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CnoBapb TepMUHOB K onpeagenenun ITIL

Ha pycckom sa3blke

SHeKTpOHHaFI BepCuA 3TOro CrioBapsA pacnpocTpaHAeTCA 6ecnnaTHo.

JIMLEH3MOoHHOE cornalleHme NpuBeAEeHo No agpecy
www.itil-officialsite.com/International Activities/TranslatedGlossaries.aspx.
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CnoBapb TEPMUHOB

Pycckuin TepMuH

COBIT

AHrIUnUckKun
TepMUH

COBIT

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) Llenn koHTpons
Anst MHPOPMaLMOHHBIX N CMEXHbIX TexHonorun (COBIT)
— PYKOBOACTBO M COOPHMK MyYLLNX NPAKTKK MO
ynpaeneHuto NT-npoueccamu. COBIT nyGnmkyeTcs
ISACA coBmecTHO ¢ IT Governance Institute (ITGI).
[ononHuteneHyo MHOPMaLUIO MOXXHO HAWUTU Ha canTe

www.isaca.ord.

ITIL®

ITIL®

Ha6op nybnvkaumi, cogepxawun nyyne npakTnku

B obnactu ynpasnexusa UT-ycnyramu. ITIL cogepxut
pekomMeHAauumn no NpegoCcTaBNeHUI0 KadeCTBEeHHbIX
UT-ycnyr, npoueccos, (byHKUUIA, a Takke Apyrux
CpeAcTB, HeObBXoaMMBbIX ANa ux nogaepxkun. CTpykTypa
ITIL ocHOBaHa Ha >XM3HEHHOM LIMKIe yCryru, KOTopblv
COCTOMT M3 NATK cTagun (cTpaTterusi, NPOEKTUPOBaHME,
npeobpasoBaHune, 3KChnyaTaunsi U NOCTOSHHOE
coBepLUeHCcTBOBaHME). Kaxaon n3 aTux cragum
cooTBeTCcTBYeT onpeaenéHHas kHura ITIL. Takke
CYLLECTBYIOT LOMNOSHUTENbHbIE NYONUKaL MK, BXOAALLME
B ITIL, cogepxalune cneunpmyHblie pekomeHgaumnm

no MHAYCTPUSAM, TUNaM KOMNaHun, MoAensiMm paboThbl

N TEXHONOrMYeckMM apxutekTypam. lNpasa Ha ITIL
npuHaanexar cekpetapuaTy kabuHeTa MUHUCTPOB
npaeuTenbcTBa BenukobputaHum.

JononHnteneHyo MHOPMaLUIO MOXXHO HAWTW Ha canTe
www.itil-officialsite.com.

0oGC

Office of
Government
Commerce
(OGC)

OGC (bbiBLIMI BNagenel nopTdens nyywmx NpakTuk
ynpasneHuns Best Management Practice)

1 BbIMOSHSAEMbIE UM (DYHKLUM BbINK nepeaaHsbl
cekpeTapuaty kabvHeTa MMHUCTPOB NPaBUTENbLCTBA
BenukobputaHuu.

Cwm. www.cabinetoffice.gov.uk.

PRINCE2®

PRINCE2®

Cm. MeTtoponorus YnpasneHnus MNpoektamn PRINCE?2.

SLAM-gnarpamma

SLAM Chart

(ITIL Continual Service Improvement) SLAM-anarpamma
ucnonb3yeTtcsa ansa obneveHms HabnogeHUs n
npenocTaBneHnst OTYETHOCTM O LOCTUTHYTbIX 3HAYEHMAX
no LlenesbiM nokasaTensm ypoBHS YCryru.
SLAM-guarpamma obbl4HO Ucnonb3yeT LBeTa, A5 Toro,
YTOObI NOKa3aTb OblN N BbINONIHEH COrNacoBaHHbIN
LerneBow nokasaTternb YPOBHSA YCYyrn, HE BbIMOMHEH UMnu
ONN30K K HEBLINOMHEHUIO B TEYEHME KaXKa0ro nx
nocrnegHux 12-tm mecsues.
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Pycckun TepmMuH

SWOT-ananus

AHrIUnUcKun
TEepMUH

SWOT Analysis

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) TexHuka, KoTopas
paccmaTpvBaeT U aHanM3npyeT BHYTPEHHWE
npenMmMyLlecTsa n HeocTaTKn opraHnsaLumu, U BHELIHWE
BO3MOXHOCTU 1 yrpo3bl. SWOT — 310 npeumyLlectsa
(strengths), HegocTaTkm (weaknesses), BO3MOXHOCTH
(opportunities) u yrpoasbl (threats).

ABTOMaTMyeckoe
Pacnpepenenune 3BoHKOB

Automatic Call
Distribution
(ACD)

(ITIL Service Operation) Vicnonb3oBaHne
WHOPMaLIMOHHBIX TEXHOMOrMIN AN NepeHanpasneHns
BXOOALWMNX TeNedOHHbIX 3BOHKOB Hanbonee
noaxogsLWunmM agpecatam B KpaTtyaniine CpoKu.
«ABTOMaTn4yecKkoe pacnpeaeneHve 3BOHKOB» UHOTAA
Ha3blBAKOT aBTOMaTU3NPOBaHHbIM pacnpeaeneHnem
3BOHKOB.

AKKpeanToBaHHbIN

Accredited

OdmumanbHO HageNEHHBIN NONTHOMOYMSMU UCMONMHATD
Kakyto-nmbo ponb. Hanpumep, akkpeOUTOBaHHbI OpraH
MOXeT ObITb aBTOPM30BaH NPOBOANUTb TPEHWUHIUN UM
ayouThl.

AKTUB

Asset

(ITIL Service Strategy) JTtoboi pecypc unm cnocobHOCTb.
AKTVBbI MOCTaBLLMKA YCINyr BKMOYaloT B cebs BCE, YTO
MOXeT ObITb 324€CTBOBAHO B MPEAOCTaBIEHNMN YCIYT.
AKTMBbI MOTYT ObITb OAHOrO U3 CrieayoLwmnx TUMNOoB:
ynpasrieHune, opraHm3aums, Nnpouecc, 3HaHus, noau,
WUHopMaLns, NPUNOXKEHUNA, NHAPACTPYKTYpa uUnm
donHaHCOBbIN KanuTarn.

Cm. makxe Aktne 3akasudnka; CepBUCHbIN AKTUB;
Crtpaterndecknii AKTUB.

AKTMB 3akasunka

Customer Asset

JTioBble pecypcbl UM cnocobHOCTH 3akasyuka.

CM. makxxe AKTUB.

(ITIL Service Design) MHnumaumsa waros, onpeaeneHHbIX

AkTuBaL s Invocation B nnaxe. K npumepy, nHMLMaumsa nnaHa HenpepbiBHOCTU
UT-ycnyr ans ogHou unu Heckornbkux UT-ycnyr.
(ITIL Service Operation) MOHUTOPUHT
KOHUrypaumoHHbIx eanHuy unn UT-yenyr,
. Active NCMNOMb3YOLWMIN aBTOMAaTU3NPOBaHHbIE PEryrnspHble
AKTVBHBI MOHUTOPMHE Monitoring NPOBEepKU AnNst OTCIIeXUBaHNS TeKyLLero cratyca

006bekTa MOH UTOPUHra.

Cm. makxe NaccmBHbIn MOHUTOPUHT.
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Pycckun TepmMuH

AnbTepHaTUBHbIE
3artpatbl

AHrIUnUcKun
TEepMUH

Opportunity
Cost

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) 3aTparthbl, KOTOpblE
paccMaTpuBatoTCsi Npy BbIGope Mexay pasnnyHbIMu
BapuaHTaMu UHBECTULMIA. ANbTepHaTMBHbIE 3aTpaThl
OEMOHCTPUPYIOT A0XOA, KOTOPbIA MOr 6bl ObITb MONyyYeH
Npv UCNONb30BaHUM PECYPCOB APYrMM Cnocobom.
Hanpumep, AnbTepHaTMBHbIE 3aTpaThl MNOKYMNKM HOBOTO
CepBepa MOryT He BKITIOYaTb HE pearim3oBaHHY0
OEeATeNbHOCTb NO YyYLEHNIO YCNYrv Ha KOTOPYI MOFMun
Obl 6bITb M3pacxogoBaHbl cpeacTBa. AHanm3
AnbTepHaTMBHbIX 3aTpaT MOXET MCMNONb30BaTLCH ANS
NPUHATUSA PELLEHUI, HO 3T 3aTpaTtbl HE YYUTLIBAIOTCS
B (pMHAHCOBOM OTYETHOCTU O (paKTUYECKMX 3aTpaTax.

AmopTunsauuns

Depreciation

(ITIL Service Strategy) Mepa CHUXeHMs CTOMMOCTH
aKTuBa B TeyeHune cpoka ero cnyx6bl. OHa ocHoBaHa
Ha u3Hoce, NoTpPebneHnn Nnm gpyromM CHKEHUM
MOe3HON 3KOHOMNYECKOW LIEHHOCTMU.

AHann3 BnusaHusa Ha
BusHec (BIA)

Business Impact
Analysis (BIA)

(ITIL Service Strategy) AHanu3 BNnsiHUSA Ha GusHec —
OesATenbHOCTb, BbINOMHAEeMas B paMkax npouecca
ynpaBreHnsi HenpepbiBHOCTbIO BM3Heca, koTopas
onpegenseT KpUTUYHbIe BU3HEC-PYHKUUM N UX
3aBMCMMOCTM. 3aBMCMMOCTM MOTYT BKNtoYaTb B cebs
noapsg4YvKoB, nogew, apyrme busHec-npoueccsl,
NT-ycnyru n 17.4. AHanu3 BnusaHusA Ha GusHec
onpegensiet TpeboBaHnsa kK BoccTtaHoBneHuto NT-ycnyr.
O1un TpeboBaHuMs BkNoYaloT B cebs LeneBble BpemeHa
BOCCT@HOBMEHUS, LierieBble TOYKM BOCCTaHOBMEHUS

U MUHUMarbHbIE LieNneBble NnokasaTenu ypoBHS yCnyru
ansa kaxgon NT-yenyru.

AHanua BrnivaHua Coos
KomnoHeHToB (CFIA)

Component
Failure Impact
Analysis (CFIA)

(ITIL Service Design) TexHuka, kOTOpasi nomoraeT
onpegenuTb BNusiHne cbosi B paboTte
KOHdMrypaunoHHon eanHmubl Ha UT-yenyrmn n 6usHec.
CospaHue matpuubl ¢ UT-ycnyramm no ogHoMmy
HanpasneHuto n KE no gpyromy, no3BonseT BbISBUTb
KpuTu4Hble KE (koTopble MOryT GbITb Npu4mHon cbos

B NpegocTaBneHun mHoxectea N T-ycnyr) n yassmMmbie
UT-ycnyrn (KoTopble MMET MHOXECTBO €AMNHbIX TOYEK
oTKasa).

Ananus Beirog n 3atpar

Cost Benefit
Analysis

[eAaTtenbHOCTL, B paMKax KOTOPOW aHanm3npyroTcs

W CpaBHMBAIOTCA 3aTpaThbl U BbIroAbl OT peanusaumu
O[IHOIO UNWN HECKONbKUX anbTepHaTUBHbIX BapuaHTOB
OencTeun.

Cm. makxe SkoHomudeckoe OBocHoBaHue; BHyTpeHHss
Hopwma JoxogHocTu; Ynctasa MNMpmuseaeHHasa CTOMMOCTb;
BosepaT MHBecTuumi; [JobaBneHHasi LleHHOCTb OT
MHBecTnumi.
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Pycckun TepmMuH

Ananus [epea OTkasoB
(FTA)

AHrIUnUcKun
TEepMUH

Fault Tree
Analysis (FTA)

OnpepeneHne Ha pycCKOM

(ITIL Service Design) (ITIL Continual Service
Improvement) TexHuka, KOTopasi MOXXET UCMNOb30BaTLCS
ANs onpefeneHuns LenoYku cobbITuii, KOTopble NPUBENM
K MHUMAEHTY. AHanu3 aepeBa 0TKas3oB, UCMONb3ys
ByneBy HoTauwuto, npeacTasnsieT Lenb cobbiTuii B BUAE
anarpamMmmbl.

Ananus KenHepa un Tpero

Kepner And
Tregoe Analysis

(ITIL Service Operation) CucteMHbIV nogxon

K paspeweHuto Mpobnewm. MNMpobnema aHanusnpyetcs
B TepMuHax "4to”, "rae”, "koraa" un "cKonbKko".
OnpegenstoTca BO3MOXHbIE NpUYnHbl. Hanbonee
BeposATHasA Npu4YnHa nposepseTcs. Takum obpasom,

onpependeTcAa UCTUHHAA NpUYnHa.

Ananus lNoTepb

Pain Value
Analysis

(ITIL Service Operation) TexHuka, ncnonbsyemasi ans
naeHTurKkaumm BNMAHMS Ha GU3HEC ogHOM Unn
Heckonbkux Npobnem. ®opmyna pacyeta notepb
OCHOBaHa Ha KOnM4ecTBe 3aTPOHYTLIX Nosfib3oBaTeNewn,
NPOAOIMKNTENBHOCTY NPOCTOS, BIMSHUSA Ha KaX4oro
none3oBaTtensi U ctoumocTu ans brusHeca (ecnm
N3BECTHA).

AHanuna PacxoxgeHunn

Gap Analysis

(ITIL Continual Service Improvement) [lesTensHOCTb,
HanpaBneHHasi Ha cpaBHeHMe ABYX HaOOPOB AaHHbIX
W BbISIBNEHNE pa3nuunin. AHaNn3 pacxoxaeHuUn 4acTo
ucnonb3yeTcs Ans cpaBHeHUst Habopa TpeboBaHun

C (phaKTNYECKNUM COCTOSIHUEM.

Cm. makxe CpaBHutenbHasa OueHka.

AHanuna Cboes Ycnyru
(SFA)

Service Failure
Analysis (SFA)

(ITIL Service Design) TexHuka, koTOpas
naeHTMduuUmMpyeT NPUYMHBI OOHOMO UITN HECKOIBKUX
npepbiBaHusa npepbiBaHui unu 6onee UT-ycnyr. AHanus
cboeB ycnyr ngeHtTudmumpyeT BO3MOXHOCTN Ans
ynydweHnus lNMpoueccoB 1 MHCTpyMeHTOB [ocTaBLuymka
UT-ycnyr, a He Tonbko UT-nHdppacTpykTypbl. AHanu3
cboeB ycnyr - orpaHUYeHHas BO BpEMEHM, CXOXas

C NPOEKTOM AeATENBbHOCTb, @ HE NOCTOAHHLIN
aHanuTMYeCcKUin npouecc.

AHanuns CTpykTypbI
Yenyru

Service
Analytics

(ITIL Service Strategy) TexHuka, ucnonb3yemas

Onsi OLEHKN BIIMSAHUSE UHUMOEHTOB Ha 6usHec. AHanu3
CTPYKTYpbI YCIyr1 MOAEnupyeT 3aBUCUMOCTN MEXAY
KOHMIrypauuoHHbIMIN €AMHULAMN, a TakkKe
3aBuncumocTu NT-ycnyr oT KOHPUrypaunoHHbIX eaAnHUL,.
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Pycckun TepmMuH

AHanna TengeHunn

AHrIUnUcKun
TEepMUH

Trend Analysis

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) AHanu3 gaHHbIX
C Lenblo 06HapyXeHus CUCTEMbI NOBEAEHMS

BO BpEMEHU. AHANM3 TEHAEHLNIA UCNoNb3yeTcs

B yrnpaBneHun npobnemamu ansi obHapyxeHns obLmx
cboeB, ys3BMMbIX KOHPUIYPaALMOHHBLIX EQUHWL, a TaKkKe
B yNpaBlieHU MOLLHOCTSIMU, KaK UHCTPYMEHT
MOZENMPOBaHUS AN NPOrHO3UPOBaHNSA NOBEAEHMS

B 6yayweM. Kpome aTOro aHanma teHaeHuui
NCNonb3yeTcs Kak cpeacTBO yrnpaBneHus

Anst obHapyxeHns AedeKToB B NpoLeccax ynpaBneHus
NT-ycnyramu.

AHanuTtunyeckoe
MogenuposaHue

Analytical
Modelling

(ITIL Continual Service Improvement) (ITIL Service
Design) (ITIL Service Strategy) TexHuka, nCnonb3ytoLLlas
MaTemMaTuyeckue Moaenm Ans NporHo3MpoBaHns
nosegeHus NT-ycnyr unm gpyrnx KOHUrypaumnoHHbIxX
eouHUL. AHanuTudeckne Mmogenu, Kak npasuno,
NCMNOMb3YTCH B yNpaBleHUN MOLLHOCTAMM

1 ynpaBneHum JOCTYMNHOCTbIO.

Cm. makxe MogenunposaHue; CUMYNAUUOHHOE
MopenupoBsaHue.

AHTUKpPU3NCHOE
YnpasneHue

Crisis
Management

lMpouecc, oTBeYaoLWwmi 3a ynpasneHue
HenpepbIBHOCTbIO BU3HECA B CAMOM LUMPOKOM CMbICTIE.
KomaH,u,a aHTUKPU3UCHOIO ynpaBlieHnAa oTBevaeT

3a cTpaTernyeckme BOMpoCkl, TaKMe Kak ynpaBrieHne
B3anMOAenCcTBMEM CO CpeacTBaMn MaccoBomn
WMHopMaL M N OoBepMe akLMOHEPOB, a Takke
NpUYHUMaET peLleHne 06 nHuLMaumm nnaHoB
HenpepbIBHOCTM GusHeca.

ApxutekTtypa

Architecture

(ITIL Service Design) CTpykTypa cuctembl unm
NT-ycnyry, Bkntoyasi B3aMOOTHOLLEHMS MexXay
KOMMOHEHTaMu 1 Cpefow, B KOTOPON OHU HaxoasTCS.
ApxuTekTypa Takke BKro4aeT B cebsa ctaHaapThl

1 pekomeHaauuu, onpeaensioLine npoekTnpoBaHme
W pasBuTME CUCTEMDI.

ATpubyT

Attribute

(ITIL Service Transition) YacTte uHcdopmaunm

0 KOHpurypaumoHHon eguHunue. Hanpumep,
HavMeHOBaHWe, MEeCTOMNONOXeHNe, HOMep BeEpCUn

n ctoumocTb. ATpubyTel KE 3anuceiBatotcs B 6a3y
OaHHbIX ynpaBneHus koHdurypauusmm (CMDB)

1 NOAAEPKNBAKOTCH Kak YaCTb CUCTEMbI YNpaBIieHns
KoHdurypauusmm (CMS).

Cm. makxe BaanmooTHoweHus; Cuctema YnpaBneHus
KoHdpurypaumamu.

