ynpasneHusa NT-
yCnyr.

The term Operational is also a TepmuH OnepauymoHHbIN Takke

synonym for Live. ABNSAETCH CUHOHUMOM Pexnma

NMPOMbILLNIEHHON 3KCMyaTaumnu.
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[TepmuH]

Definition

[OnpepeneHue]

Operational OnepauunoHHble Cost resulting from running the IT | 3aTpaTbl, BO3HMKatOLLME MpU

Cost 3aTparthl Services. Often repeating akcnnyataumm UT-ycnyr. Yacto -
payments. For example staff NOBTOPSIOLLINECH NINATEXM.
costs, hardware maintenance and | Hanpumep 3apaboTHas nnaTa,
electricity (also known as "current | onnata o6cnyxvBaHus
expenditure" or "revenue annapartHoro obecneyeHus n
expenditure"). 3NeKTpMyecTBa (Takke U3BECTHbI

Kak "TekyLime nsgepxrun").
See Capital Expenditure. CmoTpu Takke KanutanbHble
3aTparTbl.

Operational OnepauunoHHble Synonym for Operational Cost. CuHoHuM OnepaumnoHHbIX 3aTpar.

Expenditure 3aTpaThbl \M3OEPXKKM,

(OPEX) pacxoabl\ (OPEX)

Operational CornaweHune (Service Design) (Continual (MpoekTupoBaHue ycnyr)

Level onepaumoHHOro Service Improvement) An (MocTosiHHOE ynyuleHue ycnyr)

Agreement ypoBHs (OLA) Agreement between an IT Cornawenve mexgy lNoctasLymkom

(OLA) Service Provider and another part | AT-ycnyr u gpyron 4acTtbto TOM xe
of the same Organisation. An Opranusaumn. OLA nogaepxvsaeT
OLA supports the IT Service MoctaBwwka UT-ycnyr B
Provider's delivery of IT Services | npegoctasnexHuun UT-ycnyr
to Customers. The OLA defines 3akasumkam. OLA onpegensieT
the goods or Services to be npegocTaBnsieMble TOBapbl Un
provided and the responsibilities Ycnyrm n 0TBETCTBEHHOCTL 00eunx
of both parties. For example there | ctopoH. Hanpumep, OLA moryT
could be an OLA ObITb 3aKIOYEHbI:

e between the IT Service e mexay NocTtaBwukom UT-
Provider and a procurement ycryr n genaptaMeHToMm
department to obtain hardware in | cHabxeHns o nony4eHun
agreed times annapartHoro obecneveHusi B

corrnacoBaHHoe Bpemsi

e between the Service e Mexay cnyxbon Service
Desk and a Support Group to Desk un N'pynnon noaaepxku o
provide Incident Resolution in Paspewenun HungeHToB B
agreed times. corrnacoBaHHoOe BpeMms.

See Service Level Agreement. CwmoTtpu Takke CornatueHve o6
ypoBHe ycnyr (SLA).

Operations MecTto (Service Operation) A physical (OkcnnyaTtauusa ycnyr)

Bridge akcnnyaTaumm location where IT Services and IT | ®nsuyeckoe pacnonoxeHue, otkyaa
Infrastructure are monitored and NT-ycnyrn u UT-nHdpactpykrypa
managed. MOHUTOPSITCS N YNpPaBsioTCs.

Operations KoHTponb Synonym for IT Operations CuvHoHUM KoHTpons

Control onepaumoHHOro Control. onepaumoHHoro ynpaeneHus UT.

ynpasneHus UT
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[TepmuH] Definition [OnpeneneHue]

Operations YnpaBneHue Synonym for IT Operations CvHOHMM YnpaeneHus

Management onepaumoHHOM Management. onepaumoHHoON aeaTenbHocTbio UT.

pedarenbHocTblo UT

Opportunity AnbTepHaTMBHbIE (Service Strategy) A Cost thatis | (CtpaTternsa ycnyr) 3atpaThbl,

Cost 3aTparthl used in deciding between KOTOpble paccMaTpuBaloTCa Npu
investment choices. Opportunity BbIbOpe Mexay pasnuyHbIMU
Cost represents the revenue that | BapmaHTamm nHBecTuLmi.
would have been generated by AnbTepHaTuBHbIE 3aTpaThl
using the Resources in a different | gemoHcTpupytoT goxon, KOTopbI
way. For example the Opportunity | mor 6bl ObITb NONYy4YeH Npu
Cost of purchasing a new Server | ucnons3zoBaHuu PecypcoB gpyrum
may include not carrying out a cnocobom. Hanpumep,

Service Improvement activity that | AnbTepHaTBHbIE 3aTpaThl NOKYMKN

the money could have been spent | HoBoro Cepeepa MoryT He

on. Opportunity cost analysis is BKMOYaTh 4EATENBHOCTb MO

used as part of a decision making | YnyuJLieHuto ycnyrm Ha KOTopyo

processes, but is not treated as MOrnmn 6bl 6bITb N3pacxodoBaHbI

an actual Cost in any financial cpeacTtea. AHanua

statement. AnbTepHaTUBHbIX 3aTpaT MOXET
NCMNonb30BaTbCA ANS NPUHATUSA
pelueHun, Ho 3T 3aTpaTbl He
YUMTbIBaIOTCS B PMHAHCOBOW
OTYETHOCTU O (PAKTUYECKMX
3aTpaTax.

Optimise OntumuanposaTb Review, Plan and request O6o3peBaTb, [MnaHupoBaTtb 1
Changes, in order to obtain the 3anpalwmeatb MI3aMeHeHus ¢ uenbio
maximum Efficiency and OOCTUXEHUA Makcumyma
Effectiveness from a Process, AdhekTnBHOCTA 1
Configuration Item, Application PesynbtatmusHocTh oT lMpouecca,
etc. KoHdpurypaumoHHomn eanHuLbl,

MpunoxeHus v T.n.

Organisation OpraHusauusi A company, legal entity or other KoMmmepyeckasa komnaHus,

institution. Examples of
Organisations that are not
companies include International
Standards Organisation or itSMF.
The term Organisation is
sometimes used to refer to any
entity which has People,
Resources and Budgets. For
example a Project or Business
Unit.

ropuanyeckoe nuuo nnu nHoe
obpasoBaHue. NMpumepsl
OpraHusauuii, KoTopble He
ABMNSIOTCS KOMMAHUSIMU, BKITOYaOT
MexxgyHapogHyto opraHmsaumio no
cTangapTtusaummn nnu ®opym no
Bonpocam ynpasneHunsa NT-
ycnyramu (itSMF). TepmuH
OpraHusaums nHorga ucnonb3yeTtcsi
ans obosHavyeHus noboro
obpasoBaHus, nmetolero Jlogen,
Pecypchbl u BrogxeTsl. Hanpumep
MpoekT nnn busHec-eanHnua.
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[TepmuH]

Definition

[OnpepeneHue]

Outcome Bbixog The result of carrying out an PesynbTat BbINONHEHNS
Activity; following a Process; [esTenbHOCTN; cnegoBaHns
delivering an IT Service etc. The Mpoueccy; npepoctasneHusa NT-
term Outcome is used to referto | ycnyru n 1.n. TepmuH Bbixog
intended results, as well as to ncnonb3yeTcd And ykasaHus Kak Ha
actual results. npegnonaraemole, Tak 1 Ha
AOCTUrHYTble pe3ynbTaThbl.
See Objective. CwmoTtpu Takke Lienb.
Outsourcing AyTCOpPCUHT (Service Strategy) Using an (Ctpaterns ycnyr)
External Service Provider to Wcnonb3oBaHue BHeluHero
manage IT Services. nocTaBLUuKa yCnyr Ans yrnpasrneHus
NT-ycnyramm.
See Service Sourcing, Type IlI CwmoTpu Takke CTtpaTtervio no
Service Provider. BbIOOpy noctasLmkoB ycnyr, Tun Il
nocTaBLLMKa YCHyT.
Overhead KocBeHHble Synonym for Indirect cost CvHoHuM ans KocBeHHbIX 3aTpat
(HaknagHble,
HenpsMble) 3aTparThbl
Pain Value AHnanus notepb (Service Operation) A technique | (Okcnnyartaums ycnyr) Metoauka,
Analysis used to help identify the Business | ncnonbdyemas ons ngeHtnpukaumm

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).

BnunsaHus Ha Brusnec ogHom unm
Heckonbkux Mpobnem. ®opmyna
pacyeTa NoTepb OCHOBaHa Ha
KOMMYeCcTBe 3aTPOHYTbIX
Monb3oBaTenen,
npogdomkutensHocTu MpocTos,
BnusaHua Ha kaxgoro
Monb3oBaTens, U CTOUMOCTU AN
BusHeca (ecnu n3BecTHO).

Pareto Principle

MpuHuun MNapeTo

(Service Operation) A technique
used to prioritise 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 prioritise
possible Problem causes for
investigation.

(Okcnnyartauusa ycnyr) Metoauka,
ucnonb3dyemas ons npuoputesauum
OearenbHoctu. MNpuHumn MapeTto
rnacuT, 4to 80% ueHHocTy nobon
HeatenbHocTn co3gaetcsa 20%
yeunuin. AHanua lNapeto Takxe
ucrnonb3yeTcs B YNpaBneHuu
npobrnemamu ansi npyopuTesaLmm
paccrnefoBaHnsi BO3MOXHbIX
npuynH Mpobnem.
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Partnership MapTHepcTBO A relationship between two CBsa3b Mexay oBymst
Organisations which involves Opranusaumsmm, koTopas
working closely together for npegnonaraeT TecHoe
common goals or mutual benefit. | coTpygHuyecTBO B MHTEpPECcax
The IT Service Provider should obLLMX Lenen n B3aMMHOW BbIroAbl.
have a Partnership with the MocTasBwmk NT-ycnyr gormkeH
Business, and with Third Parties cocTtosTb B [lapTHepcTBe €
who are critical to the delivery of | busHecom n TpeTbuMu cTOpoHamu,
IT Services. KPUTUYHBIMU NS NpeaocTaBneHns
UT-ycnyr.
See Value Network. CmoTpu NHTerpmpoBaHHas
napTHepckas ceTb.
Passive MaccuBHbIA (Service Operation) Monitoring (SkcnnyaTauus ycnyr)
Monitoring MOHUTOPUHT of a Configuration Item, an IT MoHuTopuHr KoHgurypaumoHHon
Service or a Process that relies eanHnubl, UT-yenyrn nnm
on an Alert or notification to Mpouecca, KOTopbI OCHOBbLIBAETCSH
discover the current status. See Ha lMpegynpexaeHuax unu
Active Monitoring. yBEOOMIIEHUSIX O TEKYLLIEM
cocTosiHMn. CMOTpU Takke
AKTUBHbIN MOHUTOPWHT.
Pattern of Mpodhunb GmsHec- (Service Strategy) A Workload (Ctpaterus ycnyr) lNpocunb
Business [eATenbHOCTH profile of one or more Business Pabouen Harpyskn ogHoOwM nnm
Activity (PBA) (PBA) Activities. Patterns of Business HecKonbkux buaHec-
Activity are used to help the IT aedarenbHocTen. Npodunb GusHec-
Service Provider understand and | geAtensHoCTU Ucnonb3yeTcs
plan for different levels of MoctaBwmkom UT-ycnyr ansa
Business Activity. NMOHNMAaHUS pPasNUYHbIX YPOBHEN
BusHec-gpeatenbHOCTU K
nnaHMpoBaHUsa B COOTBETCTBUU C
HUMW.
See User Profile. CwmoTpu Takke MNpodunb
none3oBarerns.
Percentage MpoueHT 3arpysku (Service Design) The amount of | (MpoekTnpoBaHue ycnyr)
utilisation time that a Component is busy CoBokynHoe Bpems, KOTOpoe
over a given period of time. For KoMnoHeHT 3aHAT(3arpyxeH) B
example, if a CPU is busy for TeYeHne 3agaHHOro nepuoaa.
1800 seconds in a one hour Hanpumep, ecnu npoueccop 3aHAT
period, its utilisation is 50% B TedeHne 1800 cekyH 3a nepuof
1 yac, ero NpoueHT 3arpy3kn paBeH
50%
Performance MpoussoauTtensHocT | A measure of what is achieved or | Mepa Toro, 4To 4OCTUTHYTO UK
b delivered by a System, person, BblpaboTaHo Cuctemon,

team, Process, or IT Service.

YyernoBekoM, komaHaown, NMpoueccom,
unun NT-ycnyron.
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[TepmuH]
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[OnpepeneHue]

Performance MeTtoavka aHanunsa | (Service Strategy) An approach | (Ctpaternsa ycnyr) lMNoaxog k
Anatomy npoussoautensHocT | to Organisational Culture that OpraHnsaumoHHOW KynbType
" integrates, and actively manages, | KoTopbii 06beAMHSIET N aKTUBHO
leadership and strategy, people ynpasngeT NnaepcTsoM u
development, technology cTpaTernemn, passBMTMem nepcoHana,
enablement, performance MCMONb30BaHNEM TEXHOSIOTNMN,
management and innovation. NpON3BOAUTENBHOCTBIO U
WHHOBALMSIMWA.
Performance YnpasneHue (Continual Service (MocTosiHHOE ynyulleHue ycnyr)
Management npoussoautensHocT | Improvement) The Process Mpouecc, oTBevatowmin 3a
blO responsible for day-to-day exefHeBHyto [leatenbHOCTb No
Capacity Management Activities. | YnpaBneHuo MOLLHOCTSIMU.
These include Monitoring, BkntovaeT MOHUTOPWUHT,
Threshold detection, o6HapyxeHwue NoporoBbix
Performance analysis and 3Ha4YeHUn, aHanms
Tuning, and implementing MpounssoauTenbHOCTH, HacTpoiky,
Changes related to Performance | a Takke BHegpeHune N3meHeHui
and Capacity. CBSA3aHHbIX C
Mpon3BoaANTENBHOCTLIO U
MoLHoCTbHO.
Pilot Munot (Service Transition) A limited (Mpeobpa3soBaHue ycnyr)
Deployment of an IT Service, a OrpaHnyeHHoe Pa3BepTbiBaHME -
Release or a Process to the Live | UT-ycnyrn, Pennsa unu lMpouecca
Environment. A Pilot is used to B Cpefne npombILLNEHHOM
reduce Risk and to gain User akcnnyataumun. Nunot
feedback and Acceptance. nucnonb3yeTcs AN CoKpalleHus
PuckoB 1 nony4eHmsa obpatHon
cBsi3u, a Takke Npremkn ot
lMonb3oBaTenen.
See Test, Evaluation. CwmoTpu Takke TecTmpoBaHue,
OueHka.
Plan MnaH A detailed proposal which MoapobHoe npeanoXxeHue, KOTopoe

describes the Activities and
Resources needed to achieve an
Objective. For example a Plan to
implement a new IT Service or
Process. ISO/IEC 20000
requires a Plan for the
management of each IT Service
Management Process.

onucblBaeT [lesTensHOCTb U
Pecypcebl, Heobxogumble s
poctumxkerns Llenen. Hanpumep,
MnaH BHeapeHust HoBon UT-ycnyrn
unu MNpouecca. ISO/IEC 20000
TpebyeT coctaBneHus MNnaHa ans
ynpaBneHnst KaxabiM [NpoLieccom
ynpasnenus UT-ycnyramu.
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Plan-Do-Check-
Act

MnaHupoBaHne —
BbinonHeHne —
Mpoeepka —
KoppekTuposka
(PDCA)

(Continual Service
Improvement) A four stage cycle
for Process 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

(MocTosiHHOe ynyuleHue ycnyr)
YeTblpe Wwara uukna ynpasneHus
Mpoueccom, paspaboTaHHOro
OBapaom [emuHrom (Edward
Deming). MNnaHnpoBaHwue -
BbinonHeHue - MNMpoeepka -
Koppektuposka (PDCA) Takke
HasbiBatoT Liuknom JemuHra.

MNAHNPOBAHWE:
MpoekTnpoBaHUe Unm NepecMoTp
Mpoueccos, noagaepxmearowmx NT-
YCNyru.

BbINONHEHWE: BHeapeHue MnaHa
n ynpasneHue lMpoueccom.

NMPOBEPKA: N3amepeHune
Mpoueccos n UT-ycnyr, cpaBHeHne
¢ Llenamu n nonyyeHme oT4ETHOCTU

KOPPEKTUPOBKA: MNnaHupoBaHne
1 BHegpeHue NameHeHnn ans

Processes. ynydwenus MNpouecca.
Planned MnaHoBbI npocTon | (Service Design) Agreed time (MpoekTnpoBaHue ycnyr)
Downtime when an IT Service will not be CornacoBaHHOe BpeMsi, B TeYEHME
available. Planned Downtime is koToporo NT-ycnyra 6yget
often used for maintenance, HepocTynHa. [naHoBbIM NPOCTOMN
upgrades and testing. YacTo ncnonb3yeTca Ans
TexobenyxumBaHusi, 0GHOBNEHMS
BEpPCUI U TECTUPOBAHMUSI.
See Change Window, Downtime. [ CmoTpu Takke TexHonornyeckoe
OKHO Ang nameHeHun, lNpocTton.
Planning [MnaHupoBaHue An Activity responsible for [dedatenbHOCTb, B KOTOPYIO BXOAUT
creating one or more Plans. For CO34aHve OOHOro UMM HECKOMNbKNX
example, Capacity Planning. lMnaHoB. Hanpumep,
lMnaHnpoBaHMe MOLLHOCTEMN.
PMBOK PMBOK A Project management Standard | CtaHgapT ynpaBneHus lNpoektamu,

maintained and published by the
Project Management Institute.
PMBOK stands for Project

See http://www.pmi.org/ for more
information.

Management Body of Knowledge.

pa3paboTaHHbIN 1 NyBnuKyemMbIn
WHcTutyToM ynpasneHus
npoektamu (PMI). PMBOK
o3Ha4vaeT COBOKYNMHOCTb 3HaHWI MO
ynpasneHuio npoektamu. bonee
nogpo6bHo cmoTpu
http://www.pmi.org/.
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See PRINCE2. Cwmotpu Takke PRINCE2.

Policy Monutuka Formally documented 3a40KyMEHTMPOBaHHbIE OXMAAHMWS
management expectations and M HaMepeHWs yrnpaBreHns.
intentions. Policies are used to MonuTtukmn ncnonbaytoTca ons
direct decisions, and to ensure NPUHATUSA PELLEHNA U rapaHTUPYIOT
consistent and appropriate nocriefoBaTenbHy0, BEPHYIO
development and implementation | paspaboTKy n BHegpeHve
of Processes, Standards, Roles, Mpoueccos, CtaHgapToB, Ponen,
Activities, IT Infrastructure etc. HeatenbHocTn, UT-UHdpacTyKTypbl

nT.n.

Portable Facility | MobunbHbin (Service Design) A prefabricated | (MpoekTupoBaHue ycnyr)

pe3epBHbIN LEHTP

building, or a large vehicle,
provided by a Third Party and
moved to a site when needed by
an IT Service Continuity Plan.

See Recovery Option, Fixed
Facility.

C6opHoe coopyXeHue unu
BMeCTUTENbHOE TPaHCNOPTHOE
CpeAcTBo, NnpegocTaBnsemMmoe
TpeTben CTOPOHON U
nepemetlLaemMoe no HeobxoanMocTu
B Xo4e peanusauum NnaHa
obecneyveHuns HenpepbiBHOCTN UT-

ycnyr.

CwmoTpu Takke Cnocob
BOCCTaHoBMeHus, CTaunoHapHbIn
pe3epBHbIV LIEHTP.

Post O630p pesynbtatoB | A Review that takes place after a | O630p, BbInONHAEMbIN NOcne
Implementation | BHegpeHnus (PIR) Change or a Project has been BHeapeHusa VIameHeHusa nnm
Review (PIR) implemented. A PIR determines if | MNpoekta. O630p pe3ynsTaToB
the Change or Project was BHedpeHus (PIR) onpepensiet
successful, and identifies yCneLwHocTb N3meHeHusa nnu
opportunities for improvement. lMpoekTa n BbIABNSET BO3MOXHOCTHU
ANSA yNyyLeHus.
Practice MpakTuka A way of working, or a way in Cnocob geaTenbHOCTH, Nin

which work must be done.
Practices can include Activities,
Processes, Functions, Standards
and Guidelines.

See Best Practice.

cnoco6, Npu NOMOLLM KOTOPOro
AorkHa BbITb BbINONHeHa paboTa.
MpakTuka MOXeT BKItoYaTb
HeartenbHocTb, Mpouecchl,
OyHkumKn, CTaHgapTbl U
PykoBoasiLLme [OKYMEHTHI.

CMOTpI/I Takxe J'Iquuaﬂ npakTuka.
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Prerequisite for
Success (PFS)

Heobxognmoe
ycnoBue ycnexa
(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. A PFS is often
an output from one Process that
is a required input to another
Process.

[eaTtenbHOCTb, KOTOPYO
Heo6X0AMMO BbINOMHUTL, UMK
yCcrnoBue, KOTOPOMy Heobxoanmo
COOTBETCTBOBATb ANS YCMNELHOro
BHeapeHus MNnaHa unu MNpouecca.
Heobxoanmoe ycrnosue ycnexa
(PFS) vacto siBnsieTca BbIXOAOM
opHoro lMpouecca, kKoTopbIi
HeobXxoaMMm B KavecTBe BxoAa ans
apyroro lNpouecca.

Pricing LleHoobpa3oBaHue (Service Strategy) The Activity (Ctpaterus ycnyr) [leatensHoCTb,
for establishing how much onpeaensaLLLasa Kakyto Cymmy
Customers will be Charged. OormkHbl 6yayT Bosamectuts

3akasuuku.

PRINCE2 PRINCEZ2 The standard UK government CraHgapT npaBuTENbLCTBA
methodology for Project BenukoOpuTtaHum ansa ynpaenenuns
management. See Mpoektamn. Bonee nogpobHo
http://www.ogc.gov.uk/prince2/ cMoTpun
for more information. http://www.ogc.gov.uk/prince2/.
See PMBOK. CwmoTpu Takke PMBOK.

Priority Mpuoputet (Service Transition) (Service (MpeobpasoBaHue ycnyr)
Operation) A Category used to (OkcnnyaTtauusna ycnyr) Kateropus,
identify the relative importance of | ncnonssyemas ans noHumaHus
an Incident, Problem or Change. | oTHOcuTenbHOW BaXXHOCTH
Priority is based on Impact and WHumaenTa, Mpobnembl nnu
Urgency, and is used to identify M3meHeHus. Mpuoputet
required times for actions to be 6asunpyeTtcsa Ha BnvaHum n
taken. For example the SLA may | CpoyHOCTM 1 ucnonb3yetcsa ans
state that Priority2 Incidents must | onpegenexus Tpebyemoro BpemeHu
be resolved within 12 hours. obpaboTku. K npumepy, B

CornawweHnn o6 ypoBHe ycnyr
(SLA) MOxeT BbITb yKasaHo, 4YTo
MHumaeHTbl Broporo npuoputeTta
OOMXHbI ObITb pa3peLleHbl B
TeyeHune 12 yacos.

Proactive lMpoakTuBHbIV (Service Operation) Monitoring (OkcnnyaTauus ycnyr)

Monitoring MOHWUTOPUHT that looks for patterns of Events MOHUTOPWHT, KOTOPbIN BEAET NOUCK

to predict possible future Failures.

See Reactive Monitoring.

3akoHoMepHocTen B CobbITuaX ans
npeackasaHnst BO3MOXHbIX
oynywux C6oeB.

CmoTpu Takke PeakTuBHbIN
MOHUTOPWHT.
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Proactive lMpoakTnBHOE (Service Operation) Part of the (OkcnnyaTtauusa ycnyr) Yactb
Problem ynpasneHune Problem Management Process. Mpouecca ynpasneHus
Management npobrnemamm The Objective of Proactive npobnemamu. Lieneto
Problem Management is to IMpoakTuBHOro yrnpasreHusi
identify Problems that might npobrnemamu siBNsieTCA BbisiIBNEHNE
otherwise be missed. Proactive Mpobnem, kKoTopble MHa4Ye MOornu
Problem Management analyses Obl OCTaTbCA HE3aMEYEHHbBIMMU.
Incident Records, and uses data MpoakTnBHOE ynpasneHune
collected by other IT Service npobnemamun aHanuanpyet 3anucu
Management Processes to 00 VHUMAeHTe 1 ucnonbayet
identify trends or significant AaHHble, HaKoMNMNeHHbIE MPOYNMHN
Problems. Mpoueccamn ynpasnexusa NT-
ycnyramv nsi BbIsIBNEHWS
TEHOEHLUMIN NNK CyLLEeCTBEHHbIX
Mpobnem.
Problem Mpo6nema (Service Operation) A cause of (Okcnnyartauusa ycnyr) NpuynHa
one or more Incidents. The cause | ogHOro MK HeECKONbKNX
is not usually known at the time a | HungeHToB. O6BIYHO NpK
Problem Record is created, and co3gaHum 3anucu o npobneme
the Problem Management npu4nHa Hem3BecTHa, 1 3a
Process is responsible for further | ganbHenwune nccnegoBanns
investigation. oTtBeyvaeT [pouecc ynpaBneHuns
npobnemamu.
Problem YnpaBneHue (Service Operation) The (OkcnnyaTtauusa ycnyr) Npouecc,
Management npobnemamm Process responsible for OTBeyvalLLMi 3a ynpasneHme

managing the Lifecycle of all
Problems. The primary
Objectives of Problem
Management are to prevent
Incidents from happening, and to
minimise the Impact of Incidents
that cannot be prevented.

YKN3HEHHbBIM LMKITOM BCEX
Mpobnem. KntouesbiMu Lienamm
YnpaBneHus npobnemamu
ABNATCA NpegoTBpaLleHme
MHUMAEHTOB Y MUHMMM3ALUS
BrnvsHua Tex HUMAaEeHToB, KOoTopble
He MoryT 6bITb NPeaoTBpaLLEHbI.

Problem Record

3anucb o npobneme

(Service Operation) A Record
containing the details of a
Problem. Each Problem Record
documents the Lifecycle of a
single Problem.

(OkcnnyaTtauusa ycnyr) 3anvce,
copepxalas geTtanbHoe onvMcaHune
Mpobnemsbl. Kaxxgas 3anuck o
npobneme JOKyMeHTMpyeT
YKM3HEHHbIN UMK 0gHOMN
Mpobnemsi.

Procedure

Mpoueaypa

A Document containing steps that
specify how to achieve an
Activity. Procedures are defined
as part of Processes.

[lokyMeHT, copepaLyuia warm,
KOTOpble NpeanMcbiBatoT cnocob
BbINONHEHUs [1eaTenbHOCTH.
Mpouenypbl ABNSATCA YaCTbIO
Mpoueccos.
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See Work Instruction.

CwmoTpu Takke Pabouas
WHCTPYKLMS.

Process

Mpouecc

A structured set of Activities
designed to accomplish a specific
Objective. A Process takes one
or more defined inputs and turns
them into defined outputs. A
Process 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.

CTpyKTyp1pOBaHHasi COBOKYMHOCTb
HesaTenbHocTen, pa3paboTaHHas
ONS BbINOSIHEHNS KOHKPETHON
Llenu. TMpouecc 6epeT oguH nnm
HECKOJbKO OMpefeneHHbIX BXOA0B
1 npeobpasyeT ux B onpegeneHHble
BbIXxogbl . [Npouecc moxeT
BKNtovaTb B cebs nobble Ponu,
00653aHHOCTU, UHCTPYMEHTbI U
KoHTponu ynpasneHus,
HeobxoauMble ANs HageXHoro
npegocTasneHus Boixoaa. Mpu
HeobxogumocTu, MNpouecc moxeT
onpegenatb Monutukn, CTaHgapThl,
PykoBogsiLne AOKYMEHTHI,
HesatenbHocTb U Paboune
WHCTPYKLUUN.

Process Control

KoHTponb npouecca

The Activity of planning and
regulating a Process, with the
Objective of performing the
Process in an Effective, Efficient,
and consistent manner.

[dedatenbHOCTb NO NNaHMPOBAHMIO U
ynopsgoyvsaHuto Npouecca, ¢
Llenbto ero OdpdekTmBHoro,
PesynbtatveBHOro n
COrnacoBaHHOrO BbIMONHEHMS.
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Process Menepnxep A Role responsible for Ponb, oTBevatowas 3a
Manager npotecca Operational management of a OnepaunoHHoe ynpasneHne

Process. The Process Manager's | lNpoueccom. B 30Hy

responsibilities include Planning oTBeTcTBEHHOCTM MeHekepa

and co-ordination of all Activities | npouecca BxoauT NnaHupoBaHue 1
required to carry out, monitor and | koopaMHMpoBaHue Bcen

report on the Process. There may | [lesTenbHOCTM NO BLINOSIHEHMIO,

be several Process Managers for | MOHUTOPUHIY ¥ OTYETHOCTU NO

one Process, for example Mpoueccy. Ha oguH lMpouecc
regional Change Managers or IT | MoXeT ObITb HA3HA4YE€HO HECKONLKO
Service Continuity Managers for MeHexepoB npouecca, Hanpumep,
each data centre. The Process pervoHanbHble MeHeaxepbl No
Manager Role is often assigned n3mMeHeHuaM unn MeHepxepsl nNo
to the person who carries out the | ynpasneHnuto HenpepbiBHOCTbIO AT-
Process Owner Role, but the two | ycnyr ons kaxgoro ueHTpa

Roles may be separate in larger 00paboTkn aaHHbIX. Ponb
Organisations. MeHeaxepa npoLecca 4acto
OTBOAMTCHA COTPYOHUKY,
BblnonHsowemy Ponb Bnagensua
npouecca, Ho B 6ornee KpynHbIX
OpraHusaumsx atv ase Ponu moryT
ObITb pasgeneHobl.

Process Owner Bnapgeneu npouecca | A Role responsible for ensuring Ponb, oTBETCTBEHHASsA 3a
that a Process is Fit for Purpose. | obecnevyeHue Toro, 4to lNpouecc
The Process Owner’s COOTBETCTBYET CBOEMY
responsibilities include Ha3HayeHuto. B 30HY
sponsorship, Design, Change OoTBeTCTBEHHOCTM Bnagensua
Management and continual npoLiecca BXoguT CNOHCOPCTBO,
improvement of the Process and lMpoekTupoBaHue, YnpaeneHue
its Metrics. This Role is often M3MEHEHNSIMN N HENpPepbIBHOE

assigned to the same person who | ynydweHue lNMpouecca un ero

carries out the Process Manager | MeTtpuk. [laHHas Porb yacto

Role, but the two Roles may be OTBOANTCHA TOMY e COTPYOHUKY,
separate in larger Organisations. | koTopblIi BbiNnosnHseT Ponb
MeHeepa npotecca, Ho ase Ponu
MOryT ObITb pasgeneHbl B KPYMHbIX

OpraHunsaumsx.
Production Cpegna Synonym for Live Environment. CwuHoHuM Cpefbl NPOMbILLITEHHOWN
Environment NPOMbILLIIEHHON aKcnnyarauum.

KCnnyaTauum
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Profit Centre LleHTp npnbbinun (Service Strategy) A Business (Ctpaterns ycnyr) busHec-
Unit which charges for Services €AvH1La, KOTopas BbiCTaBNsaeT
provided. A Profit Centre can be cyeTa 3a npegocTaBneHHble
created with the objective of Yenyru. LleHTp npnbbinu moxeT
making a profit, recovering Costs, | 6bITb co3aaH ¢ Lenbo NonyyYeHust
or running at a loss. An IT npubbinu, BO3MeLLeHns 3aTpaTt unm
Service Provider can be run as a | ynpaesneHus notepsamu. MNoctasBLumk
Cost Centre or a Profit Centre. UT-ycnyr moxeT ObiTb MecTom
BO3HMKHOBEHUA 3aTpaT (MB3) unu
LleHTpom npmbbinu.
pro-forma O6pasey, A template, or example LWa6noH nnu TnoBown [oKyMeHT,
3anonHeHns Document containing example coaepXXallmmn TMNoBble AaHHbIE,
data that will be replaced with the | koTopbie 6yayT 3ameHeHb! Ha
real values when these are pearbHble 3Ha4YeHWs, Korga OHU
available. OyayT AOCTYMHBI.

Programme Mporpamma A number of Projects and Papg MNpoekToB n [leatenbHocTen,
Activities that are planned and KOTOpbIE NMNAaHUPYIOTCA U
managed together to achieve an | ynpaBnsatoTca Bmecte gns
overall set of related Objectives DOCTKeHMs oblero Habopa
and other Outcomes. cBs3aHHbIX Llenen n npoyumx

Bbixonos.

Project MpoekT A temporary Organisation, with BpemeHHaa OpraHusaums,
people and other Assets required | BkniovaroLasa nNLgeEN 1 npoyne
to achieve an Objective or other AKTUBbI, HeOOX0aUMbIe Ans
Outcome. Each Project has a poctmkeHns Llenn unu npoyero
Lifecycle that typically includes Beixopa. Kaxablin [poekT nmeet
initiation, Planning, execution, COOCTBEHHbIN XKN3HEHHbIN LUK, B
Closure etc. Projects are usually | koTopbii 06bIMHO BXOANUT
managed using a formal nHuumaum4, NnaHnposaHve,
methodology such as PRINCE2. BbINOMHEHNE, 3aKpbITUE U T.N.

MpoekTbl 06bIYHO YNPaBNATCA MO
dopmarnbHOM MeTogonormu,
Hanpumep, PRINCE2.

Projected Oxunpaemeli (Service Transition) A (Mpeobpa3oBaHue ycnyr)

Service Outage
(PSO)

NPOCTOM yCnyru
(PSO)

Document that identifies the
effect of planned Changes,
maintenance Activities and Test
Plans on agreed Service Levels.

[okymeHT, onpeaensowmun
BNUSIHWE CNITAHNUPOBAHHbIX
MameHeHun, [lesaTenbHOCTM No
obcnyxuBanuto n MnaHos
MCMbITAHUI Ha COrNacoBaHHbIN
YpoBeHb ycnyr.

PRojects IN
Controlled
Environments
(PRINCE?2)

PRINCE2

See PRINCE2

Cwmotpu Tarke PRINCE2
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Qualification Keanundukaums (Service Transition) An Activity (Mpeobpa3zoBaHue ycnyr)
that ensures that IT Infrastructure | [eatenbHocTb, koTOpas
is appropriate, and correctly rapaHTupyert, 4to UT-
configured, to support an MHPaCTPYKTypa COOTBETCTBYET
Application or IT Service. TpeboBaHNSM U KOPPEKTHO
HaCcTpoeHa AN NoaaepXKKu
Mpunoxenusa nnn NT-ycnyru.
See Validation. CwmoTpu Takke NogTeepxaeHuve.
Quality KauecTtBo The ability of a product, Service, CnocobHocTb NpoaykTa, Ycnyru,
or Process to provide the unu lMNMpouecca npegocTaBnNATb
intended value. For example, a oxupgaemyto notpebutenem
hardware Component can be LeHHocTb. Hanpumep, KOMNOHEHT
considered to be of high Quality if | moxeT 6bITb BbICOKOro KavecTsa,
it performs as expected and ecnu ero paboTa onpasabiBaeT
delivers the required Reliability. oxuaaHusa n obecneunsaeT
Process Quality also requires an | Tpebyemyto HagexHocTb. KauectBo
ability to monitor Effectiveness Mpouecca Takke TpebyeT
and Efficiency, and to improve CNOCOBOHOCTM OTCNEXMBaTb
them if necessary. Pe3ynbTaTMBHOCTb U
O heKkTBHOCTL, a Takke
ynyJwaTb UX B criyvae
HeobXo4MMOCTH.
See Quality Management CwmoTpu Takke Cuctemy
System. yrnpaBreHnsi Ka4eCTBOM.
Quality Ob6ecneyeHne (Service Transition) The (Mpeobpa3zoBaHue ycnyr)

Assurance (QA)

kayectBa (QA)

Process responsible for ensuring
that the Quality of a product,
Service or Process will provide its
intended Value.

Mpouecc, oTBevatowmii 3a To,
4yTobbI KayecTBO npoaykra, Ycnyru
unu Mpouecca obecneynsano
oXxnaaemoe 3HadeHue.

Quality
Management
System (QMS)

Cuncrema
ynpaBreHns
kayectBom (QMS)

(Continual Service
Improvement) The set of
Processes responsible for
ensuring that all work carried out
by an Organisation is of a
suitable Quality to reliably meet
Business Objectives or Service
Levels.

See ISO 9000.

(MocTosiHHOe ynyuleHue ycnyr)
Habop lNpoueccoB, oTBeYawLLmX 3a
obecneyeHne COOTBETCTBYHOLLENO
KauyecTtBa BCel BbINOMHAEMON
OpraHusauuen paboTbl ons
YBEPEHHOro foCTMxkeHusa busHec-
Lenew unu YpoBHew ycnyr.

CwmoTtpu Takke 1SO 9000.
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Quick Win "BeicTpast nobeaa" (Continual Service (MocTosiHHOe ynyuleHue ycnyr)
Improvement) An improvement [eatenbHOCTb NO yNy4ylweHuo, oT
Activity which is expected to KoTopon oxugaetca Bosspar
provide a Return on Investment in | nHBecTMUMiA B KpaTyanwiee Bpems
a short period of time with npy OTHOCUTENBHO HEBOMBLLMX
relatively small Cost and effort. 3arpaTax u ycunusx.
See Pareto Principle. CwmoTpu Takke MpuHuun MNapeTo.
RACI Matpuua ponen un (Service Design) (Continual (MpoekTupoBaHue ycnyr)
OTBETCTBEHHOCTY Service Improvement) A Model | (MocTosiHHOe ynyuweHue ycnyr)
(RACI) used to help define Roles and Mogenb, ucnonb3yemast ans
Responsibilities. RACI stands for | obneruyenunsi onpegeneHus Ponein n
Responsible, Accountable, OtBeTtcTBeHHocTen. RACI o3HadvaeT
Consulted and Informed. OTtBeTtcTBeHHbIV (Responsible),

MopoTtueTHbI (Accountable),
KoHcynbTupytowmii (Consulted) n
WHdopmupoBaHHbIl (Informed).

See Stakeholder. CmoTpu Takke 3anHTepecoBaHHOe
nuo.
Reactive PeakTuBHbIn (Service Operation) Monitoring (OkcnnyaTtauusa ycnyr)
Monitoring MOHUTOPUHT that takes action in response to MOHUTOPWHT, BbINOMHAEMbIN B

an Event. For example submitting | otBeT Ha CobbiTne. Hanpumep,
a batch job when the previous job | 3anyck nakeTHon 3agauun nocne
completes, or logging an Incident | BbinonHeHMs npegblaywien nnm
when an Error occurs. 3anucb MHumpaeHTa npm
BO3HWKHOBEHUM OLLMGKN.

See Proactive Monitoring. CwmoTpu Takke NpoaKkTUBHbIN
MOHUTOPWHT.
Reciprocal CornawueHue o (Service Design) A Recovery (MpoekTupoBaHue ycnyr) Cnocob
Arrangement B3anMMOMNOMOLLM Option. An agreement between BoccTaHoBneHus. CornatlueHve
two Organisations to share Mexay ayms OpraHmsaumsmm o

resources in an emergency. For B3aUMHOM MCMNOSb30BaHWUU
example, Computer Room space | pecypcoB B criyyae CpOYHON
or use of a mainframe. HeobxogumocTun. Hanpumep,
NPOCTPaHCTBO Noj
BbIYMCMUTENBHYIO TEXHUKY MK
nucnonb3oBaHne MaiHdpenma.
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Record 3anucb A Document containing the [okyMeHT, cogepxalumm
results or other output from a pesynbTaTtbl paboTbl UMK NHbIE
Process or Activity. Records are BbIxOAHble AaHHble pouecca nnu
evidence of the fact that an HesaTtenbHocTn. 3anucu
Activity took place and may be CBUAETENbCTBYIOT (hakTuyeckoe
paper or electronic. For example, | BbinonHeHue JesaTenbHOCTU U
an Audit report, an Incident MOryT ObITb NPpeAcTaBneHbI B
Record, or the minutes of a OyMaHOM MNK 3MNEKTPOHHOM BUAE.
meeting. Hanpumep, otyet 06 AyauTe,
3anuncb 06 MHLUMAOEHTE UNK
NPOTOKOI COBELLaHUS.
Recovery BocctaHoBneHne (Service Design) (Service (MpoekTupoBaHue ycnyr)

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).

(OkcnnyaTtauusa ycnyr) Bosspar
KoHpumrypaumoHHOM eanHuLbl Nnu
NT-ycnyru B paboyee cocTosiHMe.
BoccTtaHoBnexue UT-ycnyrn yacTo
BKITHOYAET BOCCTAHOBMNEHNE AaHHbIX
K U3BECTHOMY CTaburbHOMY
cocTosiHMK. MNocne cobCTBEHHO
BOCCTaHOBIIEHWS, MOXET
BO3HWKHYTb NOTPEBHOCTL B
OOMOSNHUTENBHBIX MEPOMNPUATUSIX,
HeobxoauMBbIX Anst Toro, YTobbl UT-
ycnyra ctana AoCTynHow Ans
lMonb3oBaTenen
(BoccTaHoBneHne\Bo3obHoBnNeHNE)
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Recovery Option

Cnocob
BOCCTaHOBIEHUSA

(Service Design) A Strategy for
responding to an interruption to
Service. Commonly used
Strategies are Do Nothing,
Manual Workaround, Reciprocal
Arrangement, Gradual Recovery,
Intermediate Recovery, Fast
Recovery, Immediate Recovery.
Recovery Options may make use
of dedicated facilities, or Third
Party facilities shared by multiple
Businesses.

(MpoekTnpoBaHue ycnyr)
CTtpaterusa pearmpoBaHus Ha
npepbiBaHve Ycnyru. Yacto
ncnonb3yembiMmn CTpatermsamm
asnsaTca "Huyero He genatb”,
Py4Hoe o6xoagHoe pelueHune,
CornalueHve 0 B3anMonomMoLLm,
lMocTeneHHoOe BOCCTaHOBNEHME,
[MpomexXyTo4HOE BOCCTaHOBIEHNE,
BbicTpoe BocCTaHOBMEHNE,
HemenneHHoe BoccTaHOBMNEHME.
Cnocobbl BOCCTaHOBIEHUS MOTYT
©asmpoBaTbCs Ha UCMONb30BaHUN
BblAEeNeHHOro 060pyaoBaHNSA UK
o6opynoBaHusa TpeTbel CTOPOHBI,
obuwero ans MHoXxecTtBa busHecos.