ATpubyT BocxuieHus

Excitement
Attribute

Cwm. daktop BocxuiueHus.
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Pycckun TepmMuH

Ayaut

AHrIUnUcKun
TEepMUH

Audit

OnpepeneHne Ha pycCKOM

dopmanbHoe obcrnenoBaHue 1 NpoBepka Ha NnpeameT
cobntogeHns kakoro-nmbo ctaHgapTa unm
pekoMeHaaunin, TOYHOCTN BEAEHMS 3anucen nnm
OOCTWXEHUN LeneBblX 3Ha4YeHn achPeKTUBHOCTH

N pe3ynbTaTUBHOCTU. AyaNT MOXET NMPOBOAMTLCS
BHYTPEHHMMU UM BHELLHMMU Cny>k6amu.

Cwm. makxe OueHka CooTtBeTcTBMUS; CepTndukaums.

AyTCOpCUHT

Outsourcing

(ITIL Service Strategy) icnonb3oBaHne BHELLHErO
nocTasLumKa ycnyr ansa ynpasnexnus UT-ycnyramu.

Cm. makxe Bbibop Mogenu NpenoctaBneHuns Ycnyr.

(ITIL Service Transition) Basa gaHHbIX, nCNonb3yemas
ONA XpaHeHNs1 KOHPUrypauMoHHbIX 3anncen Ha BCeM

basa [laHHbIX Configuration NPOTSHKEHNUN NX XKN3HEHHOTO umkna. Cuctema
YnpaeneHus Management ynpaBreHus KoHUrypauusamm nogaepxueaeT OgHy nnm
KoHdurypaumamm Database HecKoIbko 6a3 JaHHbIX ynpaBrieHnst KOHPUrypaLmsamm,
(CMDB) (CMDB) Kaxxgas 6asa gaHHbIX XpaHWUT aTpubyThbl
KOHUIypaLNOHHbIX e4AVHUL, U B3aMOOTHOLLEHNS
C APYrMMUN KOHUTYpPaLNOHHBIMWN €4UHULLAMMN.
(ITIL Service Transition) Jlorndyeckasi 6asa gaHHbIX,
. Knowledge
Bbasa 3HaHui Base cofepallas AaHHble U MHOPMaLIMIO, UCTONb3yeMble

Cucrtemon ynpaslieHUA 3HaHNUAMU NOo ycnyram.

Bbasa 3BecTHbIx
Ownbok (KEDB)

Known Error
Database
(KEDB)

(ITIL Service Operation) basa gaHHbIX, cogepalias Bce
3anucu 06 n3BeCTHbIX OLNOKax. OTa 6a3a AaHHbIX
co3faeTcs B pamkax npoiecca YnpasneHust
npobnemamu 1 ncnonb3yeTcs npoueccaMmm YnpaBneHus
WHUnOeHTamu n npodnemamu. basa n3BecTHbIX OWNOOK
MOET ObITb YacCTblo CUCTEMbI YIpaBneHus
KOHQpUrypauusiMm nnm uHsiM o6pasomM BXoauTb B COCTaB
CUCTEeMbI YrpaBreHns 3HaHUsIMM Mo ycrnyram.

BasoBoe CocTosiHMe

Baseline

(ITIL Continual Service Improvement) (ITIL Service
Transition) CHUMOK COCTOSIHMS, UCMONb3YEMbIN Kak
KOHTpOIbHas Tovka. B TeyeHne BpemeHn MoxeT ObITb
cAenaHo MHOXEeCTBO CHUMKOB COCTOSIHWI, HO TONbKO
HeKoTopble U3 HUX ByayT NCNonb3oBaHbl kak 6a3oBble
cocTosiHuA. Hanpumep:

BasoBoe cocTosiHne B obnactu ITSM mMoxeT ObITb
MCMNOMNb30BaHO Kak OTNpaBHasa Tovka And namepeHuns
adhdpekTa oT peanusaunm nnaHa
COBEpLUEHCTBOBAHNS yCnyr

BasoBoe cocTosiHMe NPOM3BOANTENBHOCTN MOXET
ObITb MCNOMBb30BaHO ANA U3MEPEHUS U3MEHEHWI
NPON3BOAMTENBHOCTY B TEYEHMWE XKM3HEHHOTO LMKIa
UT-ycnyrn

basoBoe cocTosiHue KOH(*)VIpraLI,I/WI MOXET ObITb
MCMOoJ1b30BAHO KaK 4acCTb MNJj1iaHa Bo3BpaTta
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Pycckun TepmMuH

AHrIUnUcKun
TEepMUH

OnpepeneHne Ha pycCKOM

K npeablayLemMy COCTOSHMIO A1 BOCCTAHOBMNEHMS
N3BECTHOW KOHpurypaumm UT-uHMpacTpyKTyphbl
K M3BECTHOW KOHbMrypauum B cnyvae Heyga4yHoro
N3MEHEHUSI U penuaa.

Cm. makxe KoHTponbHasa Touka.

BasoBoe CocTosiHMe
KoHdpurypauum

Configuration
Baseline

(ITIL Service Transition) bazoBoe coctosiHue ans
KOHdourypauum, kotopoe 6bino popMarnbHO cornacoBaHo
W HaxoAMTCs NOA KOHTPOMeM npouecca ynpasneHus
namMeHeHnamun. basoBoe CoCTosiHME KOHQUrypaLmum
nucnonb3yeTcs Kak ocHoBa ans 6yayuimx c6opok,
penn3oB U U3SMEHEHUN.

Be3onacHocTb

Security

Cm. YnpaeneHue VHdopmaumoHHon besonacHocTblo.

BrnbnnoTteka 3TanoHHOro
lMporpammHoro
Ob6ecneveHns (DML)

Definitive Media
Library (DML)

(ITIL Service Transition) OgHO NN HECKOMBKO
3aLLUMLLEHHBIX XPAHUITULL, B KOTOPbIX HAXOAATCS NOMHbIE
1 aBTOPM30BaHHbIE BEPCUMUN BCEX KOHUIYPALIMOHHBIX
€0M1HWL, OTHOCSILLMXCS K NMporpammMHoMy obecneydeHuto.
Brnbnuoteka 3TanoHHOro NporpaMmMHoro obecneyeHnst
TaKkke MOXeT codepaTb CBA3aHHbIE
KOHPUrypauuoHHble eAUHNLbI, Takne Kak NMueH3nm

1 gokymeHTaums. bubnmoTeka — nornyecku egnHoe
XpaHunuiie, gaxe ecnv usmyeckn mecta XxpaHeHus
pacnpegeneHbl. BubnnoTteka aTanoOHHOrO NPOrpPaMMHOrO
obecneyeHns KOHTPONMPYETCS NPOLLECCOM YyrNpaBlieHUs
CEPBUCHBLIMU aKTMBAMMN N KOHOUTypaUUsaMM 1 SIBNAETCA
4YacTbl0 CUCTEMBI YNPaBIEHNs1 KOHPUTYpaLMAMN.

Buanec

Business

(ITIL Service Strategy) ObLiekopnopaTMBHOe
obpaszoBaHuWe nnu opraHm3auus, cocTtosias

N3 HEKOTOPOro KonmyecTBa busHec-nogpasaeneHun.

B kKoHTekcTe ITSM 3TOT TEPMUH pacnpoCTpaHAETCs Kak
Ha HEKOMMepYecKue opraHmMsaLmm U rocyaapCTBEHHbIN
CEKTOP 3KOHOMMKM, TaK M Ha KOMMepYeCcKMe KoMMnaHuu.
MoctaBwuk NT-ycnyr npepoctasnset UT-ycnyrn gnga
3aka34umka u3 busHeca. lNMoctaBwmk UT-ycnyr moxeT
ObITb YaCTbIO TOrO e camoro 6usHeca, K KOTOpoOMy
OTHOCUTCS 3aKa3uuk (BHYTPEHHMI NOCTABLUMK YCyr),
UK YacTblo apyroro 6usHeca (BHELLHWUIA NOCTaBLUMK

ycnyr).

BuaHec-3aka34unk

Business
Customer

(ITIL Service Strategy) NonyyaTens NpoayKkTOB

unu ycnyr, npegoctasnsiembix 6usHecom. Hanpumep,
ecnu busHec — NpoM3BOACTBO aBTOMOGUNeNn,

TO BU3HEec-3aka34yuk — TOT, KTO NOKynaeT aBTOMOOUIb.

5|/|3Hec-nepcne|<TMBa

Business
Perspective

(ITIL Continual Service Improvement) lNpeactaBneHune
0 MocTaBLUmMKax ycnyr n UT-ycnyrax ¢ TOYKU 3peHunst
HbusHeca v npeacTaBneHne o GrU3Hece C TOYKN 3peHUs
nocTaBLUMKa YCnyr.
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Pycckun TepmMuH

BusHec-noapasneneHue

AHrIUnUcKun
TEepMUH

Business Unit

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) CermeHT GusHeca, KOTOpPbIN
MUMeeT CBOM COBCTBEHHbIE MilaHbl, METPUKK, A0X0Abl

n pacxoabl. Kaxxpgoe 6usHec-nogpasaeneHve Brnageet
aKTUBaMU 1 UCMONb3YET UX ANs CO3AaHNs LLEHHOCTM Ans
3aKa3yuKoB B hOpMe TOBAPOB W YCIyT.

BuaHec-npouecc

Business
Process

Mpouecc, koTopbIM BNageeT n ynpaensieT busHec.
BusHec-npolecc cnocobcTByeT NPeaoCTaBneHNo
npoaykTa nnm ycnyrn éusHec-3akasuunky. Hanpumep,
npeanpusTue po3HUYHON TOProBNN MOXET UMETL
NpOoLIECC 3aKyMNOK, KOTOPbIA NOMOraeT NPeaoCTaBnsTb
ycnyru ero 6uaHec-3akasvmkam. MHorne 6usHec-
npouecchl 3aBUcAT ot UT-ycnyr.

BbusHec-ycnyra

Business
Service

Ycnyra, kKoTopas npegocTtasnseTcs GusHec-
nogpasgenexHuamu busHec-3akasdvkam. Hanpumep,
npegoctaBneHne puUHaHCOBbLIX YCNyr 3akasynkam 6aHka
Uy TOBapOB 3aKasyukam PO3HUYHOro MarasmHa.
YcnewHoe npegocTtaBneHne Gu3Hec-ycnyru 4acTto
3aBWCUT OT ofHoW unu 6onee UT-ycnyr. BusHec-ycnyra
MOXXET COCTOSATb NMPaKTU4ECKM NOMHOCTbIO U3 UT-ycnyru,
Hanpumep, ycnyra AUCTaHLMOHHOro 6aHKOBCKOro
06CnyXMBaHWS NNW BHELIHWI BED-CanT, HA KOTOPOM
OuM3HeC-3aka3umKky pa3meLLaoT 3as8BK/ Ha 3aKymKy.

Cm. makxe Ycnyra, OpueHTUpoBaHHasa Ha 3akas4uka.

BuaHec-uenb

Business
Objective

(ITIL Service Strategy) Llenb 6usHec-npouecca nnm
OusHeca B uenom. busHec-uenu nogaepxmBatoT
BUaeHne bnsHeca, ABNATCA opueHTupamm gns UT-
cTpaTernun u 3adactyro nogaepxusarorca UT-ycrnyramu.

BputaHckun MHctutyT
CraHgapTos (BSI)

British
Standards
Institution (BSI)

OpraHusauusi No HaunoHanbHbIM CTaHA4apTam
BenukobpuTtaHuu, oTBevatoLlas 3a pa3paboTky

1 conpoBoXxaeHne bputaHckux ctaHaapToB.
JdononHnTeneHyo MHOPMaLUIO MOXHO HAWTW Ha canTe
www.bsi-global.com

(Ha pycckom sA3bike — WWW.bsi-russia.ru).

Cm. makxe MexayHapoaHasa OpraHusauus
no Ctangaptmsauun.

BbicTpas MNobena

Quick Win

(ITIL Continual Service Improvement) learensHOCTb
Mo COBEPLUEHCTBOBAHUIO, BO3BPAT UHBECTULUIA

OT KOTOPOM OXMZAAETCA B KpaTyanliee Bpems

NPy OTHOCUTENBHO HEDOMbLUMX 3aTpaTax U YCUNnsXx.
Cm. makxe MNpuHumn MNapeTo.
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Pycckun TepmMuH

BbicTpoe
BocctaHoBneHue

AHrIUnUcKun
TEepMUH

Fast Recovery

OnpepeneHne Ha pycCKOM

(ITIL Service Design) Cnocob BoCCTaHOBMEHWS, Takke
M3BECTHbIN Kak ropsiuee pesepsupoBaHue. MNpu GeicTpom
BOCCTaHOBMEHMM OObIYHO UCMONb3YyeTCs BblAeNeHHbIN
CTauUOHapHbLIN PE3EePBHbLIN LIEHTP C KOMMBbIOTEPHBLIMA
cucTeMamm 1 nporpaMMHbiM obecneyeHuem,
CKOHUrypnpoBaHHbIMK Anst pabotel UT-ycnyr. beictpoe
BOCCT@HOBIEHNE MOXET 3aHMMaTb A0 24 4acoB, HO
MOXET OCYLLECTBNATLCA U ObICTpee, ecnu He TpebyeTcs
BOCCTaHaBMNMBaTh AaHHble U3 Pe3ePBHbIX KOMUN.

BeicTpoTa Peakunn

Responsiveness

Mepa BpemeHu, Heo6xoaMMOro Ansi peakuum

Ha 4TO-Nnb0o. 310 MOXeET BbITb Bpemsa peakumm
TpaH3akumm nnm ckopocTb, C KOTOpown NMocTaBLLUKK
UT-ycnyr otBevaeT Ha HumaeHT unu 3anpoc Ha
U3MEeHeHne u T.n.

BrogxeTt

Budget

I'Iepequb BCeEX OEHEXHbIX CpeacTB, KOTOpPbIe
opraHusauuna mnm 6|/|3Hec-noupa3neneH|/|e nnaHupyet
nony4nTb nnn NOTpaTnUTb B Teé4eHne onpeaerieHHoro
nepmnoaa BpemMeHu.

Cm. makxe bropxeTnposanue; NnaHnposaHme.

BPO,EI,)KeTI/lpOBaHMe

Budgeting

[JesiTenbHOCTb MO NPOrHO3MPOBaHUIO 1 NOCHEAYIOLLEMY
KOHTPOIIO PacxoaoB AieHexXHbIX cpeacTs. CocTouT

13 nepuoamveckoro (06bI4HO eXEeroHoro) CocTaBMneHNs
BrompkeToB HyayLLMX NEPUOOOB U €XEeOHEBHOMO
MOHMWTOPUHIa 1 YTOYHEHNs GloxeTa TekyLLero nepuoaa.

BiogpxeTupoBaHme
KanutanbHbix BnoxeHnn

Capital
Budgeting

(ITIL Service Strategy) BelageneHue cpeacTts C Lenblo
nonyyeHuns Bo3spara B 6yayLiem 3a CYET
OOMNOMHUTENBHOW NPUOLINM UK COKpaLLeHWs 3aTpar.

B Pabote

Work in
Progress (WIP)

CraTyc, 03HavaloLWuii, YTO AeATENbHOCTb y)Ke Hayanach,
HO el He 3aKoH4YeHa. YacTo ncnornb3yemblii cTaTyc
ONs UHUMOEHTOB, NpPoGnem, U3MEHEHWI 1 T.N.

Bepudmkaums

Verification

(ITIL Service Transition) [JeaTenbHOCTb, KOTOpas
rapaHTupyeT, 4To HoBas nnun nsmeHeHHasa UT-ycnyra,
npouecc, NfaH Unu pyron pesynstaT - NOSHbIN,
TOYHbIN, HAAEXHbIN N COOTBETCTBYET CBOEN
cneumdukaLnm npoekTUpoBaHNS.

Cwm. makxe MopreepxaeHue; MNprémka;
MoaTteepxaeHue n TecTupoBaHue Ycnyr.
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Pycckun TepmMuH

Bepudpukaumna n Ayant

AHrIUnUcKun
TEepMUH

Verification and
Audit

OnpepeneHne Ha pycCKOM

(ITIL Service Transition) Buabl geatensHOCTH,
oTBevatLme 3a obecnevyeHne TOHHOCTU MHOpPMaLMK
B CUCTEME YyNpaBrieHns KoHUrypauusimu, a Takke

3a TO, YTO BCE KOH(UrypaLUMOHHbIE eANHULbI
onpegerneHbl 1 3anucaxsl. Bepudwukauus BknoyaeT

B cebs pernaMeHTUpPOBaHHbIE NPOBEPKU, SIBNSOLLMECS
YacTbio ApyrmMx npoueccoB. Hanpumep, ceepka
CepVIHOro Homepa paboyen cTaHuum, korga
nonb3oBaTtenb coobwaeT 06 nHunaeHte. Ayaut — aTo
nepuoguyeckasi, popmMarnbHas npoBepka.

Bepcusa

Version

(ITIL Service Transition) Bepcus ncnonbsyeTtcs

ans ngeHtndrkaumm 6a3oBoro CoOCTosIHUSA
KOHUrypaunoHHon eamHuubl. Bepcum o6bI4HO
MCNonb3yloT cornawleHne 06 MMeHoBaHWMW, KoTopasi faeT
BO3MOXXHOCTb OnpeaenuTb NocriegoBaTeNlbHOCTb

unun aaty kaxgoro 6asoBoro coctosiHusa. Hanpumep,
npunoXxeHne pacyeTa 3apnnartbl Bepcun 3 coaepxuT
OBHOBIEHHYI0 (DYHKLMOHANbHOCTb U3 Bepcumn 2.

B3sanmooTHoLEeHne

Relationship

CBA3b 1N B3auMoAencTBue Mexay AByMS NogbMu
Unu cylHocTsaMu. B ynpaBneHun B3aMMOOTHOLLEHUSMU
¢ GusHecom — 3TO B3aMMOAENCTBME MEXTY
nocrasLmkom UT-ycnyr n 6busHecom. B ynpaeneHum
CEPBUCHbIMM aKTMBaMM1 1 KOHUrypaumsamm —

3TO OTHOLUEHNE MEeXAOY ABYMSA KOHUIypaLMOHHBIMM
e[VHMLaMu1, KOTOpoe onpeaenseT 3aBMCUMOCTb U
CBSA3b MeXAy HUMK. Hanpumep, NpunoXxeHus MoryT
ObITb CBAI3aHbl C CEpBEpPaMU, Ha KOTOPbIX OHU
BbinonHsTcs, NT-ycnyru umeroT MHOXECTBO CBSA3eNn
CO BCEMW KOHUTYPaLMOHHBIMU eAMHULLaMU,
BHOCSALLMMUW BKNag B UX NpeaocTaBlieHmne.

B3nmanmne Onnatbl

Charging

(ITIL Service Strategy) Baumanue onnatel 3a UT-ycnyru.
B3nmanue onnatbl 3a UT-ycnyru He aBnsieTcs
06s3aTenNbHbIM BUOOM OEATENBHOCTU, U MHOTUE
opraHusaumm paccmaTtpuBatoT noctaswmka UT-ycnyr
KaK LleHTp 3aTpar.

Cwm. makxe MNMpouecc Banmanuna Onnartel; MNonutnka
Banmanna Onnatbl.

Buoenue

Vision

OnucaHue Toro, YemM opraHusaums cobmnpaeTcsi ctaTtb

B OyaywieM. BuoeHne cosgaeTtcs BbiCLUMM
MEeHeI)KMEHTOM U I/ICI'IOJ'Ib3yeTCF| KakK I/IHCprMeHT
BIIUAHUA Ha KYIbTYpY U CTpaTernyeckoe nraHnpoBaHue.

Cm. makxxe Muccus.
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Pycckun TepmMuH

Bnageneu MNMpouecca

AHrIUnUcKun
TEepMUH

Process Owner

OnpepeneHne Ha pycCKOM

YenoBek, OTBETCTBEHHbIN 3a 0becneyeHne
COOTBETCTBMSA MpoLecca CBOEMY Ha3HayeHuo. B 30Hy
OTBETCTBEHHOCTY BnajenbLua rnpouecca BXOAUT
CMOHCOPCTBO, NPOEKTUPOBaHWeE, ynpasneHve
N3MEHEHNSIMU U HENPEpPbLIBHOE COBEPLLEHCTBOBAHNE
npowecca u ero MmeTpuk. flaHHasa ponb MOXeT
Ha3Ha4yaTbCH TOMY Xe COTPYAHMUKY, KOTOPbLIN UCNONHAET
ponb MeHeaXepa npouecca, HO B KPpYMHbIX
opraHu3aumax aTu ase posit MoryT ObITb pasaeneHbl.

Bnapeneu Ycnyru

Service Owner

(ITIL Continual Service Improvement) Ponb, koTopas
OoTBeYaeT 3a ynpasreHne OOHOW UM HECKOSTbKMMM
ycnyrammn B TedeHmne nx XM3HeHHoro uukna. BJ‘Ia,D,eJ'IbLI,bI
yCNnyr UrpatoT CYLLLECTBEHHYIO porib B pa3paboTke
cTpaTerum ycrnyr u oTBe4aroT 3a cogepkaHue noptdens
ycnyr.

Cm. makxe MeHemxep no BsaanmooTHOLLEHNAM
¢ busHecom.

BnusHue

Impact

(ITIL Service Operation) (ITIL Service Transition) Mepa
BO34ENCTBMA MHUMAEHTA, Npo6nemMbl N M3MeHeHns
Ha GusHec-npouecc. BrnmsHue 4acTo oCHOBaHO TOM, Kak
OyayT 3aTpOHYTHI YPOBHYM yCnyrn. BrnimsHne n cpoyHOCTb
MCNonb3ylTCs AN onpegeneHms npuopureTa.

BHewHun Jorosop (UC)

Underpinning
Contract (UC)

(ITIL Service Design) Jorosop Mexay NocTaBLLMKOM
UT-ycnyr n TpeTben CTOPOHOW. TpeTbs CTOPOHA
npenocTaBnsaeT TOBapbl UK YCNyrK, NogaepxuearLme
npegoctasneHue UT-ycnyr ons 3akasyunka. BHewHun
[0roBop onpegensieT npeameT 1 30HbI
OTBETCTBEHHOCTU, HeobX0oaMMblE ANs1 LOCTUXKEHWS
COrnacoBaHHbIX LieneBblx NokasaTtenen ypoBHS ycnyru
B OLHOM WM HECKOJBbKMUX cornalleHmsx ob ypoBHsIX
ycnyru.

BHewHun 3akasuuk

External
Customer

3aka34uk, KoTopblvi paboTaeT B MHTepecax MHOro,

MO OTHOLLEHWMIO K MOCTaBLmnKy UT-ycnyr, 6usHeca.
Cm. maixe BHewHun MNocTaswumk Yenyr; BHyTpeHHWI
3aKasuuk.

BHewHun NocTaBwmk
Yenyr

External Service
Provider

(ITIL Service Strategy) MoctaBwmk NT-ycnyr,
ABNSAOLLNACS YaCTbio MHOW, MO OTHOLLEHWUIO K 3aKa34nKy,
opraHusauuu. lNocTtaswmk UT-ycnyr moxeT
OOHOBPEMEHHO UMETb BHYTPEHHMX N BHELLIHUX
3aKa34uMKoB.

Cwm. makxe AytcopcuHr; MNMoctaswmkn Yenyr 1l Tuna.

BHewHaa MeTpuka

External Metric

MeTpuka, koTopas ncnonb3yeTcs Ans UsMepeHus
npepocTtasnexHns UT-ycnyrn 3akasqmky. BHelwHne
MEeTPVKN OObIYHO onpegeneHbl B COrnaLlleHNnsIx
06 ypoBHe yCrnyr 1 BKIIOYaKTCH B OTYETHI ANS
3aka34yumkoB. Cm. makxe BHyTpeHHaa MeTpuka.
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Pycckun TepmMuH

BHyTpeHHMe 3aTtparthl

AHrIUnUcKun
TEepMUH

Transfer Cost

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) Tun 3atpaT, o603HavaoLWmn
pacxopfpl, NOHECEHHbIE B MHTEpPecax ApYroro
noapasgeneHus opraHnsauuu. Hanpmumep, nocTaBLuK
NT-ycnyr moxeT onnatutb YCnyrn BHELUHETO
KOHCynbTaHTa AN (oUHaHCOBOro AenapTameHTa,

W 3aTemMm nepegatb 3TW 3aTpaTtbl UM. [NocTaBLymK
UT-ycnyr yumTbiBaeT pacxoabl NogobHoro poaa

KaK BHYTPEeHHue 3aTparthbl.

BHyTpeHHMI 3aka3unk

Internal
Customer

3akasuuk, paboTatoLmii Ans Toro e 6usHeca,
4yTO U noctaswmk UT-ycnyr.

Cm. makxe BHyTpeHHuI MNocTaBLymk Yenyr, BHewHui
3akasuuk.

BHyTpeHHWI [NocTaBLumk
Yenyr

Internal Service
Provider

(ITIL Service Strategy) NocTtasLumk UT-ycnyr, KOTOpbIN
ABNAETCA YacTbio TOM e OpraHu3auun, YTo U 3aKas4uik.
MocTtaBwuk NT-ycnyr MOXXeT 04HOBPEMEHHO UMETb
BHYTPEHHMX M BHELLIHMX 3aKa34MKOB.

Cm. makxe MNocTaswumk Yenyr Tuna |; MoctaBwmk Yenyr
Twvna Il; MHcopcuHr.

BHyTpeHHss MeTpuka

Internal Metric

MeTpuka, KOTOpas NCNONb3YeTCs NOCTaBLLNKOM
UT-ycnyr Ang MOHUTOPUHra 3dEKTUBHOCTH
BHYTPEHHMX NMPoLEecCcoB, X pe3ynbTaTUBHOCTU

1 adpdeKTMBHOCTN 3aTpaT. BHyTpeHHne MeTpuku
06bIYHO He NMpeaoCTaBnATCA 3aka3vmkam UT-yenyr.

Cm. makxe BHewHaa MeTtpuka.

BHyTpeHHs9 Hopma
HoxogHoctu (BHL)

Internal Rate of
Return (IRR)

(ITIL Service Strategy) TexHuka, ncnonesyemasi ans
NPUHSTUSA PELLEHUIN OTHOCUTENBHO KanuTarnbHbIX 3aTparT.
BHyTpeHHsasa Hopma goxogHocTu (IRR) - 3TO YMCMEHHbIN
nokasaTesnb AN CPaBHEHMS OBYX MM HECKOITbKMX
anbTepHaTUBHbIX MHBECTULMIA. Bonee BbICOKUI
nokasaTesib BHYTPEHHEN HOPMbl OXOOHOCTU yKasbiBaeT
Ha 6ornee BbIrofHble MHBECTULUN.

Cwm. makxe Ynctasa NpueegeHHas CtommocTb; Bosepar
MNHBecTnumi.

BosspaT kK HopmansHomy
Pexumy

Return to
Normal

(ITIL Service Design) ®asa nnaHa HenpepbIBHOCTU
WT-ycnyr, Ha koTopol BO30OHOBNSIETCS HOpMarnbHoe
dyHKLMOHMpOBaHMe. Hanpumep, ecnu ncnonb3oarncs
ayonupytoLwmn ueHTp obpaboTkn AaHHbIX, Ha aTon hase
npou3onaeT Bo3BpaT B paboTy OCHOBHOIO LieHTpa
006paboTkM AaHHbIX U BOCCTaHOBJIEHNE BO3MOXHOCTM
CHOBa 3aencTBoBaTh NnaH obecneveHuns
HenpepbiBHOCTU NT-ycnyr.
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Pycckun TepmMuH

BoaspaTt UHBECTULMIA

(ROI)

AHrIUnUcKun
TEepMUH

Return on
Investment
(ROI)

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) (ITIL Service
Strategy) Mepa oxungaembix Bbirog 0T UHBECTULIMN.
B npocTteviwem cnydae ato ymctasa npubbinb

OT MHBECTULMIA, NOAENEHHAA HAa CTOUMOCTb
WHBECTUPOBAaHHbIX aKTUBOB.

Cm. makxe Yuncrtas MNpueeaeHHas CTOMMOCTb;
[o6aeneHHas LieHHOCTb OT MIHBECTMLMIA.

BosBspart K
Mpeabiayuwiemy
CocTtosiHuio

Back-Out

(ITIL Service Transition) [lecTBUSA N0 BOCCTAHOBMEHUIO
npeabigywero 6a3oBoro COCTOAHWS YCIyrn Unu apyron
KoHdUrypaumoHHon eanHuubl. Bosspart k npegsiayLiemy
COCTOSIHMIO UCNOIb3yeTCcs Kak dopma BOCCTAHOBEHMUS
B Criyyae HeycnewHOoro U3aMeHeHus unm penmnsa.

Bo3obHoBneHue

Restore

(ITIL Service Operation) BeinonHeHne aencteni ang
BO306HOBNEHNs okasaHusa U T-ycnyrn nonb3oBaTensam
nocrne ncnpasneHns NNn nocrie BOCCTaHOBSIEHNS
BCNeacTBME MMEBLLIEFO MECTO MHLMAEHTA.

OT0 OCHOBHas Uenb ynpaBneHns NHUNAEeHTaMu.

Bo3obHoBneHue
O6cnyxnBaHus

Restoration of
Service

Cm. BoccTtaHoBrneHue.

BopoHka Ycnyr

Service Pipeline

(ITIL Service Strategy) basa gaHHbIX Unu
CTPYKTYPUPOBAHHbIA JOKYMEHT, Nepeymncnsiowmn Bce
NT-ycnyru, Haxoasiwmecs Ha pacCMOTPEHUU Unu

B paspaboTke, HO eLle He AOCTYMHbIE 3aKasvmKam.
BopoHka ycnyr npeacraensaeTt nHdopmaumnio

0 BO3MOXHbIX B 6yaywem UT-ycnyrax n coctaBnset
Ty 4YacTb noptdens ycnyr, kotopast 06bI4HO

He ornaluaeTcs 3akasdukam.

BoccTtaHoBneHne

Recovery

(ITIL Service Design) (ITIL Service Operation) Bosspat
KOHdpurypauuoHHon eamnHmnusl unum UT-yenyrn B paboyee
cocTtosiHue. BoccraHosneHue UT-ycnyru yacto
BKITHOYa@EeT BOCCTAHOBIIEHNE JAHHBIX K U3BECTHOMY
cTtabunbHomy coctosHMIo. Mocne co6CcTBEHHO
BOCCT@HOBIEHUSA MOXET BO3HUKHYTb NOTPEOHOCTL

B AOMOSHUTENBHbBIX MEPONPUATUAX, HEOOXOAMMBIX AN
TOro, Ytobbl MIT-ycnyra ctana JoCTynHon Ans
nonb3oBaTtenen (BOCCTaHOBMNEHME).

BoccTtaHoBneHnne

Remediation

(ITIL Service Transition) [JecTBUS, BbINOMHAEMbIE A5
BOCCTAHOBIEHWSI MOCIE HEYCMELUHOrO N3MEHEHUS UMK
penusa. icnpaBneHne MoxeT BkIoyaTb B cebs Bo3Bpar
K MpeablayLemMy COCTOSIHWUIO, MPUMEHEHUS MIaHOB Mo
HEeNpPepbLIBHOCTY YCIyr U apyrue OencTeums,
HarnpaBneHHble Ha BO306HOBNEHNe BM3Hec-npoLecca.

Bpemsa OTknuka

OTOT TEPMUH MCMOMb3YEeTCs B yNpaBneHMM MOLHOCTAMM
B KA4eCTBE Mepbl NPON3BOANTENBHOCTM
UT-nHdpacTpyKkTypbI.
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Pycckun TepmMuH

Bpewma NnaHoBomn
HepocTynHocTn Yenyru

AHrIUnUcKun
TEepMUH

Service
Maintenance
Objective (SMO)

OnpepeneHne Ha pycCKOM

(ITIL Service Operation) Oxugaemoe BpeMms, B Te4eHne
KOTOPOro KoHdurypauuoHHas eamHuua dyget
HeAOoCTYyrnHa B CBA3U C NJ1aHOBbIM O6CJ'Iy>KI/IBaHVIeM.

Bpemsa Nopaepxkm

Support Hours

(ITIL Service Design) (ITIL Service Operation) lNepuog
BPEMEHM UMK Yachbl, Koraa nogaepxka AoCTynHa Ans
none3oBatenei. O6bIYHO 3TO Yackl paboTbl CyXObl
noafepXku nons3osaTtenei. Bpemsi nogaepxku moxet
6bITe ONpeaeneHo B cornatueHmn ob ypoBHe ycnyr,

N MOXET OTNMYaTbCA OT BPpEMEHU NPeaoCTaBneHMS
ycnyru. Hanpumep, Bpemsi npegocTaBneHns ycnyru
MOXET ObITb 24 yaca B CyTKM, a BpeMS NOAAEPXKKU

npu aTom - ¢ 07:00 go 19:00.

Bpewmsa MNpegoctasneHns
Yenyru

Service Hours

(ITIL Service Design) (ITIL Continual Service
Improvement) CornacosaHHbIN Nepuoa BpeMeHu, Koraa
oTgensHas UT-ycnyra gormkHa 6biTb JocTynHa.
Hanpumep, «NoHegenbHuk-MNaTHULA, ¢ 08:00 go 17:00
3a UCKIMYEHNEM ouumnanbHbIX NPa3aHNYHbIX OHENR».
Bpems npegoctaBneHuns ycnyru OOmkHO ObITb
onpeaerneHo B cornatleHmm ob ypoBHe ycryr.

Bpewmsa NMpocTos

Downtime

(ITIL Service Design) (ITIL Service Operation) lNepuog
B paMKax CornacoBaHHOro BpeMeHu npefocTaBneHus
yCnyru, B Te4eHne KOToporo KOHUrypaunoHHas
eanHunua nnn NT-ycnyra He goctynHa. JoCTynHOCTb
UT-ycnyru yacto BbluMCNAETCSA Yepes cornacoBaHHoe
BpeMS NpeoCTaBeHNs YCnyrn n NpoOCTOMN.

Bpemsa Peakuun

Response Time

Mepa BpemeHUn, He0OX0aUMOTO A1 BbINOSTHEHUS
onepauum nnu TpaH3akuum. AToT TEPMUH NCMONBb3YETCH
B YNpPaBreHUN UHLUNOEHTAMUN Kak Mepa BPEMEHW,
HeobxoaMMoro Ang oTeeTa no TenedoHy 1y Hadvana
ONarHOCTUKMN.

(ITIL Service Strategy) Ycnyra, koTopas Heobxogmma
ONs NpeaocTaBneHns OCHOBHOW YCITYTU.

BcrnomoratensHas Enabling BcnomorateneHble ycnyru MoryT 6biTb BUAUMBIMU UIK
Yenyra Service HEBUAMMbBIMUW ANS 3aKa34yuKa, HO OHU He
NPefoCTaBMsOTCA EMY KaK CaMOCTOATENbHbIE YCIYTU.
Cm. makxe YnyJywarwias Ycnyra.
(ITIL Service Operation) Bropoli ypoBeHb B nepapxum
rpynn Noanep>Kkn, BOBMEYEHHbIX B paspeLleHne
BTopas JlnHus Second-Line WHLUWOEHTOB M UccnegoBaHue npobnem. Ha kaxagom
Mopnepxkn Support crnenywouiem ypoBHe cneumanncTel obnagatot 6onbLmnm

onbIToM, NM60O MM NpegocTaBnsaeTcs 6oMbLIe BpEMEHU
UIn Opyrux pecypcos.
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Pycckun TepmMuH

Bbibop Moaenu
MpenoctaBneHus Ycnyr

AHrIUnUcKun
TEepMUH

Service
Sourcing

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) Ctpaterns n nogxog K NpUHATAIO
peLueHnsi 0 NpefoCcTaBneHnn ycnyr cCobCTBEHHbIMM
cunamu, nepegade Ha ayTCOPCUHI BHELLHEMY
MOCTaBLUMKY YCNYT, NN KOMOMHUPOBAHWUM 3TKX
noaxonos.

Cm. makxe NHcopenHr; BHyTpeHHun MNMocTasLiuk Yenyr;
AyTCOpPCUHT.

BbiBOA M3 OkcnnyaTauum

Retire

(ITIL Service Transition) OkoHuyaTenebHoe yaaneHue
UT-ycnyrn nnu gpyron KOHUrypaumoHHoOn eguHuLbl
13 cpebl NPOMbILLIIEHHON 3KcnnyaTauuun. «BeiBegeHa
N3 aKcnnyataunm» aTo ogHa u3 gas >XM3HEHHOro Lnkna
MHOTUX KOH(PUIypaLMOHHbIX eOUHUL,.