Recovery Point
Objective (RPO)

LleneBas Touka
BOCCTaHOBI1EHUA
(RPO)

(Service Operation) The
maximum amount of data that
may be lost when Service is
Restored after an interruption.
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.

(OkcnnyaTtauus ycnyr)
MakcnmanbHbI 00 beM AaHHbIX,
KOTOpble MOryT BbITb NOTEPSHBI MO
utoram BoccraHoBneHus Yenyru
nocne ee npepblBaHus. Lienesas
TOYKa BOCCTAHOBIEHMS
BblpaxkaeTcs B "oTpeske BpeMeHn"
no Co6os. Hanpumep, Llenesas
TOYKa BOCCTAHOBMEHUS B "OANH
JeHb" MoxeT bbITb obecneyeHa
exeHeBHbIM Pe3epBHbIM
KonupoBaHMeMm, Npu 3TOM MOryT
ObITb MOTEPSIHBI AaHHbIE HEe Boree,
YyeM 3a 24 yaca. LleneBas Touka
BOCCTaHOBNeHus ans kaxagon UT-
yCryrn AOIMKHbI ObITb 06CYKAEHHI,
cornacoBaHbl U
3a0KYMEHTUPOBaHBbI, NOCIe Yero
ucnonb3oBaTtbcs, kak TpeboBaHus
ang NpoekTupoBaHus ycnyr un
lMnaHa obecneyeHus
HenpepbiBHOCTU UT-ycnyr.




ITIL® V3 Glossary Russian Translation v0.92, 30 Apr 2009
ITIL® V3 Translation Project

[TepmuH]

Definition

[OnpepeneHue]

Recovery Time

LleneBoe Bpems

(Service Operation) The

(SkcnnyaTauus ycnyr)

Objective (RTO) | BoccTtaHOBNEHMS maximum time allowed for MakcrmanbsHoe BpeMsi, 0OTBEAEHHOE

(RTO) recovery of an IT Service Ons BoccTaHoBneHust UT-ycnyru
following an interruption. The nocne 3a ee npepbiBaHUs.

Service Level to be provided may | lNpegoctaBnsembii YpoBeHb ycrnyrm

be less than normal Service Level | MOXeT ObITb HUXE HOPMarbHbIX

Targets. Recovery Time LleneBbIx NnokasaTenen ypoBHS

Objectives for each IT Service ycnyru. Llenesoe Bpems

should be negotiated, agreed and | BocctaHoBneHnus ana kaxgon UT-

documented. ycnyru AOmkHO ObITb 06CYXaeHO,
COrnacoBaHo 1
3a0KYMEHTUPOBAHO.

See Business Impact Analysis. CmoTpu Takke AHanmns3 BAUSHWS Ha
6usHec.

Redundancy OtkasoycTtonumsoct | Synonym for Fault Tolerance. CviHoHMM OTKa30yCTOMYNBOCTb.

b The term Redundant also has a TepmuH (Redundant) Takke nveet
generic meaning of obsolete, or o6LLiee 3HauYeHne ycTapeBLIniA Unm
no longer needed. 6onee "HeHyXHbIN".

Relationship B3anmooTHOLLEeHne A connection or interaction CBA3b Unu B3aMoaencTeme Mexay
between two people or things. In | AByms nogbMn nnu cywHoctamu. B
Business Relationship YnpaBneHum B3aMMOOTHOLLEHNAMMN
Management it is the interaction ¢ BusHecoM - 3TO B3aumogencTene
between the IT Service Provider mexay MNMocTtaswmkom UT-yenyr n
and the Business. In BusHecom. B YnpasneHuu
Configuration Management itis a | koHdurypaumsmm - 3To cebinka
link between two Configuration Mexay AByMs
Iltems that identifies a KoHpu1rypauMoHHbIMY eanH1Lamu,
dependency or connection KOoTopas ykasblBaeT Ha
between them. For example 3aBUCMMOCTb UIT CBA3b MeXay
Applications may be linked to the | Humun. Hanpumep, MNpunoxeHns
Servers they run on, IT Services MOryT ObITb NPUBA3aHbI K
have many links to all the Cls that | CepBepam, Ha KOTOPbIX OHM
contribute to them. BbIinonHaAwTes; UT-ycnyrm
cogepaTt MHOro ccbinok Ha Bce KE,
KOTOpble BHOCHAT BKIag B UX
npefocTasneHve.
Relationship Mpoueccol rpynnbl The ISO/IEC 20000 Process Npynna Mpoueccos B ISO/IEC
Processes B3aMMOOTHOLLEHUN group that includes Business 20000, koTopasa Bko4aeT

Relationship Management and
Supplier Management.

YnpasreHve B3auMOOTHOLLEHUSIMM
¢ 6usHecom u YnpaeneHue
NocTaBLLMKaMMU.
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Release Penuns (Service Transition) A collection | (Mpeobpa3zoBaHue ycnyr) Habop
of hardware, software, annapatHoro obecneyeHus,
documentation, Processes or nporpamMmHoro obecneyeHus,
other Components required to OoKyMeHTauwmn, NpoueccoB nnm
implement one or more approved | gpyrux KOMNoHeEHTOB, KOTOpbIe
Changes to IT Services. The HeobxoauMbl s BHEAPEHUS
contents of each Release are O[JHOTO UITN HECKOMBbKMX
managed, Tested, and Deployed | cornacoBaHHbIx ViameHeHun B UT-
as a single entity. ycnyrax. CogepkaHue Kaxaoro

Penunsa ynpaensietcs, Tectupyetcs
n PasBepTbiBaeTCA kak oTAENbHAs
CYLLHOCTb.

Release and YnpasneHue (Service Transition) The (Mpeobpa3zoBaHue ycnyr)

Deployment penvsamu un Process responsible for both Mpouecc, OTBETCTBEHHLIV 3a

Management pasBepTbiBaHMEM Release Management and YnpasneHue penusamu u
Deployment. Pa3sBepTbiBaHue.

Release WaoeHTudmkaums (Service Transition) A naming (MpeobpasoBaHue ycnyr)

Identification penusa convention used to uniquely CornalleHne 0 HauMeHOBaHUM,
identify a Release. The Release ncnonb3yemoe ans yHMKanbHom
Identification typically includes a naeHTndmrkaumm Pennsa.
reference to the Configuration UaeHTudukaumsa pennsa obbIvHO
Item and a version number. For BKIIO4aET B cebs CCbIKY Ha
example Microsoft Office 2003 COOTBETCTBYHLLYIO
SR2. KoHgurypaumoHHyo eguHmly u

Homep Bepcuu. Hanpumep,

Microsoft Office 2003 SR2.
Release YnpaBneHue (Service Transition) The (Mpeobpa3soBaHue ycnyr)
Management penusamm Process responsible for Planning, | lNpouecc, OTBETCTBEHHbLIN 3a

scheduling and controlling the
movement of Releases to Test
and Live Environments. The
primary Objective of Release
Management is to ensure that the
integrity of the Live Environment
is protected and that the correct
Components are released.
Release Management is part of
the Release and Deployment
Management Process.

lMnaHnpoBaHue, cocTaBneHne
pacnucaHnst U KOHTPOIb
npoxoxgenusi Penusos B Cpeay
TectTupoBaHus n Cpeany
NPOMBbILLIIEHHOW 3KCMyaTaumm.
MepBunyHasn Llenb YnpaBneHus
penu3amu 3aknoyaeTcs B
cobntogeHunn uenoctHoctn Cpeabl
NPOMBbILLIIEHHON 3KCMnyaTaumm u
BHEAPEHMM TONbKO "NpaBunbHbIX"
KomnoHeHTOB. YnpaBneHue
penunsamu - aTo YacTb lNpouecca
YnpaeneHus penusamu un
pasBepTbIBaHUEM.
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[TepmuH] Definition [OnpeneneHue]
Release Mpouecc rpynnbl The name used by ISO/IEC HanmeHoBaHue, ucnonb3yemoe
Process penusos 20000 for the Process group that | ISO/IEC 20000 gns rpynnbl
includes Release Management. lMpoueccos, BkrtovatoLen B cebs
This group does not include any YnpaBneHue penusamu. 3Tta rpynna
other Processes. He MMeeT B CBOEeM cocTaBe ApYrux
Mpoueccos.
Release Process is also used as | TepmuH lNpouecc rpynnbl penn3os
a synonym for Release TaKke UCNomnb3yeTcs Kak CUHOHUM
Management Process. ans MNpouecca YnpaBnenus
penunsamu.
Release Record | 3anucb o penuse (Service Transition) A Record in | (Mpeobpa3oBaHue ycnyr) 3an1cb
the CMDB that defines the B CMDB, koTopasi onpegensiet

content of a Release. A Release cogepxaHue Penusa. 3anuck o
Record has Relationships with all | penuse nmeet BaaumooTHOLLEHNS

Configuration Items that are co BceMu KoHdurypaunoHHbIMM
affected by the Release. €AVHMLaMM1, 3aTPOHYTEIMU AaHHbIM
Penusom.
Release Unit EovHnua penusa (Service Transition) (MpeobpaszoBaHue ycnyr)
Components of an IT Service that | KomnoHeHTbl UT-ycnyrn, koTopble
are normally Released together. 06bIYHO KOMMOHYIOTCSt BMECTE U

A Release Unit typically includes | BbinyckatoTcs B pamkax OgHOro
sufficient Components to perform | Penusa. EanHuua penusa o6bi4HO

a useful Function. For example BKMo4YaeT B cebst KOMMOHEHTHI,

one Release Unit could be a HeobxoauMble Ans BbINOSHEHWUS
Desktop PC, including Hardware, | kakon-nv6o nonesHon OyHKuuu.
Software, Licenses, Hanpumep, EguHnuen penmsa
Documentation etc. A different MOXET ObITb HACTONbHbIN

Release Unit may be the KOMMbOTEp, BKIOYAIOLWMIA B cebs
complete Payroll Application, MporpammHoe, AnnapaTHoe
including IT Operations obecneyeHue, JlnueH3nm
Procedures and User training. obecneyeHue, [lokymeHTaLmMo 1 T.M.

Opyrum npumepom EanHmubl
pennsa MoXeT CIyXUTb Lienoe
MpunoxeHne ansa pacyeTta
3apnnaTbl, Bkntoyas MNpouenypsbl
OnepauwnoHHoro ynpaeneHusa UT n
TpeHuHru Nonb3oBaTenen.

Release TexHonornyeckoe Synonym for Change Window. CuHOHUM TexHonornyeckoe OkHO
Window OKHO Ans ONs UBMEHEHUN.
N3MeHeHunn
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Term [TepmuH] Definition [OnpeneneHue]
Reliability HapexHocTb (Service Design) (Continual (MpoekTupoBaHue ycnyr)
Service Improvement) A (MocTosiHHOE yrnyulleHue ycnyr)
measure of how long a Mepa Toro, kak fonro
Configuration Item or IT Service KoHdpurypaumoHHas eguHuua nnm
can perform its agreed Function NT-ycnyra MoXeT CoOXpaHsTb
without interruption. Usually paboTocnocobHocTb 6e3
measured as MTBF or MTBSI. nepepLIBOB B paMKax
The term Reliability can also be cornacoBaHHbIX PyHkLmA. OBbIYHO
used to state how likely it is that a | nsmepserca yepes MTBF vnun
Process, Function etc. will deliver | MTBSI. TepmuH HagexHocTb Takke
its required outputs. MOXET ObITb MPUMEHEH MpU
(PUKCMPOBAHNM BEPOSTHOCTM TOrO,
yto lMpouecc, ®yHkuua u 1.0., GyayT
nponsBoauTb Tpebyemble
pe3ynbTaTbl Ha BbIXOZeE.
See Availability. CwmoTpun Takke JoCTynHOCTb.
Remediation WcnpasneHne (Service Transition) Recovery to | (Mpeobpa3zoBaHue ycnyr)
a known state after a failed BoccTaHoBneHne K U3BECTHOMY
Change or Release. COCTOSIHUIO MOCIEe HEYCMneLHOoro
M3meHeHunsa unm Penunsa.
Repair PemoHT (Service Operation) The (OkcnnyaTtauusa ycnyr) 3ameHa
replacement or correction of a nnu ucnpasnexme paboThbl
failed Configuration Item. KoHpurypaLumoHHo eanHuLbI
nocne oTkasa.
Request for 3anpoc Ha (Service Transition) A formal (Mpeobpa3zoBaHue ycnyr)

Change (RFC)

nameHeHuve (RFC)

proposal for a Change to be
made. An RFC includes details of
the proposed Change, and may
be recorded on paper or
electronically. The term RFC is
often misused to mean a Change
Record, or the Change itself.

dopmanbHoe NpeanoxeHue Ha
peanu3auuio iameHeHusa. RFC
BKJItOMaeT B cebs getanbHoe
onMcaHue NpeanoxXeHHoro
M3meHeHuns, n MoXeT BbITb
3anvcaHo B 6yMaxHOM mnu
3ANeKTpoHHOM hopmaTe. TepMmuH
RFC yacTto HeBepHO
ynoTpebrnseTca B 3Ha4eHUn 3anucb
06 usMeHeHun wnu MiameHeHve
caMmo no cebe.

Request
Fulfilment

YnpasneHue
3anpocamu Ha
obcnyxuBaHune

(Service Operation) The
Process responsible for
managing the Lifecycle of all
Service Requests.

(SkcnnyaTtauusa ycnyr) lNpouecc,
OTBETCTBEHHbIN 3a ynpasneHue
XKun3HeHHbIM LMKIoM BCex
3anpocoB Ha obcnyxuBaHue.
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[TepmuH] Definition [OnpeneneHue]
Requirement TpeboBaHune (Service Design) A formal (MpoekTupoBaHue ycnyr)
statement of what is needed. For | ®opmanbHoe 3asiBneHune o
example a Service Level HeobxoauMOoCTK Yero-nubo.
Requirement, a Project Hanpumep, TpeboBaHue K ypOBHIO
Requirement or the required ycnyr, TpeboaHue MNpoekta unm
Deliverables for a Process. Tpebyemble PesynbTathl Mpouecca.

See Statement of Requirements. | CmoTpu Takke Habop TpeboBaHui.

Resilience YCTOMYMBOCTb (Service Design) The ability of a | (MpoekTupoBaHue ycnyr)
Configuration Item or IT Service CnocobHocTb KoHdurypaumoHHom
to resist Failure or to Recover eanHnubl nnu UT-ycnyrm
quickly following a Failure. For npotmeogencTeoBatb C60t0 nnm
example, an armoured cable will 6bIcTpo BoccTaHaBnmBaTbCca nocne
resist failure when put under C6o0s. Hanpumep, apMnpoBaHHbIN
stress. kabenb 6yaeT octaBaTbCA

YCTOWMYMBLIM K MOBPEXAEHWIO, B
cryyae ecnv oH 6ygeT HaxoguTcst
nog AaBneHueM.

See Fault Tolerance. CwmoTpu Takke
OTKa30yCTONYMBOCTb.
Resolution PaspelueHne (Service Operation) Action taken | (9kcnnyaTtauusa ycnyr) Jencrtseus,
to repair the Root Cause of an npeanpuHATbIe ANs YCTpaHeHns
Incident or Problem, or to KopHeBon npuymHbl MHUMaeHTa nnm
implement a Workaround. Mpobnemel, N BHeApeHUs

O6xoaHoro pelueHus.

In ISO/IEC 20000, Resolution B ISO/IEC 20000, MNMpouecchl
Processes is the Process group rpynnbl paspeLleHns - 3To rpynna
that includes Incident and IMpoueccos, kKOTOpas BKNOYaeT B
Problem Management. cebs YnpaeneHve nHUMaeHTamm n

YnpaeneHue npobnemamu.

Resolution Mpoueccol rpynnbl The ISO/IEC 20000 Process Mpynna Mpoueccos B ISO/IEC
Processes paspeLleHns group that includes Incident 20000, koTopas Bknto4YaeT B cebs
Management and Problem YnpasneHue nHungeHTamm m
Management. YnpasneHue npobnemamu.
Resource Pecypc (Service Strategy) A generic (Ctpaterus ycnyr) basoBbiin
term that includes IT TEPMUH, KOTOPLIN BKITHOYAET B cebs

Infrastructure, people, money or UT-nHdppacTpykTypy, ntogen,
anything else that might help to OeHbrn 1 BCe, YTO MOXET
deliver an IT Service. Resources | cnocobcTBYeT NpegocTaBrnexHnto
are considered to be Assets of an | UT-ycnyru. Pecypchbl
Organisation. paccmaTpuBaloTCs Kak AKTUBbI
Opranunsauuu.
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See Capability, Service Asset.

CwmoTpu Takke CnocobHOCTb, AKTUB
ycnyru.

Response Time

Bpems peakuuu

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.

Mepa BpemeHn, HeobxoamMmoro Ansi
BbINOMHEHNS onepaumm unm
TpaHsakuun. NcnonbayeTtcs B
YnpaBneHve MOLLHOCTSMM AN
namepeHus MNMpounsBoanTensHOCTH
UT-nHdpacTpyKTyphbl, a Takke B
YnpasneHve nHuugeHtTamu - ons
N3MepeHnsi BpeMeHw!,
HeobxoouMoro Ans oTeBeTa no
TenedoHy unu aAns Hayana
[wnarHocTtumku.

Responsiveness | PearnposaHne A measurement of the time taken | Mepa BpemeHun, Heobxoanmoro ang
to respond to something. This cpabaTbiBaHus Yyero-nmbo. 310
could be Response Time of a MOXeT ObITb Bpems peakuun
Transaction, or the speed with TpaH3akuum nnm ckopocTb, C
which an IT Service Provider koTopown lNocTtaswmk NT-ycnyr
responds to an Incident or oTBevaeT Ha MHumaeHT nnm 3anpoc
Request for Change etc. Ha U3MEHEHMe, U T.M.

Restoration of BocctaHoBneHne See Restore. CwmoTpu Takke BocctaHoBneHue

Service (BO306HOBMEHNE) (BO306HOBNEHNE)

ycnyrm
Restore BocctaHoBneHne (Service Operation) Taking (OkcnnyaTtauusa ycnyr)
(Bo306HOBREHME) action to return an IT Service to BeinonHenwne gericteus (Habopa
the Users after Repair and aencteuin) ans "BosspatleHns” UT-
Recovery from an Incident. This ycnyru [Nonb3osaTtenam nocne
is the primary Objective of PemoHTa nnn nocne
Incident Management. BoccTaHoBneHns Bcneacreme
UMEBLLEro Mecto VHumaeHTta. 3T1o
nepsuyHas Llenb Ynpasnenus
WHUMOEHTAMM.

Retire BobiBoa 13 (Service Transition) Permanent | (Mpeo6pa3oBaHue ycnyr)

akcnnyaTaumm removal of an IT Service, or other | OkoHyaTensHoe yoaneHve UT-

Configuration Item, from the Live
Environment. Retired is a stage in
the Lifecycle of many
Configuration Items.

ycnyr unm KoHdurypaumoHHom
enuHulbl n3 Cpefpbl
NPOMBILLIIEHHON 3KCMyaTauuu.
"BbiBegeH u3 akcnnyatauun" aTo
oAHa un3 a3 >KnsHeHHoro umkna
6onbLlumHcTBa KoHGUrypaunoHHbIX
eaVHNL,.
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Return on Bosspart (Service Strategy) (Continual (CtpaTerus ycnyr) (MocTosiHHOE
Investment nueectmuymmn (ROI) Service Improvement) A ynydweHue ycnyr) Miamepexune
(ROI) measurement of the expected OXuaaeMblX BbIro4 OT MHBECTULNA.
benefit of an investment. In the B npoctenwem criydae 310 ymctad
simplest sense it is the net profit nNpubbINb NHBECTULUI OeNeHHas Ha
of an investment divided by the CTOMMOCTb MHBECTUPOBAHHbIX
net worth of the assets invested. aKkTVBOB.
See Net Present Value, Value on | CmoTpu Takke Yucras
Investment. npueegeHHas CTOMMOCTb,
[obaBneHHasi LEHHOCTb OT
WHBECTULMN.
Return to BosspaT k (Service Design) The phase of (MpoekTupoBaHue ycnyr) dasa
Normal HOpMarnbHOMYy an IT Service Continuity Plan MnaHa obecneveHus
pexumy during which full normal HenpepbiBHOCTU UT-ycnyr, B
operations are resumed. For TEYEHNM KOTOPOI BO30OHOBNSAETCS
example, if an alternate data HopMmanbHOe OYHKLMOHUPOBAHKE.
centre has been in use, then this | Hanpumep, ecnu ncnonesyetcs
phase will bring the primary data | ay6nupyrowmin LeHTP OaHHbIX,
centre back into operation, and nocre aton gasbl Npomsonget
restore the ability to invoke IT BO3BpaT B paboTy OCHOBHOIO
Service Continuity Plans again. LleHTpa AaHHbIX, U BOCCTAHOBIEHNE
BO3MOXHOCTM CHOBa 3a[leCTBOBaTb
lMnaH obecneyeHus
HenpepbiBHOCTU UT-ycnyr.
Review 0630p An evaluation of a Change, OueHka pesynbtaToB VameHeHus,

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 Post Implementation Review.