BbinonHeHne
(McnonHeHwue)

Fulfilment

OcyulecTtBrneHne aesTenbHOCTN AN yAOBNETBOPEHUS
notpebHocTn unu TpeboBaHus. Hanpumep, Npy NOMOLLM
npegoctaBneHns HoBon NT-ycnyru unm BelNOMHEHNS
3anpoca Ha obcnyxusaHue.

BbipaboTka

Throughput

(ITIL Service Design) Mepa konnyectBa TpaH3akuui,
unu gpyrmux Onepaumnii, BbINOMHAEMbIX

3a PUKCUPOBaHHbIV NPOMEXYTOK BpemeHun. Hanpumep,
5000 cooObLLeHNn 3NEKTPOHHON NoYTbI B Yac, unu 200
OUCKOBBIX Onepauuin BBoAa-BblBOAaA B CEKYHAY.

Bbicokas [JocTynHOCTb

High Availability

(Service Design) MNogxoa nnun apxutekTypa, KoTopbie
MUHUMW3MPYIOT UK CKPbIBAIOT NocneacTeusa cbos
KOHUrypaLmMoHHON eanHULbI ANS nonb3oBaTenen
UT-ycnyru. PelueHnsi BLICOKOW AOCTYMNHOCTH
CMPOEKTUPOBAHbI AN AOCTUXKEHUSA COrflacoBaHHOIO
YPOBHS OCTYMHOCTM U UCMOMb3YIOT TaKMe TEXHUKMN,
Kak 0TKa30yCTOMYMBOCTb, YCTOMYMBOCTb U ObICTpOE
BOCCTAHOBIEHWE AN YMEHbLUEHUS] KONMYEeCTBa
WHUWOEHTOB M UX BITUSIHUS.

BbicTaBneHne CyeTtoB
(BunnuHr)

Billing

(ITIL Service Strategy) YacTtb npouecca BaumaHus
onnartbl. BbicTaBneHne cyeToB oTBEYAET

3a (bopMUpOBaHME CHETOB 1 NONYyYEHUS onnarhbl

C 3aKa34uMKOB.

Cwm. makxe LleHooGpasoBaHue.
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AHrIUnUcKun

Pycckun TepmMuH ——

(ITIL Service Strategy) MNapaHTus TOro, YTo NPOAYKT UMK
ycnyra 6yayT COOTBETCTBOBAaTb COrMacoBaHHbIM
TpeboBaHNAM. 3TO MOXeT ObITb Kak chopmanbHoe
cornaweHue (Hanpumep, cornawieHve o6 ypoBHe
obCnyXMBaHNSA UNWN KOHTPAKT) Tak U MapKeTUHroBoe
3agBrieHvne unu nmnax openga. MapaHtus
XapakTtepusyeT BO3MOXHOCTb YCNyrn ObiTb JOCTYMHON
FapaHTust Warranty TOorga, Korga OHa HyXkHa, UMeTb HeobXxoaMMYHo
MOLLHOCTb 1 HAaAEXHOCTb (B YacTn 6e30nacHOCTH

W HeNpepbIBHOCTH). [@apaHTnsa — 3TO TO «Kak ycnyra
npegocTaBnseTCcs», OHa MOXET NCMONb30BaTbCA Ans
onpeeneHns COOTBETCTBUS YCIOBUSIM UCMONb30BaHMWS
ycnyru. LleHHocTb UT-ycnyrn gns 6usHeca cos3gaércs
npu NOMOLLUM KOMOMHALIMN MONE3HOCTU N rapaHTuu.

Cm. makxe MNoaresepxaeHne n TectnpoBaHue Ycnyr.

OnpepeneHne Ha pycCKOM

[lopsavee

= Hot Standby
e3epBMpoBaHmMe

Cwm. beicTpoe BoccraHoBneHus; HemegneHnHoe
BoccraHoBneHue.

[oToBble PelweHns Off The Shelf Cm. Kommepueckuin KopobouHbii MpoaykT.

Change

Mpaduk N3ameHeHnn Schedule

(ITIL Service Transition) [JokyMeHT C nepe4yHeM BCex
YyTBEPXAEHHbIX U3MEHEHWI N NNaHOBbIX AaT KX
peanusauuu, a Takke ¢ NPUMEPHbLIMWU CPOKaMU
peanusauun 6onee No3gHMx nameHeHun. Mpadmk
N3MeHeHU nHoraa HasbiBatloT rpacpMkoM NpeacTosALLIMX
N3MEHEHU, XOTS OH COAEPXUT MHGOPMaLMIO TaKke

06 n3MeHeHusix, KOTopble yxxe Bblnv peanM3oBaHsbl.

(ITIL Service Design) (ITIL Service Strategy) 'pynna,
OTBETCTBEHHas 3a obecnevyeHne B3aMMHOIO
COOTBETCTBMS CTpaTerni u nnaHoe busHeca u
"pynna no YnpasneHuio IT Steering noctaswmka NT-ycnyr. B rpynny no ynpasnexuio T
UT (ISG) Group (ISG) BXOOAT NPeACTaBMTENM PYKOBOACTBA OM3Heca u
noctasLmka NT-ycnyr. Takxke MOXeT Ha3bIBaTbCA
«rpynna no ctpaterun NT» unu «komutet

no ynpasnexuio NT».

"pynna Mogaepxkn Support Group

(ITIL Service Operation) Npynna nogen

C onpeaeneHHbIMU TEXHUYECKUMU HaBbikamu. [pynnbl
NOAAEPXKKN OCYLLECTBNSIOT TEXHUYECKYIO NOAAEPXKKY,
HeobxoaMMylo BCeM npoLeccaM ynpasneHus
UT-ycnyramm.

Cm. makxe YnpasneHue TexHudeckon [ogaepkon.
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AHrIUnUcKun
TEepMUH

Pycckun TepmMuH OnpegeneHne Ha PyCCKOM

(ITIL Service Transition) Cnoco6 noHumaHus
B3aMMOCBSA3eN MexXay AaHHbIMWU, MHdOpMaLmen,
3HaHWem n myapocTtblo. KoHuenuusa DIKW nokasbiBaer,
Kakum obpa3om Kaxkgoe 13 nepeyncrieHHbIX MOHATUN
DasupyeTcs Ha ocTarnbHbIX.

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

HaHHble-NHdopmaums-
3Hanns-MygpocTb
(DIKW)

HeyTo, BNsiloLee Ha cTpaTteruio, Lenu unm
Oewxywas Cuna Driver TpeGoBaHusa. Hanpumep, HoBoe 3aKoHOAATENbCTBO MM
[OeNCTBUS KOHKYPEHTOB.

Habop geicTtBun, NnpegHasHayYeHHbI 451 4OCTMXKEHMS
onpegeneHHoro pesynbtarta. [JesaTtenbHoCcTb, 00bI4YHO,
onpegensieTcs Kak YacTb npouecca unuv nnaxa,

1 OOKYMEHTUPYETCS B npoLeaypax.

[eaTtenbHOCTb Activity

(ITIL Service Operation) CTagms XXN3HEHHOro UMkna
nHUnaeHTa unu npobnemsl. HazHavyeHe anarHOCTUKKN —
HanTh 06xoaHOe pelleHne AN MHUMAEHTa Unm
onpeaennTb KOPHEBYIO NPUYMHY NPOoGembl.

[warHoctuka Diagnosis

(ITIL Continual Service Improvement) (ITIL Service
Operation) TexHuka, noMoratroLas kKoMaHae onpeaenuTs
Ishikawa BCE BO3MOXHbIE€ NPUYMHbI Npobnemsbl. [lepBoHavyansHoO
Diagram Obina paspaboraHa Kaopy Nwwnkasown (Kaoru Ishikawa),
pe3ynbTaToM paboThbl 3TON METOAMKN ABNSETCA
aunarpamma, noxoxas Ha pblibun ckener.

Owarpamma Nwmnkasbl

Onarpamma NMpuynHHo- Fishbone

. . Cm. Onarpamma VwmnkaBbl.
CnepactBeHHbIX CBA3en Diagram Avarp

TexHuka, ncrnonb3yemas B ynpasrieHUn Crpocom v
3aKroYaloLasca B TOM, 4YTO 3a UCMNONb30BaHNE O4HOWN U
Tonm Xe yHKkummn UT-ycnyrn B pasHbix 06CcToATENbCTBAX

" epeHLnpoBaHHOE Differential
Andbdpeperunp B3MMaeTCH pa3nuyHas onnarta. Hanpumep, CHmkeHHas

B3umanune Onnatbl Charging
CTOMMOCTb BHE MMKOBOrO BPEMEHU UM YBENNYEHHAS
CTOMMOCTb 5151 NONb30BaTEeNen, ucHepnaBLLNX
BblAENEHHbIN NMUMUT Yero-nmobo.
(ITIL Continual Service Improvement) U3amepeHue
Value On oXngaembix Bbirogd oT MHBecTMUMiA. [lobaBneHHas
[No6asneHHas LieHHOCTb .
. Investment LIleHHOCTb OT MHBECTULIMN paccMaTpuBaeT
ot NuBectuumn (VOI)
(vol) Kak (oMHaHCOBbIE, TaK U HeMaTepuarnbHble Bbliroabl.

Cwm. makxe BosspaT MHBecTuuun.
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Pycckun TepmMuH

[orosop
06 OkasaHun Yenyr

AHrIUnUcKun
TEepMUH

Service Contract

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) [loroBop 0 npegocTaBneHmm
OlHOM Unun Heckonbkmx NT-ycnyr. TepMnH «aorosop
06 okasaHuK ycnyr» Takke uUcronb3yeTcs ans
0603Ha4eHus Nboro cornalleHnss o NpeaocTaBneHmm
WT-ycnyr, He3aBUCUMMO OT TOrO, UMEET I OHO
IOPUANYECKYIO CUMY UMK HET (Hanpumep, cornatleHne
00 ypoBHe ycnyr).

Cwm. makxe MopTtdens [Jorosopos.

Horosop (KoHTpakT)

Contract

NwmetoLee ropmanyeckyto cuny cornateHne mexay
OByms 1 6onee cTtopoHamu.

JokymeHT

Document

MHdopmaums, npeacraBneHHas B yaobHoW ans YteHus
dopme. [JOKyMEHT MOXET ObITb BYMaXKHbIM UK
ANeKTPOHHbLIM. Hanpumep, nonuTtuka, cornaweHve

06 ypoBHe ycnyru, 3anucb 06 HUMAEHTE Uy nNnaH
KOMMbIOTEPHOro 3ana.

CM. makxe 3anucs.

[omkHocTHas
UHCTpyKums

Job Description

[OKyMeHT, KOTOpbI onpeaensieT ponu, 30HbI
OTBETCTBEHHOCTW, HABbIKN U 3HAHWS, TpebyemMble

OT onpeAeneHHoro coTpygHuka. omkHocTHas
WHCTPYKLUUS MOXET BKITHOYAaTb HECKOMLKO pPOnewn,
Hanpumep ponu MeHempxkep KoHdurypaumi u MeHenxep
N3MEHEHWUI MOTYT BbINOMHATLCS OOHUM COTPYAHUKOM.

HononHstowasa Yenyra

Enhancing
Service

(ITIL Service Strategy) Ycnyra, nobaBnsemasi

K OCHOBHOW Ansl Toro, Ytobbl caenatb eé 6onee
npuBnekaTenbHON ANs 3akas4yuka. YnydwaroLime ycnyru
He ABnsATCA 06593aTeNbHbIMU COCTaBNSIIOLMMU
OCHOBHbIX YCINYT, OHW UCMOMb3YITCH AN TOro, YTOObI
MOTMBMPOBATb 3aKa34MKOB UCMONb30BaTb OCHOBHbIE
ycnyru, nnbo ansa obecneveHns KOHKYPEHTHbIX
NpPenMyLLEeCTB MOCTaBLLMKA YCIyT.

Cwm. makxe BecnomorateneHas Ycnyra; ®akrop
BocxuiieHus.

[ocTynHocTb

Availability

(ITIL Service Design) CnocobHocTb UT-ycriyru unm
Opyron KoHUrypawuoHHOW eANHULbI BbINOSHATL
cornacoBaHHyl (OyHKLMIO, Korga ato TpebyeTcs.
HocTynHocTb onpefenseTca HaaéXHOCTbIO,
COMPOBOXOAeMOCTb0, 06CNYKNBAEMOCTLIO,
NPON3BOAMTENBHOCTBIO M 6€30MacHOCTbI0. [JOCTYNHOCTb
00bIYHO pacCcUMTbIBAETCS B MPOLEHTaX. OTOT pacyéT
4YaCTO OCHOBBLIBAETCHA Ha COrMacoBaHHOM BPEMEHU
npegocTaBneHns ycnyrm n npocroe. Jlyvwen npakTnkom
ABNAETCA BbluMcneHne goctynHoctn NT-ycnyru Ha
OCHOBaHUM 3HauYnMbIX Ans busHeca nokasatenen.
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Pycckun TepmMuH

[oxogHocTb AKTUBOB
(ROA)

AHrIUnUcKun
TEepMUH

Return on
Assets (ROA)

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) Mepa peHTabenbHoCcTM GU3Hec-
noapasaeneHuns unm opraHnsaumm. [JoxogHoCTb akTUBOB
BblUMCNSETCH Kak OTHOLLIEHWE rO40BOro NPUBEAEHHOMO
4YMUCTOro JoXoAa K obLet CTOMMOCTU aKTMBOB.

Cwm. makxe BosspaT MHBecTuuun.

EauHasa Touyka KoHTakTa

Single Point of
Contact

(ITIL Service Operation) lNMpegocTtaBneHne eaMHOro
npocToro cnocoba Ans obLeHns ¢ opraHusaumnen nnm
bu3Hec-nogpasgeneHvem. Hanpumep, eguHas To4ka
KOHTakTa ans noctaswmka NT-ycnyr 06bI4HO
HasbiBaeTcs cnyxbow nogaepXXkn nonb3oBaTenen.

EpuHasa Touka OTkasa
(SPOF)

Single Point of
Failure (SPOF)

(ITIL Service Design) JTiobas koHpUrypaumoHHas
edunHMLa, 0TKa3 KOTOPOM MOXET BbI3BaTb MHUMAEHT, ANS
KOTOpPOro He orpeaeneHa KoHTpMmepa. EanHon Toukon
OTKa3a MOXeT BbITb Kak COTPYAHUK UMK LWar B npouecce
UNN OeaTenbHOCTU, TaK U KOMMOHEHT
UT-nHdpacTpyKkTypbI.

CmMm. makxxe Coown.

EavHnua 3atpar

Cost Unit

(ITIL Service Strategy) Kateropusi HWXHero ypoBHs,

Ha KOTOpYIo OTHOCATCA 3aTpathl. EAMHUUBLI 3aTpaT — 370,
06bI4HO, Nerko ncuncnmmMble (Hanpumep, YUCNEHHOCTb
COTPYOHWKOB, KONMYECTBO JIMLEH3MI Ha NporpaMmMHoe
obecneueHne) nnu nsmeprmMble 06beKTLI (Hanpumep,
3arpy3ska LI[Y, noTpebneHHas anekTposHeprus).
EavHnupbl 3aTpaT SABMAAIOTCA COCTaBHbIMU YacTAMM
aneMeHToB 3aTtpaT. Hanpumep, snemeHT 3atpaT
«TEeKyLUMe pacxodbl» MOXET COCTOSATb U3 TakUX eauHuL
3aTpart, KakK «oTenn», «TPaHCNOPTHbIE pacxoabl>,
«nUTaHue» n 1.4.

Cm. makxe Tun 3atpar.

EavHnua 3atpar

Unit Cost

(ITIL Service Strategy) 3atpatbl noctaswmka NT-ycnyr
Ha npegocTaBneHne eaMHNYHOro (OTAeNbHOro)
komnoHeHTa UT-ycnyrn. Hanpumep, 3atpatbl Ha OaHY
pabouylo CTaHUMIO UK Ha OOHY TPaH3aKUMIo.

EguHnua Onnatol

Chargeable Item

(ITIL Service Strategy) PesynbTat npegocraBneHus
UT-ycnyru, KoTopbli Ucnornb3yeTcs npyu pacyéTe onnarhbl
Ans 3aKa34qvKkoB (HanpuMmep, KONMYeCTBO TpaH3aKLui,
KOnmn4yecTBo paboymx cTtaHuui).
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Pycckun TepmMuH

Epnnnua Penunsa

AHrIUnUcKun
TEepMUH

Release Unit

OnpepeneHne Ha pycCKOM

(ITIL Service Transition) KomnoHeHTbl N T-ycnyrn,
KOTOpble 0ObIYHO KOMMOHYIOTCS] BMECTE W BbIMyCKalTCA
B paMKax ogHoro penusa. EgMHuua penusa obbl4HO
BKNtoYaeT B cebst KOMMNOHEHTbI, Heobxoanmble Ans
BbINOMHEHUST KAKON-NMOO MONe3HOoN yHKL NN,
Hanpumep, eguHuuen penusa moxeT ObiTb HACTONBbHLIN
KOMMbIOTEP, BKIIHOYaoLWmMi B cebs nporpaMmHoe,
annapartHoe obecne4veHue, nuueH3umn obecneveHme,
OOKyMeHTauuo v T.n. Jpyrum npMMmepom eanHuLbl
penuaa MOoXeT CIyXuUTb Lienoe npuoxeHune ans
pacyeTa 3apnnaTbl, BKOYas npouenypbl
onepaunoHHoro ynpasneHns UT u TpeHnHrn
nonb3oBaTenen.

YKnsHeHHbIN Limkn

Lifecycle

PasnuyHble ctaguu B xnsHu UT-ycnyru,
KOHPUrypaLunoHHON eanHnLbI, MHUuAeHTa, npobnemsl,
N3MeHeHus 1 T.4. XXU3HEHHbIN uuKn onpeaenseT
KaTeropum Ans cratyca u paspelleHHble nepexoqsbl
mMexay ctatycamu. Hanpumep:

XKn3HeHHbI LMK NPUIoXKeHWs BKINoYaeT B cebs
dopmmrpoBaHne TpeboBaHuiA, NPOEKTUPOBaHNKE,
c6opKy, pa3BépTbiBaHWe, IKCNyaTaumio,
ONTUMMU3ALNIO.

PacLumpeHHbIN XXM3HEHHbI LMK UHLMAOEHTA
BKIoYaeT B cebst 0BHapyxeHne, peakumio,
OnarHocTuKy, ucrnpasrneHne, BOCCTaHOBIEHNE Y
BO30OHOBIEHME.