Mpobnewmel, Mpouecca, MNMpoekTa n
T.n. OB30pbl YacCTO BbLIMOJSHSAOTCA
Ha npegonpeaeneHHbIX aTanax
XKusHeHHoro umkna, n B
0COoBeHHOCTH nocne 3akpbITus.
3apgava O630opa - yaocToBepuThCS,
YTO ObINM NOMy4YeHbl BCE
PesynbTathl, 1 onpeaenutb
BO3MOXHOCTW NS yNyyLIEHUS.

CwmoTtpu Takke O630p pe3ynbTaTtoB
BHELPEHWS.
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Rights MpaBa (Service Operation) (dkcnnyaTtauuma ycnyr) Habop
Entitlements, or permissions, NOSIHOMOYMI, UNN paspeLLEHN,
granted to a User or Role. For NpUCBOEHHBbIX lNonb3oBaTento nnu
example the Right to modify Ponwn. Hanpuwmep, NpaBa Ha
particular data, or to authorize a N3MeHeHve onpegeneHHbIX JaHHbIX
Change. M Ha aBTopusaumio IsmeHeHns.

Risk Puck A possible Event that could cause | BoamoxHoe CobbITne, KoTopoe

harm or loss, or affect the ability MOXET HaHEeCTW YPOH UIu noTepu,
to achieve Objectives. A Risk is N1 BO3OENCTBOBATb Ha
measured by the probability of a aocTtukeHne Lienen. Puck

Threat, the Vulnerability of the n3mMepsaeTCcs BEPOSATHOCTLIO Yrpo3bl,
Asset to that Threat, and the Yas3sumocTbio AKTBa No

Impact it would have if it OTHOLLIEHUIO K 3TOM Yrpo3e, 1
occurred. ypoBHeM BrnivsiHus, ecnu ato

cobbiTne npon3onger.

Risk OueHKa pnckoB The initial steps of Risk HavanbHble warun YnpasneHus
Assessment Management. Analysing the puckamun. AHanusnpyeTcs LLEHHOCTb
value of Assets to the business, AxTuBoB ansi busHeca,
identifying Threats to those naeHTUMLmMpytoTca Yrpossl no
Assets, and evaluating how OTHOLLEHMIO K 3TUM AKTMBaMm, U

Vulnerable each Asset is to those | oueHnBaeTcs Ya3BuMocTb AKTUBOB
Threats. Risk Assessment can be | no oTHoLIEHMIO K 3TUM Yrpo3am.
quantitative (based on numerical | OueHka pMckoB MOXET ObITb

data) or qualitative. KonuyecteHHou (6asmpyeTcs Ha
YNCMNOBbIX AaHHbIX) UMK
KayeCcTBEHHOWN.
Risk Ynpaenexue The Process responsible for Mpouecc, OTBETCTBEHHLIN 3a
Management puckamm identifying, assessing and MAOEHTUMMKALMIO, OLIEHKY U
controlling Risks. KOHTpOnb PuckoB.
See Risk Assessment. CwmoTtpu Takke OLeHka pUCKOB.
Role Ponb A set of responsibilities, Activities | Habop oTBeTcTBEHHOCTEN,
and authorities granted to a [lesTenbHOCTEN U NONTHOMOYUNA,

person or team. A Role is defined | npMCBOEHHbIX COTPYAHWKY Wi
in a Process. One person or team | komaHge. Ponb onpegensietcs B

may have multiple Roles, for Mpouecce. OQuH COTPYOHUK UK
example the Roles of KOMaHZa MOXeT MMETb (BbIMOSHATD)
Configuration Manager and MHoro Ponein. Hanpumep, Ponn
Change Manager may be carried | MeHepxepa KoHdurypauuin n

out by a single person. MeHenxepa VIameHeHun moryT

BbINOJTHATECA OAHUM COTPYAHUKOM.
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Rollout Pa3sBepTbiBaHme (Service Transition) Synonym (Mpeobpa3zoBaHue ycnyr)
for Deployment. Most often used | CuHoHuM PasBepTbiBaHus.
to refer to complex or phased [oBOMbHO YacTo UCNonb3yeTcs no
Deployments or Deployments to OTHOLLIEHUIO K CINOXHbIM, pasdbutbiMm
multiple locations. no dasam, PaseepTbiBaHusM, a
Takke Kk PasBepTbiBaHMAM B
MHOXECTBEHHbIX TOYKaX.
Root Cause KopHeBas npuunHa | (Service Operation) The (QkcnnyaTtauma ycnyr) OcHoBHas
underlying or original cause of an | unu uctTuHHasa npuynHa ViHumaeHTa
Incident or Problem. unu Mpobnemei.
Root Cause Mounck KopHeBow (Service Operation) An Activity (OkcnnyaTtauusa ycnyr)

Analysis (RCA)

npuyunHel (RCA)

that identifies the Root Cause of
an Incident or Problem. RCA
typically concentrates on IT
Infrastructure failures.

See Service Failure Analysis.

HdeaTenbHOCTb, KOTOPast
naeHTuduumpyet KopHeyto
npuyrHy MHumaeHTa nnm
Mpo6nembl. RCA 06bI4HO
KOHLeHTpupyeTcs Ha Cbosx B UT-

MHDPaCTPYKType.

CwmoTpu Takke AHanns cboes
YCNyTu.

Running Costs OnepauunoHHble Synonym for Operational Costs CuHoHuM OnepaunoHHble 3aTpaTbl
3aTpaThbl

Scalability MacwTabupyemocTts | The ability of an IT Service, CnocobHocTtb UT-ycnyru,
Process, Configuration Item etc. Mpouecca, KoHdurypaunoHHom
to perform its agreed Function €JVHULbI U T.N., BbINOMHATbL CBOKO
when the Workload or Scope paHee cornacoBaHHyto PyHKuuto, B
changes. cnyyae ecnu Pabouvas Harpyska

unu OxBaT N3MEHATCA.
Scope Oxsart The boundary, or extent, to which | 'paHuua, unu pamkn, B KOTOPLIX

a Process, Procedure,
Certification, Contract etc.
applies. For example the Scope
of Change Management may
include all Live IT Services and
related Configuration ltems, the
Scope of an ISO/IEC 20000
Certificate may include all IT
Services delivered out of a
named data centre.

npumeHumsl Npouecc, MNMpoueaypa,
CepTtudukaums, Jorosop u T1.M.
Hanpumep, OxBaTt YnpasneHus
N3MEHEHNSIMWN MOXET BKItoYaTh B
cebs Bce VT-ycnyrn B Pexuvme
NPOMBbILLIIEHHON 3KCMnyaTaumum u
cBA3aHHble KoHuMrypaumoHHbie
eanHuubl; Oxeat CepTudukarta
ISO/IEC 20000 MoxeT BKMo4aTh B
cebs Bce UT-ycnyru,
npegocTaBrnsieMble LLEHTPOM
00paboTKM AaHHbIX.
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Second-line BTopasi nuHus (Service Operation) The second | (Skcnnyataumsa ycnyr) Bropon
Support noaaepxkm level in a hierarchy of Support YpOBEHb B nepapxum lpynn
Groups involved in the resolution | nogaepXku, BOBNEYEHHbIX B
of Incidents and investigation of paspeLueHne NHUnMgeHToB 1
Problems. Each level contains uccnegosaHue Mpobnem. Kaxabin
more specialist skills, or has more | ypoBeHb coaepXuT 6oree onbITHbIX
time or other Resources. cneumanucToB, UMerLmx bonblue
BPEMEHW U npo4mx Pecypcos.
Security BesonacHocTb See Information Security CwmoTpu Takke YnpaBneHue
Management MHpOpMaLMOHHON 6e30MacHOCTbIO
Security YnpasneHue Synonym for Information Security | CuHoHUM YnpaBneHue
Management ©e3onacHoCTbIO Management MHpOpMaLMOHHON 6e30MacHOCTbIO
Security Policy Monutuka Synonym for Information Security | CuHoHuM lMonuTtuka
©esonacHocTn Policy MHpOpMaLMOHHON 6e3onacHoCTK
Separation of Pasgenexve (Service Strategy) An approach | (CtpaTerus ycnyr) lMoaxopn k

Concerns (SoC)

cywHocten (SoC)

to Designing a solution or IT
Service that divides the problem
into pieces that can be solved
independently. This approach
separates "what" is to be done
from "how" it is to be done.

[MpoeKkTMpPOBaHUIO peLLeHnn nnm
UT-ycnyr, koTopbIn pasgenseT
npobnemy Ha OTAenNbHbIE YacTw,
paspellaemMble He3aBNCUMO.
[aHHbin noxog otaensieT "4to"”
OOJMKHO BbITb caenaHo oT Toro,
"kak" 97O JOMMKHO ObITb caenaHo.

Server Cepaep (Service Operation) A computer | (9kcnnyatauua ycnyr) Komnbtotep
that is connected to a network KOTOPbIA CBSA3aH C CETbIO U
and provides software Functions | npegoctaBnsieT nporpaMmmHbie
that are used by other computers. | dyHkUMK, NCNONb3yeMble APYrUMU
KOMMbIOTEPAMM.
Service Ycnyra (Cepsuc) A means of delivering value to Cnocob npenocTaBneHnst LLEHHOCTH

Customers by facilitating
Outcomes Customers want to
achieve without the ownership of
specific Costs and Risks.

3akasuvkam vyepes coaencTene um
B nony4eHun Bbixoaos
(pesynbTaToB Ha BbIXoAge), KOTOPbIX
3aKasuymkmn XoTAT AOCTUYL 6e3
BnageHunst cneumnguyeckumm
3aTtpaTamu n Pruckamu.

[onyckaeTcs ucnonb3oBaHne ans
Ycnyra BapuaHTa nepesoga
CepBuc, ogHaKo AaHHbIA BapuaHT
He pekoMeHOyeTcs K
NCMONb30BaHMIO.
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Definition

[OnpepeneHue]

Service Kputepumn npnemkm (Service Transition) A set of (Mpeob6pasoBaHue ycnyr) Habop
Acceptance ycnyrm (SAC) criteria used to ensure that an IT | kpuTepmeB, ucnonb3yembix ans
Criteria (SAC) Service meets its functionality Toro, 4Tobbl yoeanTecs, uto UT-
and Quality Requirements and ycryra COOTBETCTBYET ee
that the IT Service Provider is YHKLMOHANLHOCTA U
ready to Operate the new IT TpeboBaHusam k KayecTBy, a Takke
Service when it has been yTo MocTaswmk UT-ycnyr rotos
Deployed. OkasbiBaTb HOBYIO UT-ycnyry,
nocne Toro, kak oHa 6bina
PasBepHyTa.
See Acceptance. CwmoTpu Takke lNMpremka.
Service AHanus cTpykTypsbl (Service Strategy) A technique (CtpaTerus ycnyr) TexHuka,
Analytics ycnyrm used in the Assessment of the ucnonb3yemas ansa OueHkn

Business Impact of Incidents.
Service Analytics Models the
dependencies between
Configuration ltems, and the
dependencies of IT Services on
Configuration Items.

Bnunsanus MHumpeHToB Ha busHec.
AHanns CTpyKTypbl yCryru
MOAENMpPYEeT 3aBUCUMOCTUN MEXY
KoHpu1rypaumMoHHbIMY eanHuLamu,
3aBucumoctn UT-ycnyr ot
KoHpu1rypaLmoHHbIX eanHuLL.

Service Asset

AKTMB ycnyrm

Any Capability or Resource of a
Service Provider.

JTio6ass CnocobHocTb unu Pecypc
MocTaBLwumka ycnyr.

See Asset. CmoTpun Takke AKTUB.
Service Asset YnpaBneHue (Service Transition) The (Mpeobpa3oBaHue ycnyr)
and aKTMBamu u Process responsible for both Mpouecc, OTBETCTBEHHbIV 3a
Configuration KOHdUrypauusamm Configuration Management and YnpasneHue KoHurypauusamm un
Management (SACM) Asset Management. YnpaBneHue aktMBamu.
(SACM)
Service YnpasneHue (Service Design) (Continual (MpoekTupoBaHue ycnyr)
Capacity MoLUHoCTSMU yenyrn | Service Improvement) The (MocTosiHHOE ynyulleHune ycnyr)
Management (SCM) Activity responsible for [deaTenbHOCTb, OTBETCTBEHHAas 3a
(SCM) understanding the Performance noHnmaxue Npons3BoanTeENsHOCTU U

and Capacity of IT Services. 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 Business Capacity
Management, Component
Capacity Management.

MowwHoctn UT-ycnyr. Pecypcsl,
ucnonb3yemble kaxaon NT-ycnyrown,
W NponnIM NCnonbL30BaHUA
HakannMBalTCH, (PUKCUPYIOTCA U
aHanuaupyTcsa ang
ucnonb3oBaHug B NnaHe
obecneyeHnss MOLLIHOCTEN.

CmoTpu Takke YnpasneHue
MOLLHOCTsIMM Bu3Heca, YnpaBneHue
MoLuHocTamu KE.
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[OnpepeneHue]

Service Katanor ycnyr (Service Design) A database or | (MpoekTupoBaHue ycnyr) basa
Catalogue structured Document with OaHHbIX UM CTPYKTYPUPOBAHHbIN
information about all Live IT [okymeHT, coagepxaLiun
Services, including those MHpopmaumto 060 Bcex UT-ycnyrax
available for Deployment. The B Pexvime npoMblILLeHHON
Service Catalogue is the only part | akcnnyaTtauun, Bkntovas e NT-
of the Service Portfolio published | ycnyru, koTopble QOCTYNHbI ANd
to Customers, and is used to PasBepTbiBaHuA. Katanor ycnyr -
support the sale and delivery of eavHCcTBeHHas vacTb MopTtdens
IT Services. The Service ycnyr, kotopas nybnukyeTtcs ans
Catalogue includes information 3akasumKoB U ncrnonb3yeTcs ansi
about deliverables, prices, noaaepXXkn npogax u
contact points, ordering and npepoctasnenns UT-ycnyr.
request Processes. KaTanor ycnyr BkrntoyaeT B cebs
MHOpMaLMIO O pe3ynbTaTax,
LileHax, TOYKax KOHTaKTa,
Mpoueccax BbINONHEHUSA 3aKa30B U
3anpocos.
See Contract Portfolio. CwmoTpu Takke MNopTdens
[AOroBOpPOB.
Service YnpasneHue Synonym for IT Service CviHOHMM YnpaBneHue
Continuity HenpepbIBHOCTbIO Continuity Management. HenpepbiBHOCTLIO N T-ycnyr.
Management ycnyr

Service Contract

[oroBop Ha
oKasaHue ycnyr

(Service Strategy) A Contract to
deliver one or more IT Services.
The term Service Contract is also
used to mean any Agreement to
deliver IT Services, whether this
is a legal Contract or an SLA.

See Contract Portfolio.

(Ctpaterus ycnyr) [JoroBop
npeaocTaBneHns OgHOro Unu
Heckonbkux U T-ycnyr. TepmuH
[oroBop Ha okasaHue ycrnyr Takke
ucnonb3yeTtcsa Ans obo3HaveHust
noboro CornawieHus o
npegoctasneHun UT-ycnyr,
HEe3aBMCMMO OT TOro, UMEET NN 3TOT
[oroBop topuan4eckyto cuny nnm
ato SLA.

CwmoTtpu Takke lNopTdens
[OroBOpPOB.

Service Culture

KnuneHto-
OPUEHTUPOBAHHOCTb

A Customer oriented Culture. The
major Objectives of a Service
Culture are Customer satisfaction
and helping the Customer to
achieve their Business
Objectives.

KynbTypa, opmeHTMpoBaHHas Ha
3akas4umka. OcHoBHOM Llenbto
KnueHTo-0pneHTpoBaHHOCTM
ABMNSIETCH YOOBNETBOPEHHOCTb
3akasuvka n cogencrTene 3akasumky
B AOCTWXeHnn ero busnec-uenen.
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[OnpepeneHue]

Service Design MpoekTnpoBaHne (Service Design) A stage in the (MpoekTnpoBaHue ycnyr) OgHa 13
ycnyr Lifecycle of an IT Service. ctagu XXusHeHHoro uukna UT-
Service Design includes a ycnyru. [NpoektuposaHue ycnyr
number of Processes and BKMo4aeT B cebs psag MNMpoueccos m
Functions and is the title of one of | ®yHkunin, a Takke crnyxuT
the Core ITIL publications. HasBaHMeM oHOM 13 6a3oBbIX
ny6nukauun ITIL.
See Design. CwmoTpu Takke NpoekTnpoBaHue.
Service Design MpoekTHas (Service Design) Document(s) (MpoekTupoBaHue ycnyr)
Package OOKyMeHTauus defining all aspects of an IT [okymeHT(bl), onpeaenstownin Bce
ycnyrm Service and its Requirements acnekTbl T-ycnyrmn n TpeboBaHun K

through each stage of its
Lifecycle. A Service Design
Package is produced for each
new IT Service, major Change, or
IT Service Retirement.

Hewn Ha kaxaon ctagmumn XXU3HEHHOro
uukna. NpoekTHasa AoKyMeHTauus
ycnyru paspabarbiBaeTcsa s
Kaxgon Hoeoun UT-ycnyru, BaxxHOro
M3meHeHust unu ans BeiBoga 13
akcnnyataumm UT-ycnyrun.

Service Desk

Cnyx6a Service
Desk

(Service Operation) The Single
Point of Contact between the
Service Provider and the Users.
A typical Service Desk manages
Incidents and Service Requests,
and also handles communication
with the Users.

(9kcnnyartauus ycnyr) EgvHas
TOYKa KOHTaKTa Mexay
MocTaBLUMKOM yCnyr u
Monb3oBaTtenamu. TunuyHas
Cnyxba Service Desk ynpaensiet
MHumaoeHTamm, 3anpocamu Ha
obcnyxuBaHue, a TaKkke
B3aMMOJENCTBYET C
lMonb3oBaTenamu.

Service Failure
Analysis (SFA)

AHanns cboes
ycnyrm (SFA)

(Service Design) An Activity that
identifies underlying causes of
one or more IT Service
interruptions. SFA identifies
opportunities to improve the IT
Service Provider's Processes and
tools, and not just the IT
Infrastructure. SFA is a time
constrained, project-like activity,
rather than an ongoing process of
analysis.

See Root Cause Analysis.

(MpoekTnpoBaHue ycnyr)
[eaTtenbHOCTb, KOTOpasi
naeHTUmumnpyeT NpuYMHy 0gHOro
unu 6ornee nepepbiBoB B AT-
ycnyre. SFA nageHtuduumpyet
BO3MOXHOCTM A5 yNyYyLleHns
Mpoueccel MNMocTaBwmka UT-ycnyr n
WHCTPYMEHTOB, a He Tornbko T-
uHdpacTpykTypbl. SFA - ckopee
OrpaHuYeHHas BO BpeMeHM,
NpoeKTHas AeATENbHOCTb, a He
NOCTOSAHHbLIN aHaNUTUYECKNI
npovecc.

CwmoTpu Takke Nonck KopHeBOW
MPUYUHDI.
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[TepmuH]

Definition

[OnpepeneHue]

System (SKMS)

ycnyram (SKMS)

information. The SKMS includes
the Configuration Management
System, as well as other tools
and databases. The SKMS
stores, manages, updates, and
presents all information that an IT
Service Provider needs to
manage the full Lifecycle of IT
Services.

Service Hours Bpems (Service Design) (Continual (MpoekTupoBaHue ycnyr)
npeaocTaBneHns Service Improvement) An (MocTosiHHOE ynyulleHue ycnyr)
ycnyrv agreed time period when a CornacoBaHHbIN Nepunos BpeMEHH,

particular IT Service should be Korga otaensHas UT-ycnyra

Available. For example, "Monday- | gomkHa 6biTb JocTynHa.

Friday 08:00 to 17:00 except Hanpuwmep, "lMNoHenenbHUK-

public holidays". Service Hours MatHuua, ¢ 08:00 go 17:00

should be defined in a Service ucknovas opuumnanoHble

Level Agreement. npasgHuyHble gHn". Bpems
NpeaoCTaBneHnst YCryru OSMKHO
ObITb onpeaeneHo B CornaweHve
06 ypoBHe ycnyr.

Service MnaH (Continual Service (MocTosiHHOe ynyuleHue ycnyr)

Improvement coBeplueHcTBoBaHM | Improvement) A formal Plan to dopmanbHbIv [naH ansa BHegpeHnst

Plan (SIP) a yenyr (SIP) implement improvements to a ynydweHui B lMNpouecce unm UT-

Process or IT Service. ycnyre.

Service Cucrema (Service Transition) A set of (Mpeo6pasoBaHue ycnyr) Habop

Knowledge yrnpasneHus tools and databases that are WHCTPYMEHTOB 1 6a3 AaHHbIX,

Management 3HaHUAMMU No used to manage knowledge and KOTOpblE NCMOMb3YHTCA ASIA

ynpaBreHns 3HaHNSMU U
uHdpopmaumen. SKMS BkntovaeT
Cwuctemy ynpaBneHus
KOHpUrypaumsimu, Takke Kak u
OPYron NHCTpyMeHTapun n 6asbl
AaHHbIX. SKMS coxpaHserT,
ynpaBnsieT, oOOHOBNSAET, 1
npeacTaBnsieT BCO MHopMaLumio,
KoTopasi Heobxoguma MocTaBLUMKY
UT-ycnyr ansa ynpasneHus NoSiHbIM
YKnsHeHHbIM umkniom UT-yenyr.

Service Level

YpoBeHb ycrnyru

Measured and reported
achievement against one or more
Service Level Targets. The term
Service Level is sometimes used
informally to mean Service Level
Target.

M3mepeHHble 1 onyGnnkoBaHHbIe
OOCTUIHYTblE 3HAYeHUs No
OTHOLLUEHMIO K OQHOMY MK
Heckonbkum Llenesbim
nokasaTensm ypoBHS YCIyru.
TepmuH YpoBeHb ycryrn nHorga
HeoumumanbHO ncnonb3dyeTcsa Ans
o6o3HayeHus Llenesoro
rnokasaTtens ypoBHS1 yCIyru.
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Service Level

CornaweHue o6

(Service Design) (Continual

(MpoekTnpoBaHue ycnyr)

Agreement ypoBHe ycnyr (SLA) | Service Improvement) An (MocTosiHHOE ynyulleHue ycnyr)
(SLA) Agreement between an IT Cornawenne mexay NocTtaBLumkom
Service Provider and a Customer. | UT-ycnyr n 3akaszumkom. SLA
The SLA describes the IT onuceiBaeT NT-ycniyry,
Service, documents Service OOKyMeHTMpyeT Llenesble
Level Targets, and specifies the nokasaTenun ypoBHS YCryru,
responsibilities of the IT Service yKa3blBaeT 30Hbl OTBETCTBEHHOCTY
Provider and the Customer. A cTopoH: MoctaBwwmka UT-ycnyr n
single SLA may cover multiple IT | 3akasuuka. OgnH SLA moxeT
Services or multiple Customers. pacnpoCTPaHATLCHA Ha MHOXECTBO
NT-ycnyr nnu MHOXecTBo
3akasuuKoB.
See Operational Level CwmoTpu Takke CornallueHve
Agreement. onepauynoHHOro YpOoBHS.
Service Level YnpasneHue (Service Design) (Continual (MpoekTupoBaHue ycnyr)

Management
(SLM)

YPOBHEM ycnyr
(SLM)

Service Improvement) The
Process responsible for
negotiating Service Level
Agreements, and ensuring that
these are met. SLM is
responsible for ensuring that all
IT Service Management
Processes, Operational Level
Agreements, and Underpinning
Contracts, are appropriate for the
agreed Service Level Targets.
SLM monitors and reports on
Service Levels, and holds regular
Customer reviews.

(MocTosiHHOE ynyuleHue ycnyr)
Mpouecc, oTBETCTBEHHbIN 3a
obcyxaenne CornaweHun ob
YPOBHE yCryr, 1 rapaHTUpPYOLNA NX
BbINoNHeHne. SLM oTBeTCTBEHEH 3a
T0, yuTO lNpouecchl Ynpasnerus NT-
ycnyramu, CornaiieHums
onepaumoHHOro ypoBHs U BHelwHne
JOroBopbl OyayT COOTBETCTBOBATh
cornacoBaHHbIM Llenesbiv
nokasaTtensam yposHs ycrnyrn. SLM
OTCNEeXMBaEeT U OTYUTLIBAETCS MO
YPOBHSIM yCNnyr, BbINOSHSET
perynsipHele O630pbl AN
3aKka34mnKoB.

Service Level
Package (SLP)

MakeT ypoBHen
yenyr (SLP)

(Service Strategy) A defined
level of Utility and Warranty for a
particular Service Package. Each
SLP is designed to meet the
needs of a particular Pattern of
Business Activity.

See Line of Service.

(Ctpaternsa ycnyr) OnpegeneHHblii
ypoBeHb [lonesHoctu n MapaHTum
ang otaensHoro MNakeTa ycnyru.
Kaxgbin SLP paspabaTtbiBaetcs
ans peanusaumm notpebHocTemn
otaensHoro MNpoduns 6usHec-
OeATenbHOCTH.

CwmoTpu Takke JInHenka ycnyr.
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[TepmuH] Definition [OnpeneneHue]
Service Level TpebosaHue k (Service Design) (Continual (MpoekTupoBaHue ycnyr)
Requirement ypoBHto ycnyr (SLR) | Service Improvement) A (MocTosiHHOE ynyulleHune ycnyr)
(SLR) Customer Requirement for an TpeboBaHne 3akasunka k UT-
aspect of an IT Service. SLRs are | ycnyre. SLR(bI) 6a3upytotcs Ha
based on Business Objectives BusHec-Lensax u ucnonb3ytoTes Ans
and are used to negotiate agreed | neperoBopoB u cornacoBaHus
Service Level Targets. LleneBbIx NnokasaTenen ypoBHS
YCNyru.
Service Level Lleneson (Service Design) (Continual (MpoekTupoBaHue ycnyr)
Target nokasatenb ypoBHs | Service Improvement) A (MocTosiHHOE ynyulleHue ycnyr)
ycnyrm commitment that is documented O6sa3aTenbcTBa, 3aUKCUPOBAHHbIE
in a Service Level Agreement. B CornaweHunn o6 ypoBHe yCnyr.
Service Level Targets are based LleneBble nokasatenu ypoBHA
on Service Level Requirements, YCIyr1 OCHOBbIBAKOTCS Ha
and are needed to ensure that TpeboBaHUAX K YPOBHIO yCyr n
the IT Service design is Fit for HY>XHbI Ans obecneyeHns Toro,
Purpose. Service Level Targets yTobbl NT-ycnyra CootBeTcTBOBanNa
should be SMART, and are Ha3HayeHuto. Lienesble nokasaTtenu
usually based on KPlIs. YPOBHSI YCINyrv AOIMKHbI ObITb
SMART 1 06bI4HO OCHOBaHbI Ha
KPIs.
Service Bpems nnaxnosown (Service Operation) The (SkcnnyaTauus ycnyr)
Maintenance HeJOoCTYNHOCTH expected time that a Oxvagaemoe Bpems, B Te4eHUn
Objective ycnyrm Configuration Item will be koTtoporo KoHdpurypaumoHHas
unavailable due to planned eguHuua 6yaeTt HeQoCTyMHa B
maintenance Activity. CBAA3N ¢ [leATenbHOCTbLIO No
nnaHoBOMY 06CMYXXMBaHUIO.
Service YnpaBsneHue Service Management is a set of YnpaeneHue ycnyramu - 910
Management ycnyramm specialized organizational MHOXeCTBO crneLmann3npoBaHHbIX
capabilities for providing value to | opraHM3aUVOHHbBIX BO3MOXHOCTEN
customers in the form of services. | ans npegocraBneHnss LEHHOCTH
3akasuvkam B hopme Ycnyr.
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Service YKN3HEHHbIN LUK An approach to IT Service Moaxon B YnpaeneHun UT-
Management yrnpasneHus Management that emphasizes ycrnyramu, npugatoLmi ocoboe
Lifecycle ycrnyramm the importance of coordination 3Ha4yeHne BaXXHOCTM KOOpANHAaLMM U
and Control across the various KoHTpons Yyepes pasfnnyHble
Functions, Processes, and OyHkumK, Mpoueccol, 1 Cuctems,
Systems necessary to manage HeobxoauMmble Ans ynpaBneHus
the full Lifecycle of IT Services. nonHbiM YKnsHeHHbIM Luknom UT-
The Service Management ycnyr. Noaxon Ha ocHoBe
Lifecycle approach considers the | »KusHeHHOro ymkna ynpasneHus
Strategy, Design, Transition, ycnyramu BkntoyaeT CtpaTterus,
Operation and Continuous lMpoekTnpoBaHue,
Improvement of IT Services. MpeobpasoBaHue, Akcnnyatauus u
HenpepbiBHOe yrny4yweHve UT-
yCnyr.
Service MeHepxep ycnyru A manager who is responsible for | MeHemxep, OTBETCTBEHHBIN 3a
Manager managing the end-to-end ynpasrieHne CKBO3HOro
Lifecycle of one or more IT YKM3HEHHOrO LUMKna OgHOro Unm
Services. The term Service Heckonbkux UT-ycnyr. TepmuH
Manager is also used to mean MeHemxep ycnyru Takke
any manager within the IT ucnonb3yeTcs Ans 0603HavYeHnst
Service Provider. Most noboro MmeHegxepa BHyTpU
commonly used to refer to a MocTtaBwwka UT-ycnyr. Hanbonee
Business Relationship Manager, 4acTOo MCMNONb3yeTCs B OTHOLEHUN
a Process Manager, an Account MeHepxepa no
Manager or a senior manager B3aUMOOTHOLLEHMAM C BuaHecom,
with responsibility for IT Services | MeHemxepa npouecca, MeHeaxepa
overall. no paboTe ¢ 3akazynkamu unm
BbICLLEro MeHePKMEHTa, KOTOpbI
oTBevaet 3a UT-ycnyru B Lenom.
Service Okcnnyataums ycnyr | (Service Operation) A stage in (Okcnnyartauusa ycnyr) OgHa us
Operation the Lifecycle of an IT Service. ctagunn XXnsHeHHoro umkna NT-

Service Operation includes a
number of Processes and
Functions and is the title of one of
the Core ITIL publications.

See Operation.

ycnyr. Skcnnyartaums ycnyr
BKItovaeT B ceba psag MNpoueccos n
DYHKLMI, a TaKKe CAYXUT
Ha3BaHMEM O4HOWN N3 6a3oBbIX
nyonukauun ITIL.

CwmoTpu Takke Jkcnnyarauusi.

Service Owner

Bnapgenev ycnyrm

(Continual Service
Improvement) A Role which is
accountable for the delivery of a
specific IT Service.

(MocTosiHHOE yny4lieHne ycnyr)
Ponb, koTopas oTBeyaeT 3a
npegocTasneHne KoHkpeTHon UT-
yCnyru.
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[TepmuH] Definition [OnpeneneHue]
Service MakeT ycnyrn (Service Strategy) A detailed (CtpaTerus ycnyr)
Package description of an IT Service that HetannsnpoBaHHoe onucaHne UT-
is available to be delivered to ycnyru, AOCTYNHOW AN
Customers. A Service Package npegocTaBneHns 3akasynkam.
includes a Service Level Package | MNakeT ycnyru Bkntoyaet NakeT
and one or more Core Services YPOBHEW YCIyr, O4WUH Unn
and Supporting Services. Heckonbko ba3oBbix ycnyr, a Takke

BcnomoraTtenbHble ycnyru.

Service Pipeline | Ycnyrm "B (Service Strategy) A database or | (CtpaTernsa ycnyr) basa nnu
paspaboTke" structured Document listing all IT | cTpykTyppoBaHHbIN [JOKyMEHT,
Services that are under nepeuncnsaowmnn sce UT-ycnyru,
consideration or Development, HaxoAsLWMeCs Ha pacCMOTPEHUN
but are not yet available to unu B PaspaboTke, HO eLle He
Customers. The Service Pipeline | goctynHble 3akasumkam. Ycnyrm "B
provides a Business view of pa3paboTke" npeacTaBnsAlT TOUKY

possible future IT Services and is | 3peHusi busHeca Ha

part of the Service Portfolio which | noTeHunaneHble UT-ycnyrm n

is not normally published to aBnsAeTcs Ton vyactbto MNMopTdhens
Customers. ycnyr, kotopasi 06bI4HO He
AEMOHCTpUpYeTCs 3akasymkam.

Service Portfolio | MNMopTtdens ycnyr (Service Strategy) The complete | (CtpaTernsa ycnyr) [NonHbin Habop
set of Services that are managed | Ycnyr, KoTopble ynpaBnsawTca
by a Service Provider. The MocTaBsLmkom ycnyr. MNMoptdens
Service Portfolio is used to ycnyr ucrnonesyeTcsa ans
manage the entire Lifecycle of all | ynpaBneHuns nonHbiM XXnsHeHHbIM
Services, and includes three LIMKITOM BCEX YCNyr v BKIloYaeT Tpu
Categories: Service Pipeline Kateropuu: Ycnyru "B paspaboTtke"”
(proposed or in Development); (npegnaraemblie nnun B
Service Catalogue (Live or PaspaboTtke); Katanor ycnyr
available for Deployment); and (PexvM NpoMBbILLIIIEHHOW
Retired Services. aKcnyataumm unu AoCTynHble Ans

PasBepTbiBaHusA); a Takke Ycnyru,
BbiBeAeHHble 13 akcnnyaTaumm.

See Service Portfolio CwmoTpu Takke YnpasneHue
Management, Contract Portfolio. noptdenem ycnyr, lNoptdens
OOroBOPOB.
Service Portfolio | YnpaeneHue (Service Strategy) The Process | (CtpaTtermsa ycnyr) Npouecc,
Management noptdgenem ycnyr responsible for managing the OTBETCTBEHHbIN 3a ynpaBreHue
(SPM) Service Portfolio. Service MopTdhenem ycnyr. YnpasneHve

Portfolio Management considers | noptdenem ycnyr paccmatpvsaeT
Services in terms of the Business | Ycnyrn B TepMuHax

value that they provide. npegocTaBnNAaemMon LLeHHOCTH Ans
BusHeca.
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Service
Potential

BoamoxxHocTn
nocTaBLUuKa ycnyr

(Service Strategy) The total
possible value of the overall
Capabilities and Resources of the
IT Service Provider.

(Ctpaternsa ycnyr) CymmapHo
BO3MOXHas LLleHHOCTb BCEX
CnocobHocTel n Pecypcos
MocTaswmka NT-ycnyr.

Service Provider

MocTaBLuK ycnyr

(Service Strategy) An
Organisation supplying Services
to one or more Internal
Customers or External
Customers. Service Provider is
often used as an abbreviation for
IT Service Provider.

See Type | Service Provider,
Type Il Service Provider, Type Il
Service Provider.

(Ctpaterus ycnyr) OpraHusauus,
nocraenstoLwias Ycnyru ogHOMyY Unm
HECKOIbKUM BHYTpeHHUM
3aKkas34ymkam unu BHelwHum
3akas4ymkam. [NocTaBLyuk ycnyr
4YacTo UCMONb3YeTCs Kak
cokpatueHue ot MNoctaBwmk UT-
yCnyr.

CwmoTpu Takke Tun | nocTtaBLUMKOB
ycnyr, Tvn |l nocTaBLmKoB ycnyr,
Twvn |l nocTaBLLMKOB yCRyr.

Service Provider
Interface (SPI)

UHTepdenc
nocTasLyuKa ycryr
(SPI)

(Service Strategy) An interface
between the IT Service Provider
and a User, Customer, Business
Process, or a Supplier. Analysis
of Service Provider Interfaces
helps to coordinate end-to-end
management of IT Services.

(Ctparterus ycnyr) ViHtepdeic
mexay NMocTtaswmkom UT-yenyr n
Monb3oBaTenem, 3akazynkom,
BusHec-npoueccom, unm
MocTaBwmkom. AHann3
WHTepdbericoB nocTaBLymka ycnyr
nomoraeT KOOpAUHMPOBaTb
CKBO3HoOe ynpasnexue UT-

ycnyramu.
Service Ontummnsauus (Service Strategy) Analysing the | (CtpaTerns ycnyr) AHanu3
Provisioning npegocrasneHns finances and constraints of an IT | duHaHcoB n orpaHudeHun UT-
Optimization ycnyr (SPO) Service to decide if alternative ycrnyru ons npUHATUS peLleHus B
(SPO) approaches to Service delivery cny4vae, ecnv anbTepHaTUBHbIN
might reduce Costs or improve noaxop K npegocTaBneHnto Ycnyrm
Quality. MOXeT YMeHbLUNTL 3aTpaTtbl Unu
ynyywmnTb KavecTso.
Service dopmupoBaHue u (Continual Service (MocTosiHHOE ynyulieHue ycnyr)
Reporting npegocrasreHve Improvement) The Process Mpouecc, oTBevatownin 3a
OTYETHOCTU NO responsible for producing and NPOW3BOACTBO U NpeacTaBneHne
ycnyram delivering reports of achievement | oTyeTHOCTM O pe3ynbTaTax u

and trends against Service
Levels. Service Reporting should
agree the format, content and
frequency of reports with
Customers.

TEeHAEHUMSIX N0 YPOBHSM YCHyT.
dopmupoBaHue 1 NpeaocTaBneHne
OTYETHOCTU MO yCryram AOMKHbI
cornacoeaTb hopmMaT, cogepxaHue
M 4acTOTYy OTYETOB C 3aKa34MKOM.
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Service Request

3anpoc Ha
obcnyxusaHme

(Service Operation) A request
from a User for information, or
advice, or for a Standard Change
or for Access to an IT Service.
For example to reset a password,
or to provide standard IT Services
for a new User. Service Requests
are usually handled by a Service
Desk, and do not require an RFC
to be submitted.

See Request Fulfilment.

(OkcnnyaTtauusa ycnyr) 3anpoc
Monb3oBaTens Ha nHdopmauuto,
UINK KOHCYNbTaLUMIo, UNn Ha
CraHpgapTHoe nameHeHve, [loctyn K
UT-ycnyre. Hanpumep, cbpocuTb
naporb Unn NpefocTaBnUTb
ctaHgapTHble UT-ycnyrm ans
HoBoro Nonb3oBaTtens. 3anpockl Ha
obcnyxmBaHve 06bIYHO
oTpabaTbiBatoTca Cnyx6on Service
Desk 1 He TpebytoT ocbopmneHus
RFC.

CmoTpu Takke YnpasneHve
3anpocamu Ha obcnyxmBaHue.

Service
Sourcing

Crtparerus no
BbIOOpY
MOCTaBLLMKOB yCryr

(Service Strategy) The Strategy
and approach for deciding
whether to provide a Service
internally or to Outsource it to an
External Service Provider.
Service Sourcing also means the
execution of this Strategy.

Service Sourcing includes:

e Internal Sourcing -
Internal or Shared Services using
Type | or Type Il Service
Providers.

e Traditional Sourcing -
Full Service Outsourcing using a
Type Il Service Provider.

¢  Multivendor Sourcing -
Prime, Consortium or Selective
Outsourcing using Type Il
Service Providers.

(Ctpaternsa ycnyr) Ctparterus n
NOAXOA K MPUHSITUIO peLLeHus],
npegocraBndatb Ycnyry
BHYTPEHHUMU CUNAMU UK
BOCMONb30BaTbCA AYyTCOPCUHIOM OT
BHeluHero nocrasLmka ycnyr.
Crpaterus no Bbidopy
NMOCTaBLUMKOB YCNyr TaKkke
O3Ha4aeT BbINOMHEHWE JaHHOW
Crpaterus.

CtpaTterusi no Belbopy
MOCTaBLLMKOB YCIyr BKMOYaET:

e  WNHcopcuHr, BHyTpeHHuin
COPCUHT - BHyTpeHHue nnu Obwme
Yenyru, ncnonb3sys Type | unu Tun
[l nocTaBLLMKOB yCnyr.

e  TpaguumoHHbIn Tun
06CnyXMBaHUA - MOSHbIN
AyTCcopcuHr Ycnyr, ncnonbaysa Tvn
[l nocTaBLLMKOB yCIyr.

o MynbTvBEeHAOPHbLIN Tun
obcnyxuBaHug - Nparim,
KoHcopunym unu N3bmpatenbHbin
AyTcopcuHr, ncnonbaysa Tun i
NOCTaBLLMKOB YCIyT.
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Service Strategy

Crtparerus ycnyr

(Service Strategy) The title of
one of the Core ITIL publications.
Service Strategy establishes an
overall Strategy for IT Services
and for IT Service Management.

(Ctpaternsa ycnyr) HaseaHne
oaHou u3 6a3oBbIx Nybnukaumi
ITIL. CTpaTeruns ycnyr onpegenset
BceobLwyto CtpaTermo ansa UT-
ycnyr u ana yYnpasnexusa AT-
ycnyramu.

Service
Transition

Mpeobpa3soBaHne
ycnyr

(Service Transition) A stage in
the Lifecycle of an IT Service.
Service Transition includes a
number of Processes and
Functions and is the title of one of
the Core ITIL publications.

See Transition.

(MpeobpasoBanue ycnyr) OgHa n3
ctagun XXusHeHHoro umkna UT-
ycnyru. MNpeobpasoBaHne ycnyr
BKMo4aeT B cebs psaa MNMpoueccos n
DYHKUMI, @ TakkKe CryXuT
Ha3BaHWeM ogHoN 13 6a30BbIX
ny6nukauun ITIL.

CwmoTpu Takxe MNpeobpasosaHue.

Service Utility

MonesHocTb ycnyru

(Service Strategy) The
Functionality of an IT Service
from the Customer's perspective.
The Business value of an IT
Service is created by the
combination of Service Utility
(what the Service does) and
Service Warranty (how well it
does it).

(CtpaTterus ycnyr)
DyHKLMoHanbHocTb NT-ycnyru ¢
TOYKM 3peHns 3akasuumka. LieHHoCcTb
UT-ycnyrun ana busHeca cosgaeTtcs
yepes3 obbeamHeHwne MonesHocTn
ycnyru (410 Yenyra genaet) u
MapaHTum ycnyrn (HacKonbKo
KayeCTBEHHO 3TO AenaeTcs).