YKn3HeHHbIN uuKn cepBepa MOXeT BKYaTh B cebs
3akas, nonyyeHve, TeCTMpoBaHmne, NPOMBILLIIEHHYIO
3KCnnyaTauuio, BbIBOA M3 3KCNnyataumm u T.4.

YKnsHeHHbIn Linkn
YnpasneHus Ycnyramu

Service
Management
Lifecycle

Cm. XKnsHeHHbin Livkn Yenyru.

YKnsHeHHbIN Limkn
Yenyru

Service
Lifecycle

Moaxopn B ynpasneHun UT-ycnyramu, npygarowmmn
ocoboe 3Ha4YeHne BaXXHOCTU KOOPAMHALMM U KOHTPOIS
yepes pasnuyHblie YHKLUKN, NPOLLECChI, 1 CUCTEMBI,
HeobxoaMMble ANst yPaBNEHNs NOJTHBbIM XU3HEHHbIM
umknom UT-ycnyr. MNoaxo Ha OCHOBE XM3HEHHOro
LUKna ynpaBrieHnst ycryramu BkntoyaeT B cebs
cTpaTteruto, NpoekTupoBaHue, NpeobpasoBaHue,
3KCMnyaTaumio 1 HenpepbiBHOE COBEPLLEHCTBOBaHUE
UT-ycnyr.

3aBncMMocCTb

Dependency

I'Ipﬂmoe nnn Henpsamoe ncnonb3oBaHne oaHoro
npouecca nnn geaTtenibHoCTu apyrmm npoueccom unum
AEeATEeNIbHOCTbIO.
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Pycckun TepmMuH

3anHTepecoBaHHOEe
Jlnuo

AHrIUnUcKun
TEepMUH

Stakeholder

OnpepeneHne Ha pycCKOM

YenoBek, 3anHTEpeCcOBaHHbIV B OpraHu3aumm, NpoekxTe,
UT-ycnyre u T.n. 3auHTepecoBaHHbIe NuLia MoryT
NPOSIBNSATb UHTEPEC K BUAaM OESATENbHOCTH, Lensm,
pecypcam, nnu Pesynbtatam. 3anHTepecoBaHHbIMM
nmuamy MoryT GbITb 3aKa3unku, NApTHEPbLI, paboTHUKMK,
aKkuMoHepbl, Bnagerbubl, U T.1.

Cm. makxe MaTpuua Ponen n OTBETCTBEHHOCTM.

3akasuuk

Customer

MokynaTens TOBapoOB MK ycrnyr. 3akasynk ansi
noctaswuka UT-ycnyr — 3To Yenosek unuv rpynna
nogen, KOTopble onpeaensioT 1 CornacoBbiBaloT
LeneBble nokasaTenu ypoBHA yCnyru.

3akoH CapbeiiHca-Okecnum
(SOX)

Sarbanes-Oxley
(SOX)

AMEpPUKaHCKMI 3aKOH, PerynmpyoLwmnn ouHaHCoBYO
NPakTUKy U KopnopaTUBHOE PYKOBOACTBO.

3akpbIT

Closed

(ITIL Service Operation) 3akntounMTenbHbINA CTaTyC

B XKM3HEHHOM LMKIEe UHUMAEHTa, Npobrnembl, UIBMEHEHUS
n T7.4. HasHavyeHne gaHHoro cratyca He npeanonaraeT
HUKaKUX AanbHEeNWnX encTBUA ¢ 0O bEKTOM.

3akpbiTne

Closure

(ITIL Service Operation) JencTeme No NPUCBOEHMIO
3HaYeHNs «3aKpbIT» CTaTycy MHUMAEHTa, Npobnemsl,
N3MEHEHUs U T.M.

3anucb

Record

[okymeHT, cogepxalumin pesynbTatbl paboTbl UNn UHble
BbIXOAHble AaHHble NpoLecca Unn AesaTenbHOCTW.
3anuvcu cnyxat CBUAeTeNbCTBOM haKTU4ECKOro
BbINOMHEHNSI AeATENbHOCTM U MOTyT ObITh
npeacTaBneHbl B 6yMaXxHOM Unn aNeKTPOHHOM BUAE.
Hanpumep, oT4éT 06 ayguTte, 3anvcb 06 MHUnAeHTe nnm
MPOTOKOM COBELLaHus.

3anuck 06 N3ameHeHun

Change Record

(ITIL Service Transition) 3anuck, cogepxallas
petanbHyo nHdopmaumo 06 nameHeHun. Kaxpas
3anncb 06 N3MEHEHMN LOKYMEHTUPYET XXU3HEHHbIN LMK
OLHOro u3ameHeHus. 3anmcbk 06 M3MEeHeHUn co3gaeTcs
ONS KakJoro nofy4yeHHoro 3anpoca Ha U3MeHeHwe,
[axe ecrnv oH BnocneacTeun 6yaeTt oTKNOHEH. 3anuch
006 U3MeHeHNn JOIMKHA CCbINaTbCs Ha
KOHpUrypaunoHHbIE €4MHULBI, KOTOPbIE 3aTparnBaeT
[aHHoe n3MeHeHue. 3anmcy 06 N3MeHEHNsIX XpaHATCS
B CUCTEME YyNpaBrieHnsi KoHUrypauusmm unm rae-nmbo
elé B cucteme ynpaeneHnst 3HaHUAMK MO yCriyram.

3anuck o Mpobneme

Problem Record

(ITIL Service Operation) 3annce, cogepxatlas
AetanbHoe onucaHue npobnemsbl. Kaxgas 3anvcb

0 Npob6reme JOKYMEHTUPYET XKMU3HEHHbIV LK OJHON
npobnemsol.

Cm. makxe Paboyvas NHCTpyKLms.
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3anucb o Penuse

AHrIUnUcKun
TEepMUH

Release Record

OnpepeneHne Ha pycCKOM

(ITIL Service Transition) 3anuce, KoTopasi onpeaenseT
cogepxaHve penusa. 3anucb o penuse nveet
B3aVMOOTHOLLEHMWS CO BCEMMN KOHUIYpaLMOHHbLIMM
eanHULaMK, 3aTPOHYTbIMW AaHHBIM pennsom. 3anucu
0 penunsax MOryT XpaHUTbCH B CUCTEME YNpaBreHns
KOHdurypauusmm wnm rge-nubo ewe B cucteme
ynpaBneHus 3HaHUAMK Mo ycrnyram.

3anucbk 06 /3BecTHOM
Ownbke

Known Error
Record

(ITIL Service Operation) 3anuce, cogepxalias
JeTtanbHoe onucaHue 3sectHom ownbkn. B kaxaon
3anucu 06 n3BecTHoM ownbke AOKYMEHTUpyeTCs
YKnsHeHHbI Lmkn Mi3BecTHOM owmnbku, Bkntovasa CrtaTyc,
KopHeByto npuunHy n O6xogHoe pelueHmne. B HekoTopbix
peanu3auusix npowecca N3BecTHas owmbka
[OKYMEHTUPYETCS C UCMOSb30BaHNEM AOMNONMHUTENBHbIX
nonewn B 3anucu o npobneme.

3anuck 06 NHunaeHTe

Incident Record

(ITIL Service Operation) 3anuce, cogepxalias
JAeTanbHoe onucaHue wHuuMaeHTa. Kaxaas 3anuck
06 MHLMAEHTE OMNUCLIBAET XU3HEHHbBIN LMK TONBLKO
O[HOr0 MHUMAEHTA.

3anpoc Ha
O6cnyxnBaHue

Service Request

(ITIL Service Operation) 3anpoc OT nonb3oBaTens

Ha npegocTasneHue Yyero-nnbo. Hanpumep, 3anpoc

Ha MHdOPMaLMIO UK KOHCyNbTauumto, copoc napons nnm
yCTaHOBKY paboyei cTaHLuuy A5t HOBOrO MoJfib3oBaTens.
YnpaeneHve 3anpocamy Ha obcnyxvBaHve
OCYLLECTBMSAET NPOLEeCcC ynpaBreHns 3anpocamu Ha
o6cnyxmBaHue, 0bbIYHO — MPU COAENCTBUN CNYKObI
noagepxkku nonb3oBatenen. B xoge o6paboTkm
3anpocoB Ha 06CnyXMBaHWE OHU MOTYT BbITb CBA3aHbI

C 3anpocamMm Ha N3MeHeHue.

3anpoc NameHeHns

Change
Request

Cwm. 3anpoc Ha NameHeHue.

3anpoc Ha MameHeHne
(RFC)

Request for
Change (RFC)

(ITIL Service Transition) ®opmanbHOe NpeanoxeHne
Ha BbINONIHEHNE N3MeHeHUs. 3anpoc Ha U3MeHeHue
BKITIOYaeT B cebs getanu npeanoxeHHOro nsMeHeHus
N MOXeT BbITb 3anncaH B 6ymaKHOM Mn 3NEKTPOHHOM
Buae. TEPMUH «3anpoc Ha N3MEHEHNE» YacTo HEBEPHO
ynotpebnsietcsi B 3Ha4EHUsIX «3anncb 06 U3MEeHeHUN»
Unn «M3ameHeHme» camo no cebe.

3artpatbl

Cost

Cymma geHer, n3apacxof4oBaHHbIX Ha onpefeneHHyo
pedarenbHocTb, W T-yenyry nnmn 6usHec-nogpasgeneHue.
3aTtpaTtbl COCTOAT U3 peanbHbIX 3aTpaT (4eHbru),
YCNOBHbIX 3aTpaT (TakuMx kak CTOMMOCTb paboyero
BpPEMeHN) 1 amopTU3aLumn.
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3BOHOK

AHrIUnUcKun
TEepMUH

Call

OnpepeneHne Ha pycCKOM

(ITIL Service Operation) TenedoHHoOe obpalleHne
nonb3oBaTens B CNy6y noaaepxku nonb3oBaTenei.
B pe3ynbTaTe 3BOHKa MOXET ObITb 3aperncTpupoBaH
WHLUMOEHT UMK 3anpoc Ha obcnyxneaHue.

3HaunTenbHbIN
MHunaeHT

Major Incident

(ITIL Service Operation) HamBbiclas kaTteropums
BMUSAHUS, NPUMEHAEMas MHUMAEHTa. SHauYNTENbHbIN
WHUNOEHT BbI3bIBAET CyLLECTBEHHbIE NOTepPK Afs
BusHeca.

3penocTb

Maturity

(ITIL Continual Service Improvement) Mepa
HagE&XHOCTH, APHEKTUBHOCTU N PE3YNBTAaTUBHOCTH
npouecca, QyHKUMn, opraHmdauum u 1.n. Hanbonee
3penble npouecchl 1 PyHKUUK hopManbHO COrfiacoBaHbl
¢ BM3Hec-Lenamn n cTpaTerven, n NogaepXKmBaoTcs
CUCTEMOWN MOCTOAHHOIO COBEPLUEHCTBOBaHUS.

WpoeHTudurkaTop

Identity

(ITIL Service Operation) YHuKansHoe ums,
ucnonb3yemMoe Ans naeHTugukaumm nonb3osartens,
yenoseka unu ponu. haeHtudukatop ncnonb3yeTcsa Ans
npeaocTaBneHnsi NpaB Nob30BaTeNto, YeNOBEKY Unu
ponu. MNMpumep naeHTMHUKaAToOpOB — MM NOMb3oBaTenNs
«i_ivanov» nnm ponb «MeHemxep n3aMeHeHU».

WpoeHTudurkaums
KoHdpurypauum

Configuration
Identification

(ITIL Service Transition) [eATensHOCTb, OTBEYaroLWas
3a cbop MHopmaLmmn 0 KOHPUTYPaLMOHHBIX eANHMLLAaX
N VX B3aVMOOTHOLLEHUAX, N BBOA 3TON UHOpMaLnn

B 6a3y faHHbIX ynpaBneHns KoHMrypaumsamm.
MpaeHTudukaums KoHurypaumm takke otseyaet

3a MapKUPOBKY CaMMX KOH(PUIypaLMOHHbIX €4NHNL
ONS TOoro, YTobbl MMETb BO3MOXHOCTb HanTu
COOTBETCTBYIOLLME KOH(PUIYPpaLMOHHbBIE 3anuncu.

WoeHTudurkaums Penusa

Release
Identification

(ITIL Service Transition) CornaweHne o HaMMeHOBaHUN,
ucnornb3yemoe A8 YHUKanbHon naeHTudukaumm
penusa. loeHTudunkaums penmsa obbl4HO BKIOYaeT

B cebs CCbINIKY HA COOTBETCTBYHOLLYIO
KOHUrypaLMOHHYIO eJUHULY 1 HOMEpP BEPCUMN.
Hanpumep, Microsoft Office 2010 SR2.

Wepapxunyeckas
Ackanauums

Hierarchic
Escalation

(ITIL Service Operation) MlHdopmmpoBaHue nnm
BOBIeYeHne pykoBoanutenew 6ornee BbICOKOro YpOBHS B
Xo[e ackanaummu.

MN3BecTHaa Owwmnbka

Known Error

(ITIL Service Operation) Mpobnema, nvetowas
3a[J0KyMEHTUPOBAHHbLIE KOPHEBYIO NPUYKHY 1 06Xx0aHOE
peleHune. N3BecTHble ownbkM co3natoTcs

W yNpaBrisiloTCs Ha NPOTSPKEHUN UX KU3HEHHOTO LIMKMa
B pamKax npouecca yrnpasrneHus npobnemamm.
M3BecTHble OLLMOKM Takke MoryTt ObITb BbISIBNEHbI
paspaboTynkamun nnu nogpsaymkamu.
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AHrIUnUcKun

OnpepeneHne Ha pycCKOM

TEPMUH
N3pnepxkmn Overhead Cm. KocBeHHble 3aTtpaThl
(ITIL Service Transition) JobasneHne, Moandrkauns
unv yganeHue yero-nnmbo, cnocobHOro okasartb BNNsHWE
Ha UT-ycnyrn. B aTn pamkun Heobxogumo BkNtoYaTb BCe
VsmeHeHne Change N3MEHEHUSI B apXMUTEKTypax, NpoLeccax, MHCTPYMEHTaXx,

MeTpUKaXxX 1 JOKYMEHTaLWUM, a TaKKe U3MEeHeHUs!
B T-ycnyrax 1 gpyrmx KoHUrypaumoHHbIX eavHuLax.

M3meHeHune Ycnyrn

Service Change

CM. N3ameHeHue.

MmuTaumoHHoe
MogenuposaHue

Simulation
Modelling

(ITIL Continual Service Improvement) (ITIL Service
Design) MeToauka, cospatoLlas AeTanbHyo Moaenb

C Llenblo NpeAcka3aHns noBegeHne KoHUrypaunoHHom
egnHnubl unn UT-ycnyrn. UMntaunoHHble Mogenu moryT
ObITb peann3oBaHbl C 04EHb BbICOKOM TOYHOCTbLIO, HO 3TO
TpebyeT OonbLUMX BPEMEHHBIX U MaTepuarnbHbIX 3aTpar.
MmuTaumoHHas moaernb YacTo co3fgaeTcs

C MCNoJb30BaHNEM pearnbHbIX KOH(UIypaLNOHHbIX
€[MHM1L,, HO C OTNIMYaOLLMMUNCS OT pearbHbiX padbounmm
Harpyskamu unm TpaHsakumamm. Mogenun ncnone3yTcs
B YNpaBreHMN MOLLHOCTAMMU, rae TOYHbIE pe3yrbTaThl
OYeHb BaXHblI.

Cm. makxe AHanntndeckoe MogenupoBaHue;
MopenupoBsaHue.

MHcopcuHr

Insourcing

(ITIL Service Strategy) NMNogxoa, npn KOTOPOM
ynpaerneHune NT-ycnyramm ocywecTBnseT BHYTPEHHWNA
NOCTaBLLMK YCITyT.

Cm. makxe Beibop Mogenwu NpegoctaBneHns Ycnyr.

UHCcTUTyT No
YnpasneHuto MNpoektamm
(PMI)

Project
Management
Institute (PMI)

Accoumaums, coBepLUeHCTBYOLWAas NpodeccMoHanbHyo
OEesTeNnbHOCTb NO yNpaBneHWIo MPoeKTamMu Npu NOMOLLU
NoBCEMECTHO NPU3HaHHbLIX CTaHOapPTOB

1 cepTudmkaLmm, COBMECTHOM paboTbl, OOLLMPHOW
nporpamMmmsl nccneaoBaHUin N BO3MOXHOCTEN AN
npodeccuoHarnbHoro pa3sutusa. PMI — HekoMMmepyeckoe
napTHEPCTBO, NpeAcTaBfeHHoe BO MHOTMUX CTpaHax no
BceMy mupy. PMI nogaepxuvBaeTt n nybnukyeT ctaHgapT
ynpasrneHusa npoektamu PMBOK. [lononHuTensHyto
VH(OPMALMIO MOXXHO HANTW Ha canTe Www.pmi.ord.

Cm. makxe MeTogonorua YnpasneHua Npoektamn
PRINCE2.

WHTerpmpoBaHHas
MapTHépckasn CeTb

Value Network

(ITIL Service Strategy) CnoxHoe MHOXECTBO
B3aUMOOTHOLLEHUIA MeXay ABYMsi unu 6onee rpynnamm
unu opranmsauusmu. LieHHocTb hopmumpyeTcs vyepes
0OMeH 3HaHWAMM, MHopMaLmen, TOBapaMm Unu
ycnyramu.

Cwm. makxe MNMapTHépPCTBO; Lienoyka [lo6aBneHwus
LleHHOCTW.
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WHTepakTnBHas

[lonocoBasa Cuctema

(IVR)

AHrIUnUcKun
TEepMUH

Interactive Voice
Response (IVR)

OnpepeneHne Ha pycCKOM

(ITIL Service Operation) Pa3sHoBNaHOCTb
aBTOMAaTUYeCKOro pacrnpeaerneHuns 3BOHKOB, Npu
KOTOPOM KOMaHAbl OT NOfb30BaTENS, Takne Kak HaxaTus
KNaBuLL M rONOCOBbIE KOMaHAbl, UCMONb3YHTCA AN
onpeeneHns NpaBUbHOro Ha3Ha4YeHWs BXOASLLEro
3BOHKa.

WHTepHeT-npoBanaep

Internet Service
Provider (ISP)

BHellHMI nocTaBLLmMK ycnyr, NpeAoCcTaBAaoLwmn OCTyn
B NHTepHeT. BonblinHCTBO VIHTEpHET-NpoBangepos
Takke npegoctaBngaoT npoume UT-ycnyrun, Takue Kak
YCIyrn XoCTUHra.