See Utility. CwmoTpu Takke NonesHocTb.
Service MoaTteepxaeHve n (Service Transition) The (Mpeobpa3oBaHue ycnyr)
Validation and TecTtupoBaHue ycnyr | Process responsible for Mpouecc, OTBETCTBEHHbIV 3a
Testing Validation and Testing of a new MoaTtBepxaeHue n TecTupoBaHue
or Changed IT Service. Service HoBOW unu MameHeHHon UT-ycnyru.
Validation and Testing ensures MoaTBepxaeHue n TecTMpoBaHme
that the IT Service matches its ycnyr yaoctoBepsieTcs, uto UT-
Design Specification and will ycriyra COOTBETCTBYET ee
meet the needs of the Business. Cneuudukauun NpoekTMpoBaHus u
OyneTt oTBeyaTb NoTpebHOCTAM
BusHeca.
Service OueHka ueHHocTn (Service Strategy) A (CtpaTerunsa ycnyr) ViamepeHue
Valuation ycnyrm measurement of the total Cost of | nonHbix 3aTpaTt Ha

delivering an IT Service, and the
total value to the Business of that
IT Service. Service Valuation is
used to help the Business and
the IT Service Provider agree on
the value of the IT Service.

npepoctasnenvne UT-ycnyru un
NOMHON LeHHocTu aton NT-yecnyru
nnsa busHeca. OueHka LeHHOCTH
yCryru Ucnonb3yeTcsi 4Ns Toro,
4YTO6bI NOMOYL BUsHecy n
MocTaBLmky UT-ycnyr npuitu K
cornatueHuio o LeHHoctu UT-
ycnyriu.
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Service MapaHTua ycnyrm (Service Strategy) Assurance (Ctpaternsa ycnyr) YBEpEeHHOCTb B
Warranty that an IT Service will meet ToMm, yTo UT-ycnyra Gyaet otBevaTb

agreed Requirements. This may | cornacoBaHHbiM TpeboBaHusim. 310
be a formal Agreement such as a | moxeT ObITb OhULMansHoe

Service Level Agreement or CornaweHnue, kak CornawieHve o6
Contract, or may be a marketing ypoBHe ycnyr, unu [orosop, a
message or brand image. The TaKke MOXeT ObITb MapPKETUHIOBbIM
Business value of an IT Service is | obelwaHvem nnu obpasom GpeHaa.
created by the combination of LlenHocTtb UT-ycnyrn gns busHeca

Service Utility (what the Service co3paeTcs Yepe3 06begMHeHNe
does) and Service Warranty (how | MNoneaHocTu ycnyrm (4to Ycnyra

well it does it). aenaet) u MapaHtum ycnyrm
(HackonbKO Ka4YeCTBEHHO 3TO
aenaetcs).
See Warranty. CwmoTpu Takke MapaHTus.
Serviceability O6cnyxmMBaemocTb (Service Design) (Continual (MpoekTnpoBaHue ycnyr)
Service Improvement) The (MocTosiHHOE ynyulleHue ycnyr)

ability of a Third Party Supplier to | Cnoco6HocTb NocTaBLmka TpeTben
meet the terms of their Contract. | cTOpoHbI BbINOMHUTL yCNOBMSA
This Contract will include agreed | Jorosopa. 3toT [Jorosop 6yaet

levels of Reliability, BKJTtOMaTb B cebs cornacoBaHHble
Maintainability or Availability for a | ypoBH1 HagexHocTu,
Configuration Item. ConpoBoxgaemocTu nnm

HocTtynHocTn ans
KoHdpumrypaumoHHoOM eanHuLbI.

Shift CmeHa (Service Operation) A group or (OkcnnyaTtauusa ycnyr) pynna nnm
team of people who carry out a KOMaH4a niogen, BbiNonHsawLwas
specific Role for a fixed period of | koHkpeTHyto Ponb B TedeHne

time. For example there could be | dmkcMpoBaHHOro NpoMexyTka

four shifts of IT Operations BpemMeHun. Hanpumep, 310 MOXeT
Control personnel to support an ObITb YEThbIPE CMEHbI NEepcoHana

IT Service that is used 24 hours a | komaHabl KOHTpons onepaunoHHOro
day. ynpasnenus UT, koTopble
HeobxoauMbl 4na noaaepxkkn UT-
ycnyru, ucnonedyemon 24 yaca B
CYTKWN.
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Simulation
modelling

MmMmnTtaumoHHoe
MOAEenMpoBaHne

(Service Design) (Continual
Service Improvement) A
technique that creates a detailed
Model to predict the behaviour of
a Configuration ltem or IT
Service. Simulation Models can
be very accurate but are
expensive and time consuming to
create. A Simulation Model is
often created by using the actual
Configuration ltems 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.

(MpoekTnpoBaHue ycnyr)
(MocTosiHHOE ynyulleHue ycnyr)
MeToauka, cosfatoLasn getanbHyto
Mogenb ¢ uenbto npeackasaHus
nosegeHne KoHdurypaLmoHHom
eanHnuybl nnu UT-yenyrn.
MM1TaumMoHHblE Moaenu MoryT
ObITb peanun3oBaHbl C O4YeHb
BbICOKOM TOYHOCTbIO, HO 3TO JOPOro
1 TpebyeT O0MNbLUINX BPEMEHHbIX
3aTpaT. ViIMuTaumMoHHas mogenb
4YacTo cosfjaeTcs ¢
UCMONb30BaHMEM pearibHbIX
KoHgurypaumoHHbIX eguHUL, HO C
OTJINYHBIMM OT pearbHbIX
Pabourmu Harpyskamu unm
Tpansakunamm. Mogenu
UCMNonb3ykTcs B YNpaBneHue
MOLLLHOCTSIMM, e TOYHbIE
pe3ynbTaTbl OYEHb BaXHbI.
MMnTaumoHHyto mogens nHorga
Ha3bIBaloT 3ahmKCMPOBaHHbLIM
cocTosiHmemM NMpon3BoaANTENBHOCTMY.

Single Point of
Contact

EavHasa Touka
koHTakTa (SPOC)

(Service Operation) Providing a
single consistent way to
communicate with an
Organisation or Business Unit.
For example, a Single Point of
Contact for an IT Service
Provider is usually called a
Service Desk.

(9xcnnyartauus ycnyr)
MpenocTtaBneHne eanHoro
npocToro cnocoba ans odLweHnst ¢
Opranusaumnen unu busHec-
eanHnuen. Hanpuvwep, EanHas
TOYKa KoHTakTa ansa MNMocrasLwmka
WNT-ycnyr obbl4HO Ha3biBaeTCH
Cnyxba Service Desk.

Single Point of
Failure (SPOF)

EovnHas Touka
oTkasa (SPOF)

(Service Design) Any
Configuration Item that can cause
an Incident when it fails, and for
which a Countermeasure has not
been implemented. A SPOF may
be a person, or a step in a
Process or Activity, as well as a
Component of the IT
Infrastructure.

See Failure.

(MpoekTupoBaHue ycnyr) Jliobas
KoHgurypaumoHHasa eanHunua,
KoTOpasi MOXeT ObITb MPUYNHON
MHumaeHTa BO Bpemsi ee 0TKasa, U
AN KOTOPOW HET BHEAPEHHOM
KoHTpmepbl. SPOF moxeT 6biTh
COTPYAHMKOM, UIN LIarom B
Mpouecce nnu [estenbHOCTH,
Takke kak n KomnoHeHTt NT-

MHDPaCTPYKTYpbI.

CwmoTpu Takke Coon.
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SLAM Chart SLA-MoHuTOp (Continual Service (MocTosiHHOe ynyuleHue ycnyr)
Improvement) A Service Level SLA-MoHuTOp ncnoneadyetcsa ons
Agreement Monitoring Chart is obneyeHns HabnoaeHVs 1
used to help monitor and report npefocTaBfneHns OTYETHOCTM O
achievements against Service OOCTUTHYTBIX 3HAaYEHUSAX MO
Level Targets. A SLAM Chart is LleneBbiM nokasatensm ypoBHS
typically colour coded to show ycnyrn. SLA-MoHuTop 06bI4HO
whether each agreed Service nokasblBaeT LIBETOM, Obin nn
Level Target has been met, BbIMOJSIHEH COrNacoBaHHbIN
missed, or nearly missed during LleneBon nokasatenb ypOBHS
each of the previous 12 months. ycnyru, nMbo He BbINOSTHEH, U

630K K HEBBIMONTHEHHOMY, B
TeYeHUn Kaxgoro nx nocnegHunx 12-
TV MecsiLeB.

SMART SMART (Service Design) (Continual (MpoekTupoBaHue ycnyr)
Service Improvement) An (MocTosiHHOE ynyulleHue ycnyr)
acronym for helping to remember | A6GpeBmaTypa ans obneryeHns
that targets in Service Level 3anoMUHaHUA TOro, 4YTo Lenu B
Agreements and Project Plans CornawweHunsix 06 ypoBHe ycnyr u
should be Specific, Measurable, lMnaHax MNpoekToB AOMKHbI ObITh
Achievable, Relevant and Timely. | KoHkpeTHbiMK (Specific),

Namepumbimu (Measurable),
Hoctrwxunmbivn (Achievable),
3Haunmbimu (Relevant) n

CsoeBpemeHHbIMu (Timely).

Snapshot CHuMOK (Service Transition) The current | (Mpeo6pa3oBaHue ycnyr)
state of a Configuration as TekyLuee cocTosHNe
captured by a discovery tool. KoHdpurypaumu, sacumkcmpoBaHHoe

CpeacTBOM (MHCTPYMEHTOM)
obHapyxeHus.
Also used as a synonym for Takke ncnonb3yeTcsa kKak CUHOHUM
Benchmark. 3admkcMpoBaHHOMY COCTOSIHUIO.
See Baseline. CwmoTpun Takke basoBoe cocTosHme.
Source Tun obenyxuBannst | See Service Sourcing. CwmoTtpu Takke Ctparterus no

BbIGOPY NOCTABLLVKOB YCIyT.
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Specification Cneundukaums A formal definition of dopmanbHoe onpegenexHne
Requirements. A Specification Tpebosanui. Cneundmkauns
may be used to define technical MOXeT ObITb MCMONb30BaHa Ans
or Operational Requirements, onpeaeneHnsa TEXHNYECKUX Unm
and may be internal or external. OnepaunoHHbIx TpeboBaHui, a
Many public Standards consist of | Takke MOXeT ObiTb BHYTPEHHEN UK
a Code of Practice and a BHeLWHen. MHorve nybnunyHble
Specification. The Specification CtanpgapTtbl cocTodaT n3 Ceoga
defines the Standard against npakTuk n Cneundurkaumm.
which an Organisation can be Cneuundoukauus onpegensiet
Audited. CrtaHgapT, Ha cooTBETCTBME
koTopomy OpraHunsauust MoxeT
nponTn Ayaur.
Stakeholder BanHTepecoBaHHoe | All people who have an interest in | Bce niogu, 3anHTepecoBaHHble B
nvuo an Organisation, Project, IT OpraHusauuu, Npoekte, UT-ycnyre
Service etc. Stakeholders may be | n 1.n. 3aMHTepecoBaHHbIe NMUa
interested in the Activities, MOryT NPOSBNATL MHTEpPeC K Buaam
targets, Resources, or aeatenbHocTH, uensam, Pecypcam,
Deliverables. Stakeholders may unu PesynbTtatam.
include Customers, Partners, 3anHTepecoBaHHbIMK NLLAMN
employees, shareholders, MOryT 6bITb 3akasuunku, MapTHepbI,
owners, etc. pabOTHMKM, aKLUMOHepHI,
Bnagenbubl, U T.M.
See RACI. CwmoTpu Tarke RACI.
Standard CraHgapT A mandatory Requirement. O6s3aTenbHoe TpeboBaHue.

Examples 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 Standard is
also used to refer to a Code of
Practice or Specification
published by a Standards
Organisation such as ISO or BSI.

See Guideline.

Hanpumep ISO/IEC 20000
(mexgyHapogHbin CtaHgapT),
BHyTpeHHUn CtaHgapT
6e3onacHocTy ansa Unix, unm
npaBuTenbCTBEHHbI CTaHaapT o
TOM, Kaknm 0Opa3oM JOIMKHbI
nogaepuBatbcs oMHaHCOBbIE
3anncn. Tepmud CTaHgapT Takke
ncnonb3yeTtca B oTHoweHun Ceoaa
npakTuk nnu Cneundumkaumm,
nyGnmKyemMbix
CraHgapTuanpytoLlen
OpraHunzaumen, Takon kak 1ISO nnm
BSI.

CwmoTpun Takke PykoBogswumi
OOKYMEHT.
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Standard CraHgapTHoe (Service Transition) A pre- (Mpeobpa3oBaHue ycnyr)
Change N3MeHeHne approved Change that is low MpenaBTOpm3oBaHHoe VI3meHeHue,
Risk, relatively common and C HM3KMM PrckomM, OTHOCUTENBHO
follows a Procedure or Work oObI4HOE U criegyeT Kakon-nnbo
Instruction. For example Mpoueaype unn Pabouen
password reset or provision of MHCTPYKUnn. Hanpmumep, cbpoc
standard equipment to a new napons unu obecnevyeHme HOBOro
employee. RFCs are not required | coTpygHuka ctaHgapTHbIM
to implement a Standard Change, | o6opynosaHnem. RFCs He
and they are logged and tracked | TpebyeTcsa ans BHegpeHus
using a different mechanism, CTtaHOapTHOro U3MEHEHWS!, N OHU
such as a Service Request. 3anuncbiBalOTCA U OTCIIEXMBAIOTCA,
ncnonb3ys Apyrov MexaHu3m, Takom
Kak 3anpoc Ha obcrnyxuBaHue.
See Change Model. CwmoTtpu Takke Mogenb
peanu3aumm U3MeHeHMs.
Standard CraHpapTHble (Service Operation) Procedures | (SkcnnyaTauus ycnyr)
Operating onepaumoHHbIe used by IT Operations Mpouenypsbl, Ucnonb3yemble B
Procedures npouenypel (SOP) Management. YnpaBneHue onepauvoHHOM
(SOP) aedarenbHocTbio UT.
Standby Pe3epBHbiIn (Service Design) Used to refer to | (MpoekTnpoBaHue ycnyr)

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.

Mcnonb3syeTcs B OTHOLLEHUU
Pecypcos, koTopble He
3agencTBoBaHbl B NpeaocTaBneHnm
UT-ycnyr B Pexume
NPOMBILLIIEHHON 3KChnyaTaumm, HO
KOTOpble AOCTYMHbI B Cry4vae
npumMmeHeHus NnaHa obecneveHus
HenpepbiBHOCTM UT-ycnyr.
Hanpumep, Pe3epBHbIl LEHTP
00paboTKM AaHHbIX MOXET
obcnyxmBaTbCsl 418 NOAAEPXKKU
"opsivero pesepBupoBaHus,
Tennoro pesepBrMpoBaHNs UNu
XonogHoro pesepBuUpoBaHUS.

Statement of
requirements
(SOR)

Habop TpeboBaHuin
(SOR)

(Service Design) A Document
containing all Requirements for a
product purchase, or a new or
changed IT Service.

See Terms of Reference.

(MpoekTupoBaHue ycnyr)
[okyMeHT, cogepxalumi Bce
TpeboBaHusi K NPOAYKTY, a Takke
HOBOMY NN n3aMeHeHHoMy UT-
ycnyra.

CwmoTpu Takke TexHudeckoe
3agaHue.
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Status Crartyc The name of a required field in HanmeHoBaHne 06a3aTenbHOro
many types of Record. It shows nons NpakTU4YecKkn BO BCEX TUMAX
the current stage in the Lifecycle | 3anuceir. OHo noka3sbiBaeT
of the associated Configuration TekyLwyto ctagmto KM3HeHHoro
Item, Incident, Problem etc. LiMKra COOTBETCTBYIOLLEN

KoHgurypaumoHHom eauHuLbl,
WHumaeHTa, Mpobnemsbl 1 T.0.

Status Yyért cratycos KE (Service Transition) The Activity | (Mpeobpa3oBaHue ycnyr)

Accounting responsible for recording and [edatenbHOCTb, OTBeYvaloLLas 3a
reporting the Lifecycle of each PUKCUPOBAHNE N3MEHEHWUI N
Configuration Item. OTYETHOCTb O YKN3HEHHOM UMKNe

Kaxkgon KoHdurypaumoHHon
eAMHULbI.

Storage YnpaBsneHue (Service Operation) The (OkcnnyaTtauusa ycnyr) Npouecc,

Management XpaHeHueM faHHbIX | Process responsible for OTBETCTBEHHbIN 3a ynpasreHue
managing the storage and XpaHeHnem n obcnyxmBaHnem
maintenance of data throughout OaHHbIX HA BCEM MPOTSXEHUU UX
its Lifecycle. YKn3HeHHoro umkna.

Strategic Ctparernyeckmn (Service Strategy) The highest (Ctpaterus ycnyr) Boicwunii n3
of three levels of Planning and Tpex ypoBHewn NnaHupoBaHus n
delivery (Strategic, Tactical, npegoctasneHus (Ctparernyeckmn,
Operational). Strategic Activities Taktnyeckun, OnepaumoHHbIN).
include Objective setting and long | CtpaTternyeckne Buabl
term Planning to achieve the [EesATenbHOCTM BKNOYaloT B ceds
overall Vision. ycTaHoBky Llenun n gponrocpoyHoe

lMnaHnpoBaHue Ans OOCTUXEHUS
o6uwero BuaeHus.

Strategy Crtparerus (Service Strategy) A Strategic (CTtpaTerus ycnyr)

Plan designed to achieve defined
Objectives.

Crtpaternyeckun NnaH,
pa3paboTaHHbIA Anst 4OCTUXEHUS]
onpegenexHbix Lienen.
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Super User Knioueson (Service Operation) A User who | (Qkcnnyartauums ycnyr)
nonb3oBaTesb helps other Users, and assists in lNonb3oBaTenb, NoOMorarLmi
communication with the Service apyrum MNMonb3oBatensam, u
Desk or other parts of the IT COOENCTBYIOLLMI UM B OBLLIEHUN CO
Service Provider. Super Users Cnyx6om Service Desk nnu gpyrum
typically provide support for minor | otgenennem Noctaswmka UT-
Incidents and training. ycnyr. KnoyeBble nonb3oBaTtenm
06bI4HO NpeoCcTaBnAT
noadepXxky B criyyae
HeCyLLLeCTBEHHbIX VIHUMAEHTOB 1
TPEHWHIOB.
Supplier MocTaBLUmK (Service Strategy) (Service (CtpaTerus ycnyr)
Design) A Third Party (MpoekTupoBaHue ycnyr) TpeTba
responsible for supplying goods CTOpPOHa, OTBETCTBEHHAsA 3a
or Services that are required to NocTaBKy TOBapoOB UnNu Ycnyr,
deliver IT services. Examples of HeobxoauMbIX Ans
suppliers include commodity npepoctasnenns UT-ycnyr.
hardware and software vendors, MprMepbl NOCTaBLLUMKOB: BEHAOPbI
network and telecom providers, NPOrpaMMHOro 1 annapaTtHoro
and Outsourcing Organisations. obecneyeHus, ceTeBble U
TENeKOMMYHUKaLMOHHbIE
npoBangepsl, a Takke
AyTcopcuHroBblie OpraHmsauuu.
See Underpinning Contract, CwmoTpu Takke BHelwHu goroeop,
Supply Chain. Llenoyka nocTtaBoK.
Supplier and Basa nocTaBLyuKoB (Service Design) A database or | (MpoekTupoBaHue ycnyr) basa
Contract n porosopoB (SCD) | structured Document used to OaHHbIX UM CTPYKTYPUPOBAHHbIN

Database (SCD)

manage Supplier Contracts
throughout their Lifecycle. The
SCD contains key Attributes of all
Contracts with Suppliers, and
should be part of the Service
Knowledge Management System.

[lokyMeHT, ncnosnb3yembin ons
ynpasneHus [Jorosopamu
MocTaBLUMKOB Ha NPOTSKEHUN
Bcero ux YXusHeHHoro umkna. SCD
COAEPXKUT KrtodeBble ATpUOYThI
Bcex [JoroBopoB ¢ MocTaBLimkamu,
1 MoXeT bbITb YacTbto Cuctema
ynpaBneHns 3HaHWsIMK Mo ycryram.

Supplier
Management

YnpaBsneHue
nocTaBLLUKaMU

(Service Design) The Process
responsible for ensuring that all
Contracts with Suppliers support
the needs of the Business, and
that all Suppliers meet their
contractual commitments.

(MpoekTnpoBaHue ycnyr)
Mpouecc, OTBETCTBEHHLIN 3a
obecneyeHune Toro, 4to [JoroBopskl ¢
MocTaBLUMKaMN COOTBETCTBYHOT
TpeboBaHusim buaHeca, n Bce
[MocTaBLUMKN BLIMNONHAOT CBOU
KOHTpakTHble 06s3aTeNbCTRA.
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Supply Chain Lleno4yka nocTtaBok (Service Strategy) The Activities | (CtpaTerus ycnyr) [estensHoctu
in a Value Chain carried out by B Llenoyke gobaBneHns LeHHOCTH,
Suppliers. A Supply Chain BbINonHAemble MNocTasBlwmkamn. B
typically involves multiple Llenoyky noctaBok 06bIYHO
Suppliers, each adding value to BOBNEYEHO MHOXECTBO
the product or Service. lMocTaBLUMKOB, KaXabIN N3 KOTOPbIX
nobaBnsieT UEHHOCTb B NPOAYKT
unu Yenyry.
See Value Network. CwmoTpu Takke MHTerpnpoBaHHas
napTHepckasa ceTb.
Support Group Mpynna noaaepxku (Service Operation) A group of (Okcnnyartauusa ycnyr) pynna

people with technical skills.
Support Groups provide the
Technical Support needed by all
of the IT Service Management
Processes.

See Technical Management.

niogen ¢ onpegeneHHbIMn
TEXHUYECKNMN HaBblkamu. [pynnbl
NOLAEPXKKN BbINOSTHAOT
YnpasneHne TeEXHNYECKON
noaaep»Kkon, HeobxoaMMon BcemM
Mpoueccam YnpasneHus UT-
ycrnyramu.

CmoTpu Takke YnpasneHue
TEeXHUYECKON NoAOEePXKKON.

Support Hours

Bpemsa nogaepxku

(Service Design) (Service
Operation) The times or hours
when support is available to the
Users. Typically this is 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.

(MpoekTupoBaHue ycnyr)
(OkcnnyaTtauusa ycnyr) Nepuog
BPEMEHM MUIK Yackl, korga
nogaepxka 4octynHa ans
Monb3osaTtenein. O6LIYHO 3TO Yackl
pabotbl Cnyx6bl Service Desk.
Bpems nogaepxkn moxeT 6biTb
onpegeneHo B CornaiueHune o6
YPOBHE YCIyr, U MOXET OTNim4aTbCs
oT BpemeHn npegocraBneHuns
ycnyrn. Hanpumep, Bpems
npegocTaBneHns yCcrnyrm MoxeT
ObITb 24 Yyaca B AeHb, a Bpems
nogaepkku npu atom - ¢ 07:00 go
19:00.

Supporting
Service

BcnomoraTtenbHas
ycnyra

(Service Strategy) A Service that
enables or enhances a Core
Service. For example a Directory
Service or a Backup Service.

See Service Package.

(Ctpaterns ycnyr) Ycnyra,
obecneunBatoLas unu
aononHsowas paboty basoson
ycnyru. Hanpumep, Cnyx6a
kaTanoros unu Ycnyra Pe3epBHoOro
KOMMpOoBaHUsI.

CwmoTpu Takke NakeT ycnyru.




ITIL® V3 Glossary Russian Translation v0.92, 30 Apr 2009

[TepmuH]

ITIL® V3 Translation Project

Definition

[OnpepeneHue]

SWOT Analysis | SWOT ananus (Continual Service (MocTosiHHOe ynyuleHue ycnyr)
Improvement) A technique that TexHuKa, KoTopas paccMaTpuBaeT U
reviews and analyses the internal | aHanuanpyeT BHyTpeHHVE
strengths and weaknesses of an npeumMyLlecTsa U HegoCTaTkn
Organisation and the external OpraHunsaumu, 1 BHeLIHNe
opportunities and threats which it | BoamoxxHocTu n Yrposbl. SWOT -
faces SWOT stands for ato MNpenmywectsa (Strengths),
Strengths, Weaknesses, Hepocrtatku (Weaknesses),
Opportunities and Threats. BosamoxHoctn (Opportunities) and

Yrpo3bl (Yrposbl).

System Cuctema A number of related things that Habop cBs3aHHbIX 3N1EMEHTOB,
work together to achieve an paboTaroLmx COBMECTHO AJ1S
overall Objective. For example: AocTumxkeHns oben Lenu.

Hanpumep:
e A computer System e  KomnbtoTepHas Cuctema,
including hardware, software and | Bkntovarowasi annapaTHoe
Applications. obecneyeHune, nporpaMmmMHoe
obecne4veHmne u MNMpunoxeHus.
e A management System, e CwucTtema ynpasneHus,
including multiple Processes that | cocTosilasa n3 mHoxecTBa
are planned and managed Mpovueccos, KOTOpbIE MNaHMPYHOTCA
together. For example a Quality W ynpaBnstoTCs COBMECTHO.
Management System. Mpumep, Cuctema ynpaeneHus
KayeCTBOM.
e A Database e Cucrtema YnpaBnenusi
Management System or Baszamn [JaHHbIX nnn
Operating System that includes OnepauuoHHas Cnuctema,
many software modules that are BKJTlOYatoLLL@s MHOXECTBO
designed to perform a set of NporpaMMHbIX MOAyIien, KOTopble
related Functions. pa3paboTaHbl 4115 BbINONHEHUS
Habopa cBaA3aHHbIX PYHKLNINA.
System YnpasneHue The part of IT Service YacTtb Ynpasnenus UT-ycnyramu,
Management cuctemamu Management that focuses on the | koTopas dokycnpyeTcs ckopee Ha

management of IT Infrastructure
rather than Process.

ynpasnenun UT-uHdpactpykTypon,
yem Ha [Mpouecce.
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Tactical TakTnyecknin The middle of three levels of CpeaHuii U3 Tpex ypoBHEN
Planning and delivery (Strategic, MnaHMpoBaHMA 1 NpeaocTaBneHns
Tactical, Operational). Tactical (Ctpaternyeckun, TakTnyeckun,
Activities include the medium OnepaunoHHbIn). TakTnyeckune
term Plans required to achieve [eaTtenbHOCTX BKMNoYaloT B cebs
specific Objectives, typically over | cpegHecpoyHoe NMnaHMpoBaHue,
a period of weeks to months. Heobxoaumoe Anst JOCTUMXKEHUS

KOHKpeTHbIX Llenei, obbi4HO B
Te4yeHun nepmvoaa BpemMeHu ot
Hegenu oo mecsaua.

Tag Tar (ko) (Service Strategy) A short code | (CtpaTterus ycnyr) KopoTkuii kog,
used to identify a Category. For ncnonb3yembli ons
example tags EC1, EC2, EC3 naeHTudmkaumm Kateropum.
etc. might be used to identify Hanpumep, Tarn EC1, EC2, EC3 n
different Customer outcomes T.M. MOTYT ObITb UCNONB30BaHbI 451
when analysing and comparing naeHTumkaunm pasnmyHbix
Strategies. The term Tag is also 3akas3urKoB BO BpeMsi aHanusa u
used to refer to the Activity of cpaBHeHus Ctpateruin. TepmuH Tar
assigning Tags to things. TaKkke NCMOJb3yeTCs B OTHOLUEHUN

HeaTtenbHoCTM NO NPUCBOEHUIO
T3roB X NCTOYHUKAM.

Technical YnpaBsneHue (Service Operation) The (OkcnnyaTtauusa ycnyr) OyHKUmMS,
Management TEXHUYECKOMN Function responsible for providing | oTBeTCTBEeHHas 3a npeacTaBneHue
noaaepKKom technical skills in support of IT TEXHUYECKNX HABbLIKOB B MNOAAEPXKKE
Services and management of the | UT-ycnyr n ynpasneHum UT-
IT Infrastructure. Technical WHpacTpykTypon. YnpasneHve
Management defines the Roles of | TexHuyeckon nogaepxkom
Support Groups, as well as the onpegenset Ponu Npynn
tools, Processes and Procedures | noggepxku, a Takke Tpebyemble
required. WHCTPYMeHTI, [pouecchl n

Mpouenypebl.
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Technical TexHu4eckoe (Continual Service (MocTosiHHOe ynyuleHue ycnyr)

Observation HabnogeHne (TO) Improvement) A technique used | MeTtoguka, ncnonb3yemas B

(TO) in Service Improvement, Problem | YnyJweHun Ycnyr, uccnegoBaHum
investigation and Availability Mpobnem n YnpasneHuu
Management. Technical support | goctynHocTbto. [NepcoHan
staff meet to monitor the YnpasneHnst TEXHU4EeCKOn
behaviour and Performance of an | nogaepxkon ocywecTsnseT
IT Service and make MOHUTOPWHI NOBEAEHUSA U
recommendations for MpounssoantensHocTn NT-ycnyru,
improvement. no utoram 4ero paspabartbiBaeT

pekomeHgaLuum no yny4dwexuo NT-
YCNyTu.

Technical UHdpacTpyktypHaa | Synonym for Infrastructure CuHoHUM UNHpacTpykTypHas

Service ycnyra Service. ycnyra.

Technical YnpaeneHue Synonym for Technical CVHOHMM YNpaBneHne TEXHUYECKOW

Support TEXHU4YEeCKOoMn Management. NoLAEPKKON.

noaaepxKomn
Tension Metrics | ConpsikeHHble (Continual Service (MocTosiHHOE ynyulleHue ycnyr)
METPUKM Improvement) A set of related Habop cBsAsaHHbIX MeTpuk, ans

Metrics, in which improvements KOTOpPbIX yry4lleHne O4HON
to one Metric have a negative MeTpukn nmeet oTpuLaTenbHbIN
effect on another. Tension achpekT anga apyron. ConpskeHHble
Metrics are designed to ensure MeTpuKM pa3paboTaHbl Ans
that an appropriate balance is obecneyeHna coxpaHeHust
achieved. 3agaHHoro 6anaHca.

Terms of TexHuyeckoe (Service Design) A Document (MpoekTnpoBaHue ycnyr)

Reference 3agaHue (TOR) specifying the Requirements, [oKyMeHT, KOTopbIn onpegensieT

(TOR) Scope, Deliverables, Resources TpeboBaHnus, Oxsat, Pesynbrarthl,
and schedule for a Project or Pecypchbl 1 nnaH-rpaduk ans
Activity. MpoekTa nnu [leatensHocTu.

Test TectupoBaHue (Service Transition) An Activity (Mpeobpa3oBaHue ycnyr)

that verifies that a Configuration
Item, IT Service, Process, etc.
meets its Specification or agreed
Requirements.

See Service Validation and
Testing, Acceptance.

[earenbHOCTb, KOTOpas
Bepudumumpyert, yto
KoHgurypaumoHHasa egununua, UT-
ycnyra, Mpouecc, n 1.0.,
cooTBeTCcTBYET Cneuundukaumm unm
cornacoBaHHbIM TpeboBaHusAM.

CwmoTtpu Takke NoaTeepxaeHve n
TecTmpoBaHue ycnyr, lNMpuemka.
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Test
Environment

Cpega
TEeCTUpOBaHUS

(Service Transition) A controlled
Environment used to Test
Configuration ltems, Builds, IT
Services, Processes etc.

(Mpeobpa3zoBaHue ycnyr)
KonTponupyemas Cpega,
ucnonb3dyemas ons TecTMpoBaHus
KoHgurypaumoHHbIX eauHuL,
C6opok, UT-ycnyr, MNpoLeccos u
T.M.

Third Party TpeTbsa cTOpoHa A person, group, or Business who | CoTpyaHuk, rpynna unm busHec, He
is not part of the Service Level yyacTBytowmn B CornawieHne o6
Agreement for an IT Service, but | ypoBHe ycnyr gns UT-ycnyru, HO
is required to ensure successful HeobXxoouMbIN AN yCNeLWwHOoro
delivery of that IT Service. For npepocTasneHns aton UT-ycnyrn.
example a software Supplier, a Hanpumep, MNMocTtaBLumk
hardware maintenance company, | nporpammHoro obecneveHus,
or a facilities department. KOMMaHMs No 00CnyxmBaHmto
Requirements for Third Parties annapartHoro obecneyeHns unu
are typically specified in X035IMCTBEHHbIN AenapTaMeHT.
Underpinning Contracts or TpeboBaHuna ana TpeTbux CTOPOH
Operational Level Agreements. 00bI4HO yKa3biBaloTCs B BHelHeMm
porosope unu B CornatueHnu
onepaLMoHHOro YPOBHS.
Third-line TpeTba NuHUA (Service Operation) The third (QkcnnyaTtauuma ycnyr) TpeTtui
Support noaaepxku level in a hierarchy of Support ypoBeHb B nepapxuu ['pynn

Groups involved in the resolution
of Incidents and investigation of
Problems. Each level contains
more specialist skills, or has more
time or other Resources.

noaaep>Kkn, BOBMEYEHHbIX B
paspelenne HumgeHToB n
nccnegosaHue NMpobnem. Kaxabin
YPOBEHb COAEPXUT Bonee
KOMMETEHTHbIX CneunanncToB, NMbo
nmMeeT 6onbLle BPEMEHU UNN UHBIX
Pecypcos.




ITIL® V3 Glossary Russian Translation v0.92, 30 Apr 2009
ITIL® V3 Translation Project

[TepmuH] Definition [OnpeneneHue]

Threat Yrposa Anything that might exploit a Yrto-nnbo, nmetoee BO3MOXKHOCTb
Vulnerability. Any potential cause | ucnonbsoBatb Ya3BumocTb. Jltobas
of an Incident can be considered BO3MOXHasi npuynHa MHungeHTa
to be a Threat. For example a fire | MoxeT 6bITb pacCMOTPEHA Kak

is a Threat that could exploit the Yrposa. Hanpumep, OroHb - 310

Vulnerability of flammable floor Yrposa, koTopasi MOXeT

coverings. This term is commonly | ncnone3oBaTtb Ys3BUMOCTb

used in Information Security HEeYyCTONYMBOIO K OTHIO MOKPbLITUS.
Management and IT Service OTOT TEPMUH, Kak NpaBuso,
Continuity Management, but also | ncnonb3yetcsa B YnpasneHun
applies to other areas such as MHOPMALIMOHHON 6e30NacHOCTLI0
Problem and Availability 1 YnpaBneHn HenpepbIBHOCTbIO
Management. WNT-ycnyr, HO Takke NPUMEHNM K

ApyrMm obnactsim, Takum Kak
YnpaeneHue npobnemamu u

[ocTtynHocTbto.
Threshold Moporoeoe The value of a Metric which 3HauveHne MeTpuku, kKoTopoe
3HayeHne should cause an Alert to be CINYXNT NPUYMHOM CO30aHUS
generated, or management action | NpeaynpexaeHne nnu BbINONHEHWS
to be taken. For example ynpasnsaoLwmnx AenCTBUN.
"Priority1 Incident not solved Hanpumep, "MHUunaeHT ¢

within 4 hours", "more than 5 soft | NprnoputeTom 1 He pelueH B

disk errors in an hour", or "more TeyeHun 4 yacos", "bonee, 4yem 5
than 10 failed changes in a owmnbok guckosoro MO B vac", nnm
month". "6onble 10 HeycneLwHbIX
M3MeHeHnn B mecsL".

Throughput MponyckHas (Service Design) A measure of (MpoekTnpoBaHue ycnyr) Mepa
CnocobHOCTb the number of Transactions, or Konuyectsa TpaH3akuummn, unu
other Operations, performed ina | gpyrux Onepauui, BbINOMHAEMbIX
fixed time. For example 5000 3a UKCMPOBAHHbIN MPOMEXYTOK
emails sent per hour, or 200 disk | Bpemenn. Hanpnmep, 5000
I/Os per second. COOOLLEHNI 3NEKTPOHHON NOYThI B

yac, nnmn 200 gMckoBbIX onepawmi
BBOZA\BbIBOOA B CEKYHAY.
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Total Cost of
Ownership
(TCO)

CoBokynHasi
CTOMMOCTb
BnageHus (TCO)

(Service Strategy) A
methodology used to help make
investment decisions. TCO
assesses the full Lifecycle Cost of
owning a Configuration Item, not
just the initial Cost or purchase
price.

See Total Cost of Utilization.

(Ctparterus ycnyr) MeTtogonorus,
ucnonb3yemas ans 060CcHOBaHWN
peLueHnin no uHeectuumsam. TCO
oLeHuBaeT nomnHble 3aTpathl Ha
BnageHne KoHdpurypaunoHHOM
e[VHMLIEN Ha NPOTAXEHUN BCEro ee
XKunsHeHHoro uukna, He TonbKo
nepBoHavanbHble 3aTpatbl Unn
CTOMMOCTb 3aKyrKU.

CwmoTpu Takke CoBokynHas
CTOMMOCTb UCMOMb30BaHUS.

Total Cost of CoBokynHas (Service Strategy) A (Ctparterns ycnyr) MeTtogonorus,
Utilization (TCU) | ctoumocTb methodology used to help make ucnonb3yemasi ansa o6ocHoBaHWs
MCMorb30BaHUsA investment and Service Sourcing | MHBECTULMIA N NPUHATUSA PELLEHUA B
(TCU) decisions. TCU assesses the full | pamkax Ctparterum no Bbibopy
Lifecycle Cost to the Customer of | noctaswmkos ycnyr. TCU
using an IT Service. OLeHMBaeT nomnHble 3aTpathbl Ans
3akasuuka Ha ncnonb3osaHue UT-
YCINYry Ha NPOTSPKEHUN BCETO ee
YKn3HeHHoro yukna.
See Total Cost of Ownership. CwmoTpu Takke CoBokynHas
CTOMMOCTb BrafeHus.
Total Quality KomnnekcHoe (Continual Service (MocTosiHHOE ynyulieHue ycnyr)
Management ynpasneHune Improvement) A methodology for | MeTogonorusa ynpaenenus
(TQM) kayectsoM (TQM) managing continual Improvement | HenpepbIBHLIM YRyyLLIEHUAMMU,

by using a Quality Management
System. TQM establishes a
Culture involving all people in the
Organisation in a Process of
continual monitoring and
improvement.

ucnonb3ys Cuctemy ynpaereHus
kayectsom. TQM ycrtaHaBnmBaeT
KynbTypy BOBreveHus Bcex nopei
B OpraHusauum k Npoueccy
HenpepbIBHOFO MOHUTOPUHIA U
YIyYLIEHWNIA.
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Transaction TpaH3akuus A discrete Function performed by | OuckpeTHas ®yHkuus,
an IT Service. For example BbinonHAemas UT-ycnyron.
transferring money from one bank | Hanpumep, nepesog geHer ¢
account to another. A single ogHoro 6aHKOBCKOro cyeTa Ha
Transaction may involve apyron. OgHa TpaH3akuusa MoxeT
numerous additions, deletions cogepxatb MHOrOYUCTIEHHbIE
and modifications of data. Either aobaBneHus, yganeHus v
all of these complete successfully | nameHeHus gaHHbIX. NPy 3TOM BCe
or none of them is carried out. OHW JOIMKHbI ObITb 3aBEpLUEHbI
YCMEeLHO, B NPOTUBHOM Crly4ae Hu
OflHa U3 HWX He JoMkHa ObITb
BbINOMHEeHa (T.e. BCSt TpaH3akuusi
OyZeT oTMeHeHa).
Transition MpeobpasoBaHue (Service Transition) A change in | (Mpeobpa3oBaHue ycnyr)
state, corresponding to a M3MmeHeHne B COCTOSAHUN,
movement of an IT Service or COOTBETCTBYIOLLEE NEPEMELLEHNIO
other Configuration Item from one | NT-ycnyrn nnm KoHdurypaumnoHHomn
Lifecycle status to the next. eJMHULbI U3 OOHOW CcTagumn
YKn3HeHHoro umkna K criegyroLlen
crtagum.
Transition [MnaHupoBaHue un (Service Transition) The (Mpeobpa3oBaHue ycnyr)
Planning and nogaepxka Process responsible for Planning | lNpouecc, OTBETCTBEHHbLIN 3a
Support npeobpasoBaHus all Service Transition Processes Mnanuposanme Bcex MNpoueccor
ycnyr and co-ordinating the resources MpeobpasoBaHus ycnyr n

that they require. These Service
Transition Processes are Change
Management, Service Asset and
Configuration Management,
Release and Deployment
Management, Service Validation
and Testing, Evaluation, and
Knowledge Management.

KoopauHaumio Tpebyembix UM
pecypcos. [Npouecchl
MpeobpasoBaHua ycnyr - aTo
YnpaBneHve n3MeHeHUsMU,
YnpasneHue aktuBamm u
KOHGUrypauusamm, YnpasneHve
pennsamu 1 pa3BepTbiBAHUEM,
MoaTBepxaeHue 1 TecTupoBaHune
ycnyr, OueHka u YnpasneHue
3HAHUSAMMN.
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Trend Analysis

AHanus TeHgeHumn

(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.

(MocTosiHHOe ynyuleHue ycnyr)
AHanu3 gaHHbIX € Lenbto
0BHapYXeHUs1 CUCTEMHBIX
M3MEHEHW BO BpeEMeHN. AHanma
TEeHOEHUUI UCNoNnb3yeTcs B
YnpaeneHuu npobnemamu ans
obHapyxeHusa obwmx Cboe., "y3knx
MecT" cpeaun KoHdurypaumoHHbIX
e[1HWL, a TaKkke B YnpaBneHue
MOLLHOCTSIMM, KaK MHCTPYMEHT
MogenvpoBaHnusa gna
NPOrHO3MpPOBaHWS NOBEAEHUS B
6yaywem. Kpome atoro,
NCMNonb3yeTcs Kak CpeacTBO
ynpaBreHnst onst oGHapyXeHusi
nedektos B [poueccax
Ynpaenexun UT-ycnyramu.

Tuning HacTtponka The Activity responsible for [eatenbHOCTb, OTBETCTBEHHASA 3a
Planning Changes to make the MnaHnpoBaHne N3ameHeHun ans
most efficient use of Resources. 6onee adhheKTUBHOIO
Tuning is part of Performance ucnonb3oBaHus Pecypcebl.
Management, which also includes | HacTtpoiika - aTo YacTb YnpasneHusi
Performance Monitoring and NPOM3BOAUTENBHOCTLIO, KOTOpast
implementation of the required BkMtovaeT MOHUTOPUHT
Changes. Mpon3BOANTENBHOCTU N BHEOPEHNE

HeobxoauMBbIX V3MeHeHuN.