UHTepdenc MNMocTasLmka

Service Provider

(ITIL Service Strategy) NHTepdeiic mexay nocTaBLLINKOM
UT-ycnyr n nonb3oBaTtenem, 3akasynkom,
Bum3Hec-npoLeccoM unm noapag4Mkom. AHanm3

Yenyr Interface (SPI) C
WHTEepdencoB NocTaBLMKa yCryr nomoraeT
KOOpAMHMPOBAaTb CKBO3HOe ynpasneHue NT-ycnyramu.
MHdopmaLmoHHas Information
Cwm. YnpasneH4deckasa MIHpopmaumoHHasa Cuctema.
Cucrtema System
(ITIL Service Design) Habop MHCTPYMEHTOB, AaHHbIX
1 MHpopmaLmn, NCNonb3yemblX ANA NOAAEPKKM
VHthopMaLMOHHas Security ynpasneHusi HopMaLOHHON 6e30NacHOCTbIO.
c p y Management NHdopmauuoHHasa cuctema ynpaeneHms
nctema ynpasnexvs Information 6e30MacHOCTbIO — YaCTb CUCTEMbI YNIpaBreHuUs

BesonacHocTbto (SMIS)

System (SMIS)

MHOPMaLMOHHOW 6Ee30MacHOCTLIO.

Cm. makxe Cnctema YnpaBneHus 3HaHmsiMu no
Ycnyram.

MHdopmMaLMOHHbIe

TexHonorum (UT)

Information
Technology (IT)

Mcnonb3oBaHne TEXHONMOIMIM ANs XpaHeHus, obmMeHa
nepega4ym unun obpaboTtku nHopmaummn. TexHonormm
06bIYHO BKMOYalOT B cebst KOMMbIOTEPHI,
TENeKoOMMYHUKaLMU, NPUNOXEHUSA N npovee
nporpammHoe obecneyerve. NHdpopmauusa moxeT
BKNtoYaThb B cebs Om3Hec-AaHHble, rofiocoBble AaHHbIE,
n3obpaxxeHus, Buaeo, u 1.n. MHpopMaunoHHble
TEXHOMOrMM 4YacTo UCMNOMb3YTCA ANA NOAAEPKKU
HusHec-npoueccos npu nomowm UT-ycnyr.

UHdpacTpykTypHas

Ycnyra

Infrastructure
Service

Twvn BcnomoraTenbHON ycnyru, KoTopas npegocrtasndaeTt
O60pyﬂ,OBaHl/|e, CeTb Unun apyrne KOMNOHeHTbI LeHTpa
O6p860TKM OaHHbIX. OTOT TEPMUH TaKXe CMHOHUM
TepMUHa «BCcrnomMoraTesnbHasa ycnyra».

NHunaeHT

Incident

(ITIL Service Operation) HezannaHmpoBaHHOe
npepbiBaHWE Unu cHXxeHne kavectsa UT-ycnyrn. Coon
KOHMUrypaLMoHHON eANHULbI, KOTOPbIN eLle He
MOBMNUSAM Ha YCNyry, Takke ABNSeTCH MHUNOEHTOM, Kak,
Hanpumep, cbor ogHOro gucka U3 maccmea
3epKanupoBaHus.
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MCO 9000

AHrIUnUcKun
TEepMUH

ISO 9000

OnpepeneHne Ha pycCKOM

OBwu TepMuH, ncnonb3yembivi Ans 0603HavYeHUs
rpynnbl MeXAyHapoaHbIX CTaH4APTOB U peKoOMeHaaunm
ONs CUCTEM MeHe)KMEHTa KadyecTBa. [JononHUTENbHYO
MHOPMALINIO MOXXHO HANTK Ha canTe WWW.iS0.0rg.

Cm. makxe MexgyHapogHasa OpraHusauus no
CraHgapTtusauun.

MCO 9001

ISO 9001

MexxayHapoaHbIi cTaHaapT AN CUCTEM MeHeoKMeHTa
KayecTBa.

Cm. makxe 1SO 9000; CtaHgapT.

NCO/M3K 20000

ISO/IEC 20000

MexayHapoaHbI cTaHAapT Ang ynpasrieHus
NT-ycnyramu.

NCO/M3K 27001

ISO/IEC 27001

(ITIL Continual Service Improvement) (ITIL Service
Design) MexxayHapoaHas cneumdukaums ons
ynpaBrneHus nHpopmMaumoHHON 6e30NacHOCTbIO.
CoOTBETCTBYHOLMM NPAKTUYECKMM PYKOBOLACTBOM
asngeTca MCO/M3K 27002.

Cm. makxe CtaHpapT.

NCO/M3K 27002

ISO/IEC 27002

(ITIL Continual Service Improvement) MexayHapoaHoe
npakTUyeckoe pykoBOACTBO MO YNpaBieHNto
MHdopmaLnoHHoM 6e3onacHocTelo. CooTBETCTBYHOLLASA
cneuundukaumsa onpegenerHa 8 MCO/M3K 27001.

Cm. makxe CtaHgapT.

Wcnpasnexue

Repair

(ITIL Service Operation) YcTpaHeHne HENCNpPaBHOCTU
Uny 3ameHa oTkasaBLUuen KOHPUrypaunoHHON eaANHNLLbI.

WcTtopusa NameHeHni

Change History

(ITIL Service Transition) Mnchopmanmsa 060 Bcex
N3MEHEHNSIX B OTHOLLUEHNN KOHKPETHON
KOHMrypaunoHHON eAnHULbI B TEYEHME BCEro Cpoka eé
cnyx06bl. icToprs M3MeHeHWIn COCTOUT 13 BCeX 3anvcen
06 naMeHeHusix, oTHocALmxcs Kk gaHHom KE.

UT-nHdpacTpykTypa

IT Infrastructure

Bce annapatHoe 1 nporpammHoe obecneveHue, cetu,
nHXeHepHoe obecnedeHue u T.M., Heobxoanmele ons
pa3paboTku, TECTMPOBaHNS, NPeaoCTaBneHus,
MOHUTOPWHIa, KOHTPONSA unu noaaepxkm NT-ycnyr.
TepmuH UT-nHdpacTpykTypa BktodaeT B cebs Bce
KOMMOHEHTbI NHPOPMALIMOHHBIX TEXHOSOMMI, HO

He BKITl0YaeT CBA3aHHbIE C HMW MepcoHar, npoueccsl
1 OOKYMEHTauuIo.
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UT-ycnyra

AHrIUnUcKun
TEepMUH

IT Service

OnpepeneHne Ha pycCKOM

Ycnyra, npegocrasnsemMas noctasLmkom UT-ycnyr.
NT-ycnyra BkntovaeT B cebs MHPOpMaLMOHHbIE
TexHonoruu, npoueccel u nogen. UT-ycnyra,
OpWEHTUPOBaHHAasA Ha 3aka34yuka, HenocpeacTBEHHO
nogaepxmeaet GusHec npoueccbl ogHoro unm 6onee
3aKa34uMKoB, €€ LerneBble nokasaTenu AOMKHbI ObiTb
onpegerneHbl B cornaweHun ob yposHe ycnyr. pyrue
UT-ycnyru, HasbiBaeMble NOAAEPXKNBAIOLLNMMU,

He ncnonb3yTca 63Hecom HenocpeacTBEHHO, HO
HeobX0AMMbl MOCTaBLUUKY YCNYr AN NpefoCTaBeHns
YCINyr, OPUEHTUPOBAHHBIX Ha 3aKa3uuka.

Cwm. makxe basoBaga Ycnyra; BcnomoratensHas Ycnyra;
HononHstowasn Ycnyra; MNaket Yenyr.

KoHgmaeHunanbHOCTb

Confidentiality

(ITIL Service Design) MNpuHumn 6e30nacHOCTH, KOTOPbIN
TpebyeT, 4ToObI 4OCTYN K AaHHLIM MMENW TOMNbKO
aBTOPM30BaHHbIE MOAMN.

Kanutanunsauus

Capitalization

(ITIL Service Strategy) OnpegeneHne 3Ha4YMTENbHbIX
3aTparT Kak KanuTanbHbIX, AaXe ecnin 3Tu 3aTpatbl He
CBsi3aHbl C NOKYMNKOW akTuBa. ATo genaetcs Ans
pacnpegeneHust 3aTpat Mexzay HeCKONbKUMU
OTYETHBIMM Nepuogamn. Hanbonee Tunu4Hble NpUMepkbI
— pa3paboTka nporpammHoro obecneyvyeHms Unm Nokynka
NMLEeH3nn Ha nporpaMMmHoe obecnedeHue.

KanutanbHble BrnoxexHus
(CAPEX)

Capital
Expenditure
(CAPEX)

Cwm. KanutanbHble 3aTpaThl.

KanuTtanbHble 3atpathbl

Capital Cost

(ITIL Service Strategy) 3aTpatbl Ha 3aKynky 4ero-nmbo,
paccmaTtprBaemMoro Kak UHaHCOBLIN akTuB, HarnpuMmep,
KOMMblOTEPHOro obopyaoBaHusa nnu 3gaHnsi. CToumocTb
aKkTMBa aMOpPTU3MPYETCS B TEYEHMNE HECKOIbKNX
OTYETHBIX NEPUOLOB.

Cm. makxe OnepaunoHHble 3aTpaTbl.

KaTanor Ycnyr

Service
Catalogue

(ITIL Service Design) (ITIL Service Strategy) basa
OaHHbIX UNW CTPYKTYPUPOBAHHbLIA [OKYMEHT,
copepxalmn nigopmaumto obo Bcex UT-ycnyrax,
Haxo4sLWMXCA B NPOMbILLIIEHHOW SKCnyaTaumu,
Bkrtovas NT-ycnyrm, 4OCTynHble AN pa3BEpTbiBaHMS.
KaTtanor ycnyr — yactb NopTdens ycnyr, OH coaepXxuT
nHopmauumo o Asyx Tunax UT-ycnyr: ycnyrax,
OPWMEHTUPOBAHHbLIX Ha 3aka34yunka, 1 NOAAEPKUBAIOLLNX
ycnyrax, Heobxoammelx noctasBwmnky UT-ycnyr ans
npegocTaBneHnst ycnyr, opueHTUpoOBaHHbIX Ha
3aKas4uka.

Cwm. makxe MNMopTdens [loroBopos; YnpaBneHve
KaTtanorom Ycnyr.
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Kateropus

AHrIUnUcKun
TEepMUH

Category

OnpepeneHne Ha pycCKOM

MmeHoBaHHas rpynna o0beKToB, UMEHOLLMX YTO-TO
obuwee. Kateropum ncnonbayoTtca ans o6beanHeHns
noxoxux o6bekToB. Hanpumep, Tunbl 3aTpat
NCNonb3ylTCa AN rpynnupoBKN OQHOTUNHBIX 3aTpar,
KaTeropum MHUMAEHTOB — OOHOTUMHbIX MHUNOEHTOB,
Tunbl KE — 04HOTUMHBLIX KOHUIYPAUNOHHBIX eANHAL,.

KayecTtBO

Quiality

CnocoGHOoCTb NPOAYKTa, YCryru, Unn npouecca
NpeaocTaBnsaTb OXnaaemyr noTpebutenem LeHHOCTb.
Hanpvuvlep, Ka4yeCTBO KOMMOHEHTA MOXET CYNTaTbCA
BbICOKMM, ecniv ero paboTta onpaeablBaeT oXunaaHus u
obecneunBaet TpebyemMyo HagexHoCcTb. KayectBo
npowecca TpebyeT Hanu4umMsi CNOCOBHOCTN OTCNEXUBATb
pe3ynbTaTMBHOCTb U 3OPEKTUBHOCTb, a Takke
yryywarb MX B criydae Heob6XxoamMmocTu.

CMm. makxe Cuctema MeHemxkmeHTa KayecTBa.

KeBanudukaums

Quialification

(ITIL Service Transition) [eATensHOCTb, KOTOpas
rapaHTupyet, 4to UT-uHdpacTpykTypa COOTBETCTBYET
TpeboBaHNAM 1 KOPPEKTHO HAaCTPOeHa AN NoAAEPXKKM
npunoxexHus unu UT-ycnyru.

Cm. makxe MNoareepxaeHuve.

Knaccudumkauns

Classification

[HericTBue no HasHayeHuo KaTeropmm 4emy-nmbo.
Knaccudumkaums ncnoneayetca anst obecneyeHms
LeNTOCTHOCTM B ynpasrneHun n ot4étHocTu. KE,
WHUMAEHTbI, NpobneMbl, U3MEHEHNS U T.M., OObIYHO
KnaccuuumpyoTcs.

Knuent

Client

OBwuin TepMuH, ncnonb3yembivi Ans 0603HavYeHUs
3akasyuka, busHeca nnm bmnsHec-3akasuunka. Hanpumep,
TEPMUH «MeHegXep no paboTe C KIMMeHTaMu» MoXeT
ObITb CUHOHUMOM A1 TEPMUHA «MEHEeOXep No
B3aVMOOTHOLLEHMSAM C BU3HECOM». DTOT TEPMUH TaKkKe
ucnonb3yeTtcsa Ans 0603HayYeHus:

KomnbtoTepa, KOTOpbIN NCMonb3yeTes
HernocpeACTBEHHO none3oBaTtenem. Hanpumep,
nepcoHanbHbIN KOMMbIOTEP, MOPTaTUBHLIN
KOMMbIOTEP nnu paboyas cTaHuuS.

YacTu npunoxxeHus ¢ KNneHT-cepBepHoOmn
apXuUTEKTYPOW, C KOTOPOW HENocpeacTBEHHO
B3auMogencTByeT nornb3osarterns. Hanpumep,
KINWEHT 3NEKTPOHHON MOYThI.
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Pycckun TepmMuH

KntoueBon NokasaTenb
OdbdektnBHocTM (KIM3)

AHrIUnUcKun
TEepMUH

Key
Performance
Indicator (KPI)

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) MeTpuka, koTopas ncnonb3yeTcs ans
ynpasneHus UT-ycnyron, npoL,eccom, nnaHom,
NPOEKTOM UK ApYron AesaTenbHOCTbI0. Kntouesble
nokasaTenu adeKTMBHOCTU NCNONb3YIOTCA ANs
N3MepeHus peanusauun Krno4eBbix akTopoB ycnexa.
TonbKko BaXHeMNLWME U3 BCEX M3MEPUMbIX METPUK
ONpeaensTCs Kak KrnoyeBble nokasaTtenu
3PPEKTUBHOCTM M UCMONb3YHOTCA ANt OTYETHOCTMU
n ynpasneHuna npoueccom, NT-ycnyron nnm
aesTenbHocTblo. Knioyesble nokasaTtenu

3 hEKTUBHOCTU AOMKHbI ObiTh BbIOpaHbI TakUM
o6pa3oM, 4ToObl 06ecneunTb ynpasneHe
3(pPeKTUBHOCTBIO, PE3YNbTaTUBHOCTLIO

1 3¢pheKTMBHOCTbLIO 3aTpar.

Kommepueckuni
Kopo6ouHbin MNpoaykT

Commercial off
the Shelf
(COTS)

(ITIL Service Design) 3apaHee roToBoe NpuIioxeHme
unu cessytoLee nporpaMMHoe obecneyeHmne, KOTopoe
MOXET ObITb 3aKynneHo y TpeTbel CTOPOHbI.

KomnnekcHas Mogenb
3penoctn (CMMI)

Capability
Maturity Model
Integration
(CMMI)

(ITIL Continual Service Improvement) Moaxog

K COBEPLUEHCTBOBaHUIO NPOLLECCOB B 06MacTu
WMHOPMaLIMOHHBIX TEXHOMOIMIA, pa3paboTaHHbIN
MHcTuTyTOM NpoekTnpoBaHms NporpaMmmMHOro
obecneyeHns YHuBepcuteta KapHern-MennoHa. CMMI
COOEPXKUT NepeveHb HEOOXOOUMbIX SIEMEHTOB
adhpekTuBHbIX NpoueccoB. OHa MOXET ObITb
MCMnonb30BaHa kak pykoBo4CTBO

Mo COBEPLUEHCTBOBAHMIO NPOLIECCOB B pamKax NpoekTa,
nogpasaeneHuns unu uenown opraHusavun. CMMI
nomoraeTt 00beANHUTL TPAAULMOHHO 060CO6EHHbIE
YHKLMN OpraHn3aumu, ycTaHOBUTb 3aa4uun U1
NPUOPUTETLI COBEPLLEHCTBOBAHWUS NpOLIEcca, COAEPXKUT
pekomMeHAaLmMmM No CO34aHMI0 KAaYeCTBEHHbLIX NPOLIECCOB
1 OTNpaBHble TOYKM AN OLEHKN CYLLECTBYHOLLMX
npoueccoB. [JononHUTENBHYIO MHOPMALIMIO MOXHO
HaWTW Ha canTe www.sei.cmu.edu/cmmi.

Cm. makxe 3penocTb.

KomnnekcHoe
YnpasneHune Kadectsom

(TQM)

Total Quality
Management

(TQM)

(ITIL Continual Service Improvement) MeTtogonorus
ynpaBneHus HenpepbiBHbIM YNy4LLeHUaMn

C NCMNOMb30BaHMEM CUCTEMbI MEHEPKMEHTA KayecTBa.
KomnnekcHoe ynpaBneHue ka4ecTBom hopmupyeT
KynbTYpy BOBNEYEHNSA BCEX Nogen opraHmsauunm

B MPOLECC HEMPEPBLIBHOIO MOHUTOPUHIa

N COBEPLLUEHCTBOBaHMUSI.
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Pycckun TepmMuH

KomMnoHeHT

AHrIUnUcKun
TEepMUH

Component

OnpepeneHne Ha pycCKOM

OOWnin TepMUH, KOTOPbLIV UCNOoNb3yeTca Ans
0003Ha4YeHnst OAHON YacTu Yero-nnbo Gonee CroXHoro.
Hanpumep, KomnbloTepHas cuctema MoXeT ObITb
KoMnoHeHToMm UT-ycnyru, npunoxeHme MoxeT ObiTb
KOMMOHEHTOM eAMHULbI penn3a. KOMNOHEHTbI, KOTopble
Heob6Xxo4MMO KOHTPONMPOBATb, AOMKHbI ObITh
KOH(MIypaLMOHHBIMU eQUHULLAMMU.

KomnoHeHT CocTaBHOM
KE

Component CI

(ITIL Service Transition) KoHdurypaumoHHasa eanHuLa,
KoTopas aBndeTcs YacTbio coctaBHon KE. Hanpumep,
KE «UIMY» unm «lMamate» MoryT ObiTb YacTbio
coctaBHon KE «CepBep».