Type | Service Twn | noctaBwmkoB | (Service Strategy) An Internal (CtpaTterus ycnyr) BHyTpeHHWI

Provider ycnyr Service Provider that is NOCTaBLUUK YCIyr, BXOOALMIA B
embedded within a Business coctaB busHec-eauHuubl. MoxeT
Unit. There may be several Type | 6bITb Heckonbko Tun | nocTaBLLMKOB
| Service Providers within an ycnyr BHyTpu ogHon OpraHusauuu.
Organisation.

Type Il Service | Tun Il noctaBwmkoB | (Service Strategy) An Internal (CtpaTteruns ycnyr) BHyTpeHHWI

Provider ycnyr Service Provider that provides NOCTaBLUUK YCIIyT,
shared IT Services to more than npegocTasnsowun obume UT-
one Business Unit. ycnyru 6onee yem ogHom busHec-

eguHuue.

Type Ill Service | Tun Il nocTaBwykos | (Service Strategy) A Service (CtpaTerusa ycnyr) NoctaBLyuk

Provider ycnyr Provider that provides IT Services | ycnyr, npegocrasnstowmi UT-

to External Customers.

ycnyru ns BHewHmx 3akas4vmkos.
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Underpinning BHewwHun gorosop (Service Design) A Contract (MpoekTnpoBaHue ycnyr) [loroBop
Contract (UC) (Uc) between an IT Service Provider mexay NMoctaswmkom UT-yenyr n

and a Third Party. The Third TpeTben cTopoHoW. TpeTbs

Party provides goods or Services | cTopoHa NpegocTaBnsieT ToBapbl

that support delivery of an IT unu Ycnyru, nogaepxusatoLine

Service to a Customer. The npegoctasneHne UT-ycnyr ansa

Underpinning Contract defines 3akasumka. BHelwHui gorosop

targets and responsibilities that onpegenseTt npegMeT U 30HbI

are required to meet agreed OTBETCTBEHHOCTU, HEOOX0AMMbIE

Service Level Targets in an SLA. | ons oCTUXeHUst cornacoBaHHbIX
LleneBbIx NnokasaTenen ypoBHS
ycnyrm B SLA.

Unit Cost EouHnua 3atpat (Service Strategy) The Cost to (Ctpaterus ycnyr) 3atpaTbl
the IT Service Provider of MocTaBlwmka NT-ycnyr Ha
providing a single Component of | npegoctaBneHne egqUHUYHOIO
an IT Service. For example the (otaenbHoro) KomnoHeHTa UT-
Cost of a single desktop PC, or of | ycnyrn. Hanpumep, 3atpaTbl Ha
a single Transaction. OfHYy pabouyto CTaHLMIO UNn Ha

oaHy TpaH3sakuuto.

Urgency CpouHocTb (Service Transition) (Service (Mpeobpa3oBaHue ycnyr)
Design) A measure of how long it | (MpoekTpoBaHune ycnyr) Mepa
will be until an Incident, Problem TOro, HacKosbKo BbICTPO C MOMeEHTa

or Change has a significant cBoero nosiBnexust MHunaeHT,
Impact on the Business. For Mpobnema nnn NameHeHne
example a high Impact Incident npruobpeTeT CyLLeCTBEHHOE

may have low Urgency, if the BnusaHne Ha busHec. Hanpumep,
Impact will not affect the MHUMAEHT C BbICOKUM YPOBHEM
Business until the end of the BrivsiHus MoxeT UMeTb HU3KYH
financial year. Impact and CpoyHOCTb A0 TEX Nop, noka 3To
Urgency are used to assign BnusHve He 3aTtparuBaeT busHec B
Priority. nepuoa 3akpbiTus MHaHCOBOroO

roga. Bnusanune n CpoyHocTb
MCNonb3ylTCA AN HasHavYeHus

MpuoputeTa.
Usability Ynobereo (Service Design) The ease with (MpoekTupoBaHue ycnyr)
NCNONb30BaHNs which an Application, product, or | NpocTtoTa, ¢ koTopon Mpunoxexue,

IT Service can be used. Usability | npogykt nnun NT-ycnyra moxeTt
Requirements are often included | 6bITb ucnonb3oBaHa. TpeboBaHus Kk
in a Statement of Requirements. | Yao6cTBY nCNonb3oBaHUsi 4acTo
BKMovatoTca B Habop TpeboBaHui.
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Use Case CueHapun (Service Design) A technique (MpoekTupoBaHue ycnyr)
NCNoNb30BaHNs used to define required TexHuka, ncnonb3yemas ans
functionality and Objectives, and | onpegenexusi Tpebyemon
to Design Tests. Use Cases dyHKUMOHanbHOCTU 1 Llenen, a
define realistic scenarios that Tarke onsa lNpoekTnposaHus
describe interactions between TecToB. CueHapum UCnonb30BaHMs
Users and an IT Service or other | onpenensaoT peanuctuyHble
System. cLieHapuu, onucbiBatoLLme
B3aUMOENCTBNS Mexay
Monb3oBaTtensmu n NT-ycnyramu
unu gpyrummn Cuctemamu.
See Change Case. CwmoTtpu Takke CueHapui
N3MeHeHus.

User Monb3oBaTenb A person who uses the IT Service | CoTpyaHuK, KOTOPbLIA UCMOMNb3yeT
on a day-to-day basis. Users are | T-ycnyry Ha exxeqHEeBHON OCHOBE.
distinct from Customers, as some | Nonb3oBaTenn oTaeneHbl OT
Customers do not use the IT 3aka34vmKoB, Tak Kak HeKoTopble
Service directly. 3akasumkn He ucnonb3ytoT NT-

YCNyry HanpsimMyto.

User Profile Mpodhunb (Service Strategy) A pattern of (CtpaTerus ycnyr) LLlabnoH

(UpP) nonb3osartens (UP) | User demand for IT Services. notpebnexua UT-ycnyrm
Each User Profile includes one or | lNonb3osatenem. Kaxabin Npocdunb
more Patterns of Business nonb3oBaTens BKMoyaeT B cebs
Activity. oaviH unu 6onee Mpodunen

OU3Hec-AeATeNnbHOCTH.

Utility MonesHocTb (Service Strategy) Functionality | (CtpaTerus ycnyr)

offered by a Product or Service to
meet a particular need. Utility is
often summarised as "what it
does".

See Service Utility.

DyHKLMOHANBHOCTb, Npeanaraemas
MpoaykTom unun Ycnyron ans
yOOBMNETBOPEHMS cneundmyecknx
notpedHocTen. NMNonesHocTb YacTo
pestomMupyeTcsa B OTBETE Ha BONPOC
"Yto npenaet?".

CwmoTpm Takke MNMonesHocTb ycnyru.
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Validation MoaTteepxaeHne (Service Transition) An Activity (Mpeobpa3zoBaHue ycnyr)
that ensures a new or changed IT | [leatenbHOCTb, KOTOpasi
Service, Process, Plan, or other rapaHTMpyeT, YTO HOBbIN UK
Deliverable meets the needs of nameHeHHas UT-ycnyra, lNMpouecc,
the Business. Validation ensures | lNnaH unu gpyron Pe3ynbtat
that Business Requirements are oTBevaeT Hyxgam busHeca.
met even though these may have | NogTBepxaeHne rapaHTMpyeT, 4YTO
changed since the original TpeboBaHusi BusHeca
Design. YAOBNETBOPEHbI, faXe eCrnu OHU
MOFTIN U3MEHUTBLCS MO OTHOLLEHMIO K
NCXOOHOMY pesynbTaTy
MpoekTnpoBaHus.
See Verification, Acceptance, CwmoTpu Takke Bepudumkaums,
Qualification, Service Validation Mpuemka, Keanudukauwms,
and Testing. lMoaTeepxaeHve 1 TecTupoBaHue
yCnyr.
Value Chain Llenouka (Service Strategy) A sequence (CtpaTerus ycnyr)
nobaeneHust of Processes that creates a MocnepoeatensHocThb lNMpoueccos,
LLEeHHOCTHN product or Service that is of value | koTopasi cosgaeT NPOAYKT uUnu

to a Customer. Each step of the
sequence builds on the previous
steps and contributes to the
overall product or Service.

See Value Network.

Ycnyry, uMeoLwmx LeHHOCTb A1is
3akasuuka. Kaxabin war
nocrneaoBaTenbHOCTU NOCTPOEH Ha
npeabiayLwmx 1 BHOCUT CBOW BKNaza
B PE3yNbTUPYIOLLNA NPOAYKT UMK
Yenyry.

CwmoTpu Takke MHTerpnpoBaHHas
napTHepckasi CeTb.

Value for Money

COOTHOLLEHME LieHa-
Ka4yecTBO

An informal measure of Cost
Effectiveness. Value for Money is
often based on a comparison with
the Cost of alternatives.

See Cost Benefit Analysis.

HedopmanbHasa mepa
OddhekTnBHOCTYM 3aTpar.
CoOTHOLLIEHME LieHa-KayecTBO
4aCcTO OCHOBLIBAETCSA Ha CpaBHEHNN
3aTpart Ha anbTepHaTuBbI.

CMOTpM Takke AHanMa BbIrod
3aTpar.

Value Network

WHTerpupoBaHHas
napTHepckas ceTb

(Service Strategy) A complex
set of Relationships between two
or more groups or organisations.
Value is generated through
exchange of knowledge,
information, goods or Services.

See Value Chain, Partnership.

(CtpaTernsa ycnyr) CnoxHoe
MHOXecCTBO B3avMooTHOLIEeHUN
mMexagy ABymsa unu 6onee rpynnamm
unu opraHusaumsamu. LieHHocTb
dopmupyeTcsa yepes obmeH
3HaHMAMU, nHopmaumen,
ToBapamun unu Ycnyramu.

CwmoTpun Takke Llenoyka
[o06aBneHns LLeHHOCTH,
MapTHepcTBO.
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Value on
Investment
(vOlI)

[ob6aBneHHas
LIEHHOCTb OT
nusectnumn (VOI)

(Continual Service
Improvement) A measurement
of the expected benefit of an
investment. VOI considers both
financial and intangible benefits.

See Return on Investment.

(MocTosiHHOe ynyuleHue ycnyr)
M3mepeHune oxmgaembix Bbirod OT
uHBectnumn. VOI paccmaTtpuBaeT
Kak pnHaHcoBble, TaK 1
HemaTtepuarnbHble BbIrogpl.

CwmoTpu Takke Bosspar
MHBECTULINNA.

Variable Cost

lMepemMeHHble

(Service Strategy) A Cost that

(Ctpaterus ycnyr) 3atpaTsbl,

3arparThl depends on how much the IT KOTOpble 3aBUCAT OT 06bema
Service is used, how many notpebnexua AT-ycnyru,
products are produced, the KOnMyecTBa Npon3BeeHHON
number and type of Users, or NPOAYKLMN, KONn4ecTea v TUMoB
something else that cannot be Monb3oBaTeneu, oT BCero, YTo
fixed in advance. Hernb3sa paccymTaTb U
3acmKcmMpoBaTh 3apaHee.
See Variable Cost Dynamics. CwmoTpu Takke MoagenvnpoBaHue
nepemMeHHbIX 3aTpar.
Variable Cost MogenuposaHue (Service Strategy) A technique (Ctpaterus ycnyr) TexHuka,

Dynamics nepemeHHbIx 3atpat | used to understand how overall ucnonb3yemas ansa noHMMaHus,
Costs are impacted by the many | kaknum o6pa3omM nonHble 3aTpathbl
complex variable elements that noaBeprarTcs BIIUSAHUIO
contribute to the provision of IT MHOXECTBa KOMMNITEKCHbIX
Services. N3MEHSIIOLLUXCS 3NTIEMEHTOB

(NepeMeHHbIX), BHOCALLMX Kaxabl
CBOW BKIag B npegocTtasneHune UNT-
yCnyr.

Variance OTknoHeHve The difference between a Pasnunyve mexay nnaHnpyeMbim
planned value and the actual 3Ha4YeHneM 1 hakTU4ecKkn
measured value. Commonly used | namepeHHbIM 3HayeHmeM. Hacto
in Financial Management, ucnonb3yeTtcs B YnpasrneHuu
Capacity Management and durHaHcamu, YnpasneHum
Service Level Management, but MOLLHOCTSIMM 1 YNpaBneHun
could apply in any area where YPOBHEM YCIyr, HO MOXeT ObITb
Plans are in place. npumeHeHo B Nobon obnactu, rae

cywecTBYIOT [1naHsbl.

Verification Bepudpmkauns (Service Transition) An Activity (MpeobpasoBaHue ycnyr)

that ensures a new or changed IT
Service, Process, Plan, or other
Deliverable is complete, accurate,
Reliable and matches its Design
Specification.

[eatenbHOCTb, KOTOpasi
rapaHTUpyeT, 4TO HoBas Unu
nameHeHHasa UT-ycnyra, MNpouecc,
Mnan wnu gpyron Pesynetar -
MOMHbIN, TOYHbIN, HageXXHbIn n
COOTBETCTBYET CBOEN
Cneumndukaumm NpoekTnpoBaHus.
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See Validation, Acceptance, CwmoTpu Takke NogTeepxaeHuve,
Service Validation and Testing. Mpuemka, MoateepxaeHue n
TECTUPOBAHUE YCINYyT.
Verification and | Bepudwmkaums n (Service Transition) The (Mpeobpa3oBaHue ycnyr) Bugebi
Audit ayaut Activities responsible for ensuring | geateneHoCcTK, OTBEYatoLWmne 3a
that information in the CMDB is yOOCTOBEpEeHne TOYHOCTU
accurate and that all nHpopmaumm B CMDB, 1 nonHoTbI
Configuration Items have been pesynbLTaTtoB NaeHTUdUKaLmMmn n
identified and recorded in the BHECeHwue 3anucen o
CMDB. Verification includes KoHumrypaLumoHHbIX eanHmLax B
routine checks that are part of CMDB. Bepudukauus BkrovaeT B
other Processes. For example, cebs pernameHTUpOBaHHbIE
verifying the serial number of a NPOBEPKN, ABNSAIOLLMECS YaCTbio
desktop PC when a User logs an | apyrux Npoueccos. Hanpumep,
Incident. Audit is a periodic, cBepKa cepuiiHoro Homepa paboden
formal check. cTaHuun, korga NMonb3oBaTtenb

coobuwaet 06 NHunoeHTe. AyauT -
37O nepuoaunyeckas, dopmarnbHas

npoBepka.
Version Bepcus (Service Transition) A Version is | (Mpeobpa3oBaHue ycnyr) Bepcus
used to identify a specific ucnonb3yeTcst AN naeHTuukauum

Baseline of a Configuration ltem. | BasoBoro coctosiHus
Versions typically use a naming KoHpurypaumoHHoOn eanHuLbI.

convention that enables the Bepcun o6bI4HO MCMonb3yoT
sequence or date of each cornatleHve o MMEeHOBaHWM,
Baseline to be identified. For KoTopas JaeT BO3MOXHOCTb
example Payroll Application onpegenuTb NocrnenoBaTenbHOCTb
Version 3 contains updated unu gaty kaxgoro basosoro
functionality from Version 2. cocTosiHus. Hanpumep,

MpunoxeHue pac4yeTa 3apnnaTbl
Bepcuu 3 cogepxut o6HOBNEHHYIO
dyHKUMOHaNbHOCTb 13 Bepcun 2.

Vision BupeHne A description of what the OnucaHue Toro, 4em OpraHmsauuns
Organisation intends to become cobupaeTtcs cTaTtb B byayuiem.
in the future. A Vision is created BuaeHune co3gaeTcs BbICLUUM

by senior management and is MEHEe)KMEHTOM M UCNONb3YyeTCs,
used to help influence Culture KaK MHCTPYMEHT BNUSIHMSA Ha
and Strategic Planning. KynbTypy 1 CtpaTternyeckoe

lMnaHupoBaHue.
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Vital Business
Function (VBF)

KputnyHas 6msHec-
dyHkums (VBF)

(Service Design) A Function of a
Business Process which is critical
to the success of the Business.
Vital Business Functions are an
important consideration of
Business Continuity
Management, IT Service
Continuity Management and
Availability Management.

(MpoekTnpoBaHue ycnyr) PyHkumns
B BusHec-npouecce, kpuTUYHasa Ans
ycnexa busHeca. KputunyHele
BusHec-pyHKUUM ABNATCH
Ba>XKHbIM NPEAMETOM PacCMOTPEHMNS
B YNpaBneHnv HenpepbiBHOCTbIO
OGu3Heca, YnpaBneHmm
HenpepblBHOCTBIO UT-yenyr 1
YnpaBneHun 4OCTYMHOCTbLIO.

Vulnerability YA3BMMOCTb A weakness that could be Cnaboe mMecTo, KOTOPOE MOXET
exploited by a Threat. For ObITb MCMNONB30BAHO YrpO30ii.
example an open firewall port, a Hanpumep, OTKpbITLIN NOPT
password that is never changed, daripsona, HeEM3MEHSAEMbIN Jonroe
or a flammable carpet. A missing | Bpems naponb nnu
Control is also considered to be a | nerkoBocnnameHsioLleecs
Vulnerability. nokpeiTne. OTcytcTeme KoHTpons

TaKke paccmaTpmBaeTcs Kak
YA3BumocCTb.

Warm Standby Tennoe Synonym for Intermediate CwuHoHUM NpomexyTovHoe

pesepBupoBaHue Recovery. BOCCTaHOBIIEHME.

Warranty MapaHTuA (Service Strategy) A promise or | (CtpaTerus ycnyr) Ob6eLyaHve unu
guarantee that a product or Nopy4YnTENbLCTBO 3a TO, YTO NPOOYKT
Service will meet its agreed unu Ycnyra bygeT otBevaTtb
Requirements. corrnacoBaHHbIM TpeboBaHMAM.
See Service Validation and CwmoTpu Takke NogTeBepxaeHne n
Testing, Service Warranty. TecTupoBaHue ycnyr, FapaHTus

YCNyru.
Work in B pa6ote (WIP) A Status that means Activities Crartyc, o3HavaroLwmm, 4to

Progress (WIP)

have started but are not yet
complete. Itis commonly used
as a Status for Incidents,
Problems, Changes etc.

[eaTenbHOCTb yXXe Havanack, HO
elle He 3akoH4yeHa. Yacto
ucnonb3yembli Ctatyc ons
MHumaeHTos, MNpobnewm,
V3meHeHun n 1.0.

Work Instruction

Pabouas
WHCTPYKUUSI

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.

[lokymeHT, cogepxaLimn
AeTanbHble UHCTPYKUUK, TOYHO
onpegensitowue warm rno
BbINONHEHWNIO [1esaTenbHOCTM!.
Pabouyas nHCTpyKUMa coaepxut
ropasgo 6onblue getanen, 4em
Mpoueaypa, n 0bbIYHO co3aaeTcst
TONbKO TOraa, koraa Heobxoamma
O4YeHb AeTarnbHas UHCTPYKLKS.
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Workaround O6xogHoe peweHne | (Service Operation) Reducing or | (9kcnnyaTtaums ycnyr)
eliminating the Impact of an YMeHbLUEHNEe Nnn yctpaHeHne
Incident or Problem for which a BnusaHus MHungeHTa unn
full Resolution is not yet Mpobnembl, oNst KOTOPLIX B
available. For example by TeKyLMN MOMEHT HeAOCTYMNHO
restarting a failed Configuration nonHoe PaspelweHne. Hanpumep,
Item. Workarounds for Problems | nepesanyck oTkasasLuen
are documented in Known Error KoHdpurypaLumoHHoOn eanHULbI.
Records. Workarounds for O6xoaHble peleHusa ana MNpobnem
Incidents that do not have OOKYMEHTUpYHoTCs B 3anucsax ob
associated Problem Records are | nssecTtHbix owmnbkax. ObxoaHble
documented in the Incident nyTv Ana MiHunaeHToB, KoTopble He
Record. npvBsi3aHbl K 3anncsam o
npobrnemax, JOKYMEHTUPYIOTCH B
3anucax o6 nHunaeHTax.
Workload Pabouas Harpyska The Resources required to Pecypcbl, Heobxogumble s

deliver an identifiable part of an
IT Service. Workloads may be
Categorised by Users, groups of
Users, or Functions within the IT
Service. This is used to assist in
analysing and managing the
Capacity, Performance and
Utilisation of Configuration Items
and IT Services. The term
Workload is sometimes used as a
synonym for Throughput.

npeaocTaBneHns onpeaeneHHom
yactn UT-ycnyrn. Pabo4ne
Harpysku MoryT ObiTb
KaTteropuanpoBaHbl no
Monb3oBaTensam, rpynnam
Monb3oBaTenen nnn OyHKUMsSM B
pamkax otaensHon UT-ycnyru.
WNcnonbayeTtca ans obneryexHus
aHanusa v ynpasrneHus
MoLuHocThIO,
Mpon3BoaAnTENBHOCTLIO U
3arpyskon KoHdurypaunoHHbIX
eanHny n UT-yenyr. TepMuH
Paboyas Harpyska nHorga
MCMONb3yeTcs Kak CUHOHUM
MponyckHowm cnocobHOCTN.