KomneroTepHo-
TenedoHHasg
WHTerpauusa

Computer
Telephony
Integration (CTI)

(ITIL Service Operation) KomnbloTepHo-TenetoHHas
WHTerpaums — obLwnn TepMUH, NPUMeHsSeMbI K Mobomy
TUNY MHTErpaumm mexagy KOMMboTEPHbIMU

1 TenedoHHbIMU crcTemamu. Yalle Bcero ncrnonb3yercs
B OTHOLLEHMWN CUCTEM, B KOTOPbIX NPUIOXEHUS
oTobpaxaloT Ha akpaHe nogpobHy nHdopMaumo

0 BXOOSALLUMX M UCXOASALUMX 3BOHKAX.

Cwm. makxe ABToMaTtunyeckoe PacnpeaeneHne 3BOHKOB,
WHTepakTnBHas Monocosas Cucrema.

KoHeuHbIn Pe3ynbtar

Outcome

PesynbTaTt BbINONHEHUSI AEATENBHOCTH, CNegoBaHus
npoueccy, npegoctasneHusa NT-ycnyru v 1.n. TepmuH
«KOHeYHbIV pesynbTaT» UCnonb3yeTcs AN 0603HaYeHns
Kak npegnonaraemblx, Tak U JOCTUTHYTbIX pe3yrnbTaToB.

Cm. makxe Uenb.

KOHKYpEeHTHOCTb

Concurrency

Mepa konuyecTtsa nonb3oBaTenen, 3a4eNCTBOBaHHbIX
B BbIMOMHEHUN O4HOM 1 TOW e onepauun B OOWNH
MOMEHT BpEeMEHMW.

KoHTpmepa

Countermeasure

MoxeT ncnonbL30BaTbCs B OTHOLLIEHUN oboro Buaa
KOHTpONs. ATOT TEPMUH Hanbonee 4acTo UCNOMb3yeTCcs
NPYMEHUTENBHO K MepaM, KOTOPbI€ NOBbILLAT
YCTOMYMBOCTb, OTKA30YCTONYMBOCTb MW HAOEXHOCTb
UT-ycnyrw.

KoHTponb

Control

Cnocob ynpaBneHus puckoM, obecneynsaioLLmin
OOCTKeHne OM3Hec-Lenu nnm cobnoaeHne npolecca.
Mpumepamy KOHTPONSA MOTYT CIYXXWUTb NOJIUTUKN,
npowenypsl, ponn, anckosbin maccus (RAID), aBepHble
3aMKu 1 T.M. KOHTpOnb MHOr4a HasblBaOT KOHTPMEpPON
U MepPON NPegoCTOPOXHOCTY.

© Crown Copyright 2011

32



Pycckun TepmMuH

KoHTponb Kauectsa (QA)

AHrIUnUcKun
TEepMUH

Quality
Assurance (QA)

OnpepeneHne Ha pycCKOM

(ITIL Service Transition) Npouecc, oTBe4varoLwmi 3a
obecneyeHne COOTBETCTBUS KavyecTBa ycnyru, npowecca
U Opyroro CEpPBUCHOIO akTMBa TPeOyemMoMy 3HAUYEHMIO.
TepMVH «KOHTPOIb Ka4YecTBax» Takke UCMomnb3yeTcs AN
0603Ha4YeHNsa PYHKLMM UM KOMaHAbl, KOTopast
OCYLLIeCTBNSET 3TOT npouecc. [pouecc He onucbiBaeTcs
AeTtanbHO B OCHOBHbIX nybnukaunsx ITIL.

Cwm. makxe NopTteepxaeHue n TectupoBaHue Ycnyr.

(ITIL Service Transition) [JesaTenbHOCTb, OTBEYaloLas
3a T0, YTO ynpaBneHune gobasneHnem, Mmoandmkaumnen

KoHTpornk Configuration UNW yaaneHnem KOHMUrypaLMOHHbIX eMHNL

KoHcburypauum Control BLINOMHAETCS JOMKHBIM 06pa3oM, Hanpumep, Yepes
ochopmneHne 3anpocoB Ha U3MEHEHWE UMW 3aNpoCcoB Ha
obcnyxvBaHue.

KoHTponb .

OnepauunoHHoro Operations Cm. Kontponb Jkcnnyatauun UT.

pau Control P yarau

YnpaBneHus
(ITIL Service Operation) ®yHKuMA, OTBEYarOLwas 3a

KoHTponb IT Operations MOHUTOPWHT 1 KOHTponb UT-ycnyr un

Okcnnyatauum AT

Control

UT-nHdpacTpyKkTypbI.
Cm. makxe LleHTp OnepaunoHHoro YnpasneHus.

KoHTponbHas Touka

Benchmark

(ITIL Continual Service Improvement) (ITIL Service
Transition) bazoBoe cocTosiHMe, KOTOpoe NCMONb3yeTCH
ONS CONOCTaBMEHNsI CBA3aHHbIX HABOPOB AaHHbIX MpU
npoBeAeHNN CpaBHUTENBHOW OLEeHKWU. Hanprmep,
HeJaBHO CAenaHHbI CHUMOK COCTOSHMSA npouecca
MO>XeT CpaBHMBAaTbCS C NpeablayLmM 6a3oBbIM
COCTOSIHMEM 3TOro npotecca; unm Tekyllee 6asoBoe
COCTOSIHME MOXET CONOCTaBMATLCA C AAHHBLIMU
WUHOYCTPUM MU NYYLLMMK NPaKTUKaMU.

Cm. makxe CpasnutenbHas OueHka, basosoe
CocTtosiHue.

KoHpurypaumoHHas
Eauvnnua (KE)

Configuration
Item (CI)

(ITIL Service Transition) Jllo6oi KOMMNOHEHT unu Apyron
CepBUCHbIN aKTUB, KOTOPbIM HEOOXOANMO yNpaBnATb
Aans Toro, 4to6bl NpegoctaenaTe NT-ycnyry.
NHdopmaums o Kaxaon KOHpUrypaumoHHon eguHule
pernctpupyetcs B doopme KOHUrypaLMoOHHON 3anmcu
B CUCTEME YnpaBrieHNst KOHUrypaumsamm

1 NOAAEPXKNBAETCH aKTyarnbHOW B TEYEHUE BCEro
XKM3HEHHOTO LMKNa NpoLeccoM yrnpaBneHus
CEPBUCHBLIMU aKTMBaMM U KOHpUrypaunsmm.
KoHdurypaumoHHble eanHULbl HaxogaTcs nog
KOHTpOMeM npouecca yrnpaBneHus USMeHEHNAMN.
OObI4HO OHM BKIHOYatloT B cebsa NT-ycnyrw,
obopyaoBaHue, nporpaMmmHoe obecneveHve, 3gaHus,
noaen n JOKYMeHTbI, Takue Kak npoLeccHas
OOKyMeHTauuMs 1 cornalueHns o ypoBHe ycryr.
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Pycckun TepmMuH

KoHdpurypaumoHHas
3anucb

AHrIUnUcKun
TEepMUH

Configuration
Record

OnpepeneHne Ha pycCKOM

(ITIL Service Transition) 3anncek, cogepxatlas
feTanbHy nHdopMaL Mo 0 KOHUrypaLoOHHON
egnHuue. Kaxxgas koHdurypaumMoHHas 3anuch
OOKYMEHTUPYET XU3HEHHBIN LUK €OUHCTBEHHOMN
KOHUrypaLmoHHon eanHuLbl. KoHduUrypaunoHHble
3anmncu xpaHaTca B 6ase JaHHbIX ynpaBneHus
KOHGUrypaumsamMm 1 nogaepKuBatoTCA Kak 4YacTb
CUCTEMBI YNpaBeHns KOHUrypauusamu,

KoHdpurypauwms

Configuration

(ITIL Service Transition) O6LWWIA TEPMWH, UCTNONb3YEMbIN
Ansi onucaHus rpynnbl KOHPUIrypauNoHHbIX eANHNLL,
KOTOpble PYHKLUNOHMPYIOT COBMECTHO Ans
npegoctaBneHusa NT-ycnyrn nnn onpegenéHHon eé
YyacTtu. «KoHurypaumsi» Takke ucrnonb3yeTcs Ans
0603Ha4YeHNs HAaCTPOEK NapameTpoB OAHON UNn
HECKOJTbKMX KOH(UIYpPaLMOHHBLIX eQNHWL,.

KoHuenums

Charter

(ITIL Service Strategy) [JoOKyMeEHT, KOTOPbI COOEPXKNUT
onvcaHve HOBOWN YCNyru, 3Ha4YMTENbHOIO U3MEHEHNS N
OpYroro 3HauymMTenbHOro npoekTa. KoHuenums o6bl4HO
yTBepXaaeTcsl B paMKkax npowecca ynpasrneHus
noptdenem ycnyr.

KoHuenuwnsa Ycnyru

Service Charter

(ITIL Service Design) (ITIL Service Strategy) JokymeHT,
coepxalluumm getanm HoOBOW UM U3SMEHEHHON YCMyri.
HoBble ycryru u cyLeCcTBeHHbIE U3MEHEHMWS YCIyr
OMNMCbIBAKOTCS B KOHLEMNLUN 1 aBTOPU3YIOTCA
ynpasrneHuem noptdenem ycnyr. KoHuenums ycnyru
nepegaértcs Ha CTaavto NMPOEKTUPOBaHUS yCnyr,

roe co3gaéTcs NpoekTHas JOKYMeHTauusl Ha HOBble
W N3MEHEHHbIE YCINYTN.

Cm. makxe MNpegnoxenue no iameHenuto; Moptdens
Ycnyr; Katanor Ycnyr.

KoopanHauus
MpoekTnpoBaHus

Design
Coordination

(ITIL Service Design) Npouecc, oTBevatoLwmn 3a
KoopAuHaLUMIo BCEX AeNCTBUIA, NPOLLECCOB N PECypCoB,
HeobXoAMMbIX AN NPOEKTMPOBAHMSA YCYT.
KoopanHaums npoektupoBaHus obecneunBaet
LenocTHoe 1 apeKTUBHOE MPOEKTUPOBAHNE HOBbLIX UM
N3MeHEHHbIX n3meHsiembix UT-ycnyr, cuctem
yrpasreHus ycnyramu, apxmTekTyp, TEXHOMOIMMI,
NpoLLeCCOB N METPUK.

(ITIL Service Operation) OcHOBHas UNW UCTUHHasA

KopHeBas lNpuunHa Root Cause
NpUYMHa MHUMAEHTa Unu npobnemsi.
(ITIL Service Strategy) ®yHKUMS 1 NpoLECCHI,
Enterprise oTBevalLue 3a ynpasneHue TpebosaHnAMM
KopnopatusHoe Financial K BI0[)KETUPOBAHMIO, YHETY 1 B3UMaHMNIO onnatbl
YnpasneHue ®ruHaHcamm Management B OpraH13aLmm B Lienom.

Cm. makxe YnpasneHnvne ®uHancamm gna NT-ycnyr.
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Pycckun TepmMuH

KoppekTtupytoLime Mepbl

AHrIUnUcKun
TEepMUH

Course
Corrections

OnpepeneHne Ha pycCKOM

M3ameHeHus B YXe BbINONHAKLWEMCA NinaHe nnm
nedatenbHoCcTU, HeobxoanMble Anst obecneveHus
OOCTWXEHUS NOCTaBMEHHbIX Lenen. KoppeKTvlpyrou.u/le
Mepbl pa3pa6aTb|Bar0Tc;| no pesgynbrtataMm MOHUTOPUHIa
NUCnoJsiHeHus.

KocBeHHble 3aTpaTbl

Indirect Cost

(ITIL Service Strategy) 3aTpaTtbl Ha npegocTaBneHne
NT-ycnyru, KoTopble HE MOTYT GbITb MOMHOCTLIO
OTHECeHbI Ha KOHKPETHOrO 3aka3ynka. Hanpumep,
3aTpaTbl Ha obLuMe cepBepbl UNN NULEH3NN
nporpammHoro obecneveHus. Takke N3BECTHbI

KaK U3OepxKu.

Cm. makxe MNMpamble 3aTpaTbl.

Kputepuin SMART

SMART

(ITIL Service Design) (ITIL Continual Service
Improvement) A66peBuatypa ans odner4yeHus
3anoMMHaHWA TOro, YTO Lienu B cornalweHmsax ob ypoBHe
yCnyr 1 nriaHax NPoeKToB AOIMKHbI ObITb KOHKPETHLIMM
(specific), nsmepumbiMn (measurable), LOCTUXUMbIMA
(achievable), sHaunmbiMu (relevant) n cBoeBpeEMEHHBbIMMN
(timely).

Kputepum MNprémkn
Yenyru

Service
Acceptance
Criteria (SAC)

(ITIL Service Transition) Habop kputepues,
ncnonb3yemblx AN Toro, YTobbl ydoeautbes, 4To
WNT-ycnyra cooTBeTcTBYeT TpEOGOBAHUSAM

K €€ pyHKUMOHAaNLHOCTN 1 TPeBOoBaHUSIM K KayecTBy,

a Takke yTo noctaBwuk N T-ycnyr rotoB obecneynBaTtb
akcnnyaTauuto Hoson UT-ycnyruy,

nocne eé pasBepTbiBaHNSA B 3KCMyaTauuio.

Cwm. makxe lNpnémka.

Kputnyecknin daktop
Ycnexa (CSF)

Critical Success
Factor (CSF)

dakTop, KOTOpbI 06A3aTENBHO LOMKEH PeanM3oBaTbCs
ans ycnewHoctun NT-ycnyrn, npouecca, nnaHa, npoekTa
Unu Opyron geatenbHocTu. [na nsmepeHnst GOCTMKEHMUS
Ka)K[oro KpUTnyeckoro cpaktopa ycnexa ncrnonb3yTcs
KntoyeBble Nokasatenn agdekTmBHOCTU. Hanpumep,
KpuUTuyeckuin paktop ycnexa «3awmta UT-ycnyr npm
BbINOSHEHUN U3MEHEHUIN» MOXET ObITb M3MEPEH TaKUMM
KrnoYeBbIMK MokasaTensiMu 3peKTUBHOCTH, Kak
«YMEHbLLEHME NPOLEHTHOM AOMN HEYCMNELUHbIX
N3MEHEHNN», KyMEHbLUEHNE NPOLEHTHOW 40NN
N3MEHEHWN, NMPUBEALLMX K MHUMOEHTaM» U T.1.

KputnyHas busHec-
dyHKUMSA

Vital Business
Function (VBF)

(ITIL Service Design) YacTtb 6usHec-npouecca,
KpUTUYHas anga ycnexa 6usHeca. KputunyHole
Oun3HeC-hyHKLUMM ABNAOTCA BAXKHbIM NPeaMETOM
pacCcMOTPEHMS B yNpPaBrieHUN HENPEPbLIBHOCTHIO
Ou3Heca, ynpaBneHun HenpepbiBHOCTbIO NT-yenyr
1 ynpaBneHum JOCTYMNHOCTbIO.

© Crown Copyright 2011

35



Pycckun TepmMuH

KynbTypa

AHrIUnUcKun
TEepMUH

Culture

OnpepeneHne Ha pycCKOM

Habop ueHHocTeln, obLmx Ana rpynnbl No4en, Brovas
OXWNOaHWA B OTHOLLEHUWN NOBeAEHUN Noaen, ux naen,
yOexxgeHun 1 NpakTuk.

Cm. makxxe BugeHue.

InHerika Yenyr

Line of Service
(LOS)

(ITIL Service Strategy) OcHoBHas ycnyra unv naket
ycnyr ¢ Habopom onuuit. JIHerka ycnyr ynpaensieTcs
Bnagenbuem ycnyrn. Kaxgas onuus ycnyru
NpoekTUpyeTcs AN NoAAepXKkN onpeaenéHHoro
CermMeHTa pblHKa.

INyywas MNpakTtuka

Best Practice

MpoBepeHHble BUABI AEATENBHOCTU UMK MPOLECCHI,
KOTOpble BblnKn ycnewHo NpUuMeHeHbl MHOTMMM
opraHusaumsmu. ITIL — 3To 0AUH 13 MPUMEpPOB Ny4LLen
NpPaKTUKN.

MacwTtabnpyemocTb

Scalability

CnocobHocTb NT-ycnyru, npouecca, KOHUrypaLMoHHON
€ANHNLbI U T.M., BbINOJTHATL CBOKO paHee
COrnacoBaHHy YHKLMIO, B Criy4ae U3MeEHEHUs
pabouer Harpy3ku nnm oxeara.

MaTpuua NonHomounn

Authority Matrix

Cwm. Matpuua Ponert u OTBETCTBEHHOCTM.

MaTpuua Ponen u

(ITIL Service Design) Mogens, ncnonesyemas ans
obneryeHnst onpegenexnns ponen n OTBETCTBEHHOCTEN.

RACI RACI o3Ha4vaeT oTBEeTCTBEHHbIN (responsible),
OteetcTtBeHHOCTM (RACI) o -
yTBepxaatoLwun (accountable), KOHCYNbTUPYOLLNIA
(consulted) n nudopmupyemebii (informed).
MexagyHapoHas opraHnsaums no ctaHgapTusaumm
International (NCO) - kpynHenwmn B mnpe paspabotyunk CTaHOapTOB.

MexagyHapogHas
OpraHusauusa no
CraHgapTtusauum (MCO)

Organization for
Standardization
(ISO)

NCO - aTo HENpaBUTENLCTBEHHAs OpraHM3aumns, ceTb
HaLMOHanbHbIX MHCTUTYTOB CTaHdapTu3auumn 156 cTpaH.
DononHutenbHyto nHdopmaumio 06 MCO MOXHO HanTu

Ha canTe Www.is0.0org.

(ITIL Service Strategy) Ponb, umetoias MHoro obuiero
C MeHeXepoM MO B3aMMOOTHOLLEHNSIM C BU3HeCoM,

Menepxep no Pabote ¢ | Account HO BKMovatowas B cebsi 6onblue KOMMEepPYECKNX
3akazynkamm Manager BOMNPOCOB. Yalle BCero Ucnosnb3yeTcs NocTaBLLinKamm

ycnyr 3-ro Tuna B OTHOLLEHUSIX C BHELUHUMU

3aKkas34ymKamu.

. (ITIL Service Strategy) Ponb, oTBevatoLasi
MeHepxep no Business o
. . 3a nogaepxaHve B3auMOOTHOLLEHWUA C OOHUM UNn

BaaumooTHoWeHMAM ¢ Relationship HECKOIbKMMM 3aKa3ynkamu. 3Ta porb 4acTo
Buanecom (BRM) Manager (BRM) ' P

COBMELLAETCS C POrbio MEHEKepa YPOBHS YCIyT.

© Crown Copyright 2011

36


http://www.iso.org
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MeHepmxep lNMpouecca

AHrIUnUcKun
TEepMUH

Process
Manager

OnpepeneHne Ha pycCKOM

Ponb, oTBevatowas 3a onepaunoHHoe yrnpasreHue
npoLieccoM. B 30Hy OTBETCTBEHHOCTU MeHeXepa
npotiecca BXoguT nNnaHMpoBaHue N KoopamHauus Bcem
[esTenbHOCTU, He0bX0AUMOW ANst BbINONTHEHUS,
MOHUTOPWHra 1 NpeaocTaBneHns OTYETHOCTU NO
npoteccy. B ogHoMm npouecce MOXET ObITb HECKOSbKO
MeHe)XepoB npolecca, Hanpumep, pernoHarbHble
MEeHeXepbl N0 N3MEHEHNAM UINN MEHEKEPbI NO
ynpaBneHuto HenpepbiBHOCTbIO UT-ycnyr onga kaxgoro
ueHTpa obpaboTkn gaHHbIX. Ponb MmeHeaxepa npouecca
4YacTo OTBOAUTCH COTPYAHUKY, BbINOSHSOLEMY POfb
BNagenbLa npowecca, Ho B bornee KpymnHbIX
opraHm3aumax 3T OBE POSN MOryT ObITb pasgerneHsi.

MeHepxep Ycnyru
(CepBuc-MeHeaxep)

Service
Manager

O6Lwmin TepMuH Anst 06o3HaYeHust noboro
pPYyKOBOOUTENS B OpraHn3auuy nocTasLLmKa YCnyr.
Haunbonee 4acTo OTHOCUTCS K MeHeapKepaMm

Mo B3aMMOOTHOLLEHUSAM C BU3HECOM, MEHeMKepam
MPOLIECCOB UMK K BbICLLUEMY PYKOBOZCTBY, OTBEYaoLWeMy
3a UT-ycnyru B uenom.

MeTtoponorus
YnpasneHus lNpoektamu
PRINCE2 (PRINCE2)

PRojects IN
Controlled
Environments
(PRINCE2)

MeToponorusa ynpaeneHusi NpoekTaMu, NPUHATas Kak
CTaHAapT B rocyAapCTBEHHbIX YYpexXaeHUsX
npasutenscTBa BenvkobputaHnn. [JononHUTENbHYIO
WHOPMaLIMIO MOXHO HaWTK Ha canTe

www.prince-officialsite.com.

Cm. makxe CtaHgapT YnpasneHus Npoektammn PMBOK.

MeTtoagonorus
YnpaBneHusa Puckamun
M o R(M_o R®)

Management of
Risk (M_o_R®)

MeTogonorusa ynpasnexus puckamm M_o_R onuceiBaeT
BCe OeWCTBMSA, HeobxoaumMble ANa naeHTMdmKauum

W ynpaBneHus puckamu, KOTopble MOryT UMeTb BNUSHUE
Ha JocTkeHne bu3Hec-Lernen opraHusaumm.
[ononHnteneHyo MHOPMaLUIO MOXXHO HAaWTW Ha canTe
www.mor-officialsite.com.

MeTpuka

Metric

(ITIL Continual Service Improvement) Usmepsiembin n
ncnonb3yemblii B OTYETaX NokasaTtenb AN ynpaBneHus
npowieccom, UT-ycnyron nnm eatensHOCTbIO.

Cm. makxe Knouweson NokasaTtens OPPEKTUBHOCTN.

Mwuccusa

Mission

KpaTkoe, HO NosfiHoe onvcaHue o6LLEro NpegHasHaYeHus!
N HamepeHuit opraHnsauun. Muccus 3asiBnsieT, 4To
OOMKHO ObITb 4OCTUIHYTO, HO HE ONpeaensieT, Kakum
obpasom.

CMm. makxe Bupenwue.
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Pycckun TepmMuH

MobunbHbIn Pe3epBHbIii

AHrIUnUcKun
TEepMUH

Portable Facility

OnpepeneHne Ha pycCKOM

(ITIL Service Design) C6opHoe coopyxXeHune nnm
BMECTUTENbHOE TPaHCMOPTHOE CPEACTBO,
npefocTaBnsieMoe TPETbEN CTOPOHOW U NepeMelLlaeMoe
K MeCTy Ha3Ha4YeHus Npy HeobxoauMocCTy B xoae

LleHTp peanu3auun nnaHa HenpepbiBHOCTM UT-ycnyr.
Cwm. makxe CtaumoHapHbIi PesepBHbil LieHTp; Cnocob
BocctaHoBneHus.
TexHuka, ncnonb3yemas aons npegckasaHuns oyayuiero
nosefgeHus cuctemel, npouecca, UT-ycnyru,
MogenupoaHue Modelling KOH(urypaumoHHon egmHmubl 1 1.n. MogenvposaHue
06bIYHO MCnonb3yeTcs B ynpasrieHn chrHaHcamu,
yrnpaBneHnn MOLHOCTSIMM 1 YNpaBneHny OCTYMHOCTbIO.
MNMpenctaeneHne cuctemsl, npouecca, NT-ycnyru,
Mozens Model KOHPUrypaunoHHON eanHnLbI U T.M. KOTOpoe
ucnonbayeTtcs Ans obnerdyeHms NOHUMaHUA Unm
NpOrHo3MpoBaHus ByayLLero NoBeAeHus.
) (ITIL Service Strategy) Cucrema, nomoratoLias
eSourcing opraHv3auusiM NpoBOAMTb aHanm3 1 NpUHUMaThL
Capability Model | pewenuns B yactn BbIGOpa Mogen npegocTaBneHms
Mopgene eSCM-CL for Client ycnyr. Mogens eSCM-CL paspaboTaHa B YHuBepcuTteTe
Organizations KapHeru-Mennota, CLLA.
(eSCM-CL)
Cm. makxe Mogenb eSCM-SP.
(ITIL Service Strategy) Cucrema, nomoratoLias
eSourcing noctaswmkam UT-ycnyr pasBuBatb CNOCOGHOCTU
Capability Model | ynpaBneHuns UT-ycnyramu ¢ Touku 3peHuns Boibopa
Mogernb eSCM-SP for Service mMogenu npegoctasneHuns ycnyr. Mogens eSCM-SP
Providers pa3paboTtaHa B YHuBepcuteTe KapHern-Mennona, CLUA.
(eSCM-SP) Cm. makxe Mopens eSCM-CL.
(ITIL Service Strategy) Npodnne pabo4en Harpysku
O[HOW WUIM HeCKOmbKMx BusHec-gesaTensHocten. Mogens
Pattern of OuM3HeC-0esaTenbHOCTU NCMONb3yeTCs NOCTaBLYNKOM
Mopenb BusHec- Business NT-ycnyr Ans NOHUMaHWs pasnmnyHbIX YPOBHEN
AGATEIbHOCTN Activity (PBA) aKTMBHOCTY 613HEeca 1 NMaHMpOBaHNs B COOTBETCTBUN

C HUMW.

Cwm. makxe lMNMpocuns MNMonb3oBartens.

Mogenb 3anpoca

Request Model

(ITIL Service Operation) MoBTopsiemMbIi cnocob
06paboTkn onpeaenéHHON KaTeropmm 3anpocoB Ha
obcnyxumBaHve. Mogenb 3anpoca onpegenset
cornacoBaHHble Lwaru, Kotopble 6yayT BbINOMHATLCS AN
3anpoca Ha obcnyxnBaHue aton kaTeropun. Mogenu
3anpocoB MOryT ObITb O4EHb MPOCTBIMK, He TpeboBaTb
cornacoBaHus (Hanpumep, copoc napons), unu 6onee
CMNOXHbIMW, C MHOXXECTBOM LUAroB, TpebytoLLmx
corrnacoBaHusl (Hanpumep, NoAKM4YeHne
cywiectBytowen NT-ycnyrn).

Cm. makxe Ynpasnenve 3anpocamu Ha O6cnyxuBaHue.
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AHrIUnUcKun
TEepMUH

Pycckun TepmMuH OnpegeneHne Ha PyCCKOM

(ITIL Service Strategy) Moaxoa, ncnonb3yemMbin

B GrokeTUpoBaHUM 1 y4éTe 3aTpaT, Npy KOTOPOM BCe
N3BeCTHble 3aTpaTbl PErMcTpupyTCs,

Mogenb 3atpart Cost Model KaTeropmsnpyloTcs U OTHOCATCH Ha COOTBETCTBYHOLLErO
3akasuvka, busHec-nogpasaerneHve Unm NpoexT.

Cm. makxe Tun 3aTpat; OnemeHT 3artpar; EgmHmua
3arpar.

(ITIL Service Transition) NoBTopsieMbIN cnocob
06paboTkm onpenenéHHON KaTeropun N3MeHeHuN.
Mogenb nsmeHeHus onpegensieT cornacoBaHHbIE Lwaru,
KoTopble 6yayT BbINOMHATECS 419 U3MEHEHMWS 9TOW
kateropuun. Mogenu nameHeHni MoryT BbiTb O4YeHb
CMNOXHbIMW, C MHOXXECTBOM LUAroB, TpebytoLmx

Mopenk MameHeHus Change Model cornacoBaHus (HanpuMep, 3HaunTenbHbIN penus
nporpammHoro obecrneyeHunst) Unm o4eHb NPOCTbIMU

1 He TpeboBaTb cornacoBaHusa (Hanpumep, cbpoc
napons).

Cm. makxe CoseT no MameHeHnsim, CTaHgapTHOE
M3meHeHue.

(ITIL Service Strategy) Mogenb, paspaboTaHHas
Hopwuaku KaHo (Noriaki Kano). Mogenb ncnonb3yeTtcs
Ans obnerdyeHnst NOHMMaHus NPeanoYTEeHN 3aKkas4mka.
Mopgens KaHo Kano Model Mogenb KaHo yunTbiBaeT atpnbyTthl N T-ycnyru,
CrpynnMpoBaHHbIe Mo 061acTAM: OCHOBHbIE DaKTOpHI,
hakTopbl BOCXWLLEHWS, (DakTOpbl MPON3BOANTENBHOCTM
nT.m.

Mopenb

MpenocTasneHms Source Cm. Bbibop Mogenu lNpepnoctaBnexus Ycnyr.

(ITIL Service Strategy) Mogenb, nokasbiBatoLLas,

Kak CepBMWCHblE aKTMBbl B3aMMOOENCTBYIOT C aKTMBaMm
3akasuvka Ans cosgaHus LeHHocTn. Mogenu ycnyrm
OMWCbIBAIOT CTPYKTYPY yCnyr (B3aumogemncTeme
KOHPUrypauVOHHbIX eANHUL, OPYr C OPYIrOM) U YCIyru
B AVHaMUKe (OesaTenbHOCTb, MOTOKM PECYPCOB,
B3aumogencTeus). Mogens ycnyrn MoxeT 6bITb
MCMonb3oBaHa Kak LWabnoH AN HECKONbKUX YCyr.

Mogenb Ycnyru Service Model

(ITIL Service Design) (ITIL Service Operation) TexHuka,
nomoratoLas KomaHge reHepuposartb ngeun. gen

He aHanM3npylTCa BO BPEMS MPOBEAEHNSA CaMOro
MO3roBOrO LWTYpMa, 9TO NPOUCXoauT nodxe. Moaroeow
LITYPM YacTo UCMonb3yeTcs B ynpaBeHun npobrnemamm
ONs onpefeneHnst BO3MOXHbIX MPUYMH.

Mo3zrosown LLUTypm Brainstorming
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TEepMUH

Pycckun TepmMuH OnpegeneHne Ha PyCCKOM

(ITIL Service Operation) lMocTosiHHOE HabnoaeHne
3a KOoHdUrypaumoHHon eanHuuen, UT-ycnyron nnu
MoHuTOpPUMHT Monitoring NpOLEeCCOM C Lienblo 06HapyXeHus coobITui

n obecnevyeHnss MUHPOPMUPOBAHHOCTM O TEKYLLIEM
COCTOSIHUM.

(ITIL Service Design) MakcumanbHas
NPON3BOAMTENBHOCTb, KOTOPYIO MOXeT obecneunTtb
KoHurypaumoHHasa eanHuua unu UT-yenyra. Ons
HekoTopbIx TUNoB KE, Hanpumep, Ans »x&CcTKoro gucka,
MOLLIHOCTb MOXeET ObITb BblpaXkeHa pa3mepoM urm
06BEMOoM.

MowHocTb Capacity

(ITIL Continual Service Improvement) (ITIL Service
Design) Mepa T0ro, kak 4ONro KOHUrypaunoHHas
eavHuua unnm UT-ycnyra MoxeT BbINONHATb
cornacoBaHHble pyHKUuuKN 6e3 nepepbiBoB. OGbIYHO
HapéxHocTb Reliability namepsetca kak MTBF nnu MTBSI. TepmuH
«HaOEeXHOCTb» Takke MOXeT ObITb NPUMEHEH Ans
0603Ha4YeHNs BEPOATHOCTM TOrO, YTO Npouecc, PyHKLMs
1 T.N. NpousBenyT TpebyemMble pe3ynbTaThl.

Cm. makxe [JOCTynHOCTb.

dopmanbHbIN 3anpoc Ha BbINOSTHEHME ONpeaenéHHON
nesitenbHocTU. Hapsigbl Ha paboTy YacTo Mcnonb3yTcs
B pamKax ynpasrneHus U3MEHEHUSIMU U yrpaBrneHus
penusammu n pasBépTbiBaHWEM A8 Nepegayun 3anpocos
B yrnpasrieHne TEXHNYECKON NoJOEPKKOWN N ynpasreHne
NPUNOXEHNAMM.

Hapsig Ha Paboty Work Order

[earenbHOCTb, OTBEYaoLWas 3a nnaHMpoBaHne
nameHeHnn anga 6onee ahPEKTUBHOrO UCMONb30BaHUSA
pecypcoB. OTOT TEpPMUH Hanboree 4acTo NCMNoSb3yeTCst
B KOHTekcTe UT-ycnyr n komnoHeHToB. Hactponka — 310
YacTb yrnpaBreHUsa MOLLHOCTSMU, KOTopas Takxke
BKIMOYaeT MOHUTOPUHI NPON3BOAUTENBHOCTHU

1 BHeapeHne HeobxoaMMbIX n3aMeHeHuin. HacTtpowikon
Takke HasblBAeTCA ONTUMU3ALMS, OCOOEHHO

B KOHTEKCTE MPOLECCOB U APYrUX HE TEXHUYECKUX
pecypcos.

HacTtpolika Tuning

(ITIL Service Design) Cnocob BoCCTaHOBMEHWS, Takke
M3BECTHbIN KaK ropsiyee pesepBupoBaHue.
MNpenycmatprBaeTcsa BoccTaHoBneHue UT-ycnyru 6e3
3Ha4YNTEsIbHOro npepbiBaHnA ycnyru. HeMe,D,J'IeHHOG
BOCCT@HOBMEHNE 0ObIYHO NCMOMb3yeT TEXHOMNOrMK
3epkKanupoBaHus, 6anaHCUPOBKN 3arpy3ku

1 pasgeneHus NNowaaok ycTaHoBKM 060opyAoBaHmS.

HemepneHHoe Immediate
BoccTaHoBneHve Recovery
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Heobxoaumoe Ycnosue
Ycnexa

AHrIUnUcKun
TEepMUH

Prerequisite For
Success (PFS)

OnpepeneHne Ha pycCKOM

[esaTenbHOCTb, KOTOPYIO He0BX0OANMO BbINOMHUTL, UMK
yCroBue, KOTOPOMY HEOGXOAMMO COOTBETCTBOBATD, AJS
yCMeLLHON peanu3auumn nnaHa unv BHeapeHus
npouecca. Heobxoammoe ycrnoBure ycnexa 4acto
ABNSIeTCA BbIXOAOM OAHOro npolecca, KoTopbii
TpebyeTcsa Apyromy npoLeccy B kKayecTse Bxoaa.

HenpepbiBHaA
[ocTynHocTb

Continuous
Availability

(ITIL Service Design) MNoaxoa unu apxmTekTypa,
HanpasrieHHble Ha gocTmxkerHre 100% A0CTynHOCTM.
HenpepbiBHO gocTtynHas NT-ycnyra He umeeTt
NNaHOBOro UM BHEMMaHOBOMO NPOCTOS.

HenpepbiBHaA
OkcnnyaTauus

Continuous
Operation

(ITIL Service Design) NMNoaxoa unu apxuTtekTypa,
HanpaBfeHHble Ha yCTpaHeHWe NNaHoBbIX NMPOCTOEB
UT-ycnyr. Npun 3TOM OTAENbHbIE KOHPUTypaUMNOHHbIE
€0MHWLbI MOTYT ObITb OTKIHOYEHbI, B TO BPEMS Kak
NT-ycnyra 6ygeT octaBaTbCsi JOCTYMHOMN.

Hwvapuop
(BninskopacnonoXXeHHbIN)

Near-Shore

(ITIL Service Strategy) NpenoctasneHune ycnyr

13 CTpaHbl, PacnosioXXeHHON HeJaneko oT CTpaHbl
HaxoxaeHust 3akasuymka. MoXXeT OTHOCUTBLCS Kak

K UT-ycnyre, Tak 1 K nogaepxmearLLmMM OYHKLMAM,
TaknM Kak cnyxba nopaep)kku nonb3oBaTtenen.

Cm. makxe OHwop (MecTHbin); Odiop.

HomuHanbHoe B3anmanue
OnnaTbl

Notional
Charging

(ITIL Service Strategy) lMNoaxoa k BO3MeLLeHWIO 3aTpaT
3a UT-ycnyru. PaccunTbiBaloTCA CyMMbl K BO3MELLEHMIO,
3aKasuuk nHpopmmnpyeTcs 0 HeobXoAMMOCTM onnaThbl
yCryr, HO hakTUYECKN AeHbIM He B3MMaloTCS.
HomuHanbHOEe B3nmaHune onnathl MHorga ncnosb3yeTcA
Ans obecneyeHnss 0CBEAOMIIEHHOCTU 3aKa34ymnka o ero
peanbHbIX 3aTpaTtax Uinn Kak ctagma nepen nepexogom
K NOJTHOLUEeHHOMY B3MaHWIO onnaTthbl.

HopmansHoe N3meHeHne

Normal Change

(ITIL Service Transition) ameHeHne, He siBRsOLLEECS
CPOYHbIM U CTaHOAPTHbLIM. Hopmaanble n3meHeHunA
obpabaTbiBaloTCcs No onpeAenéHHbIM Laram npolecca
ynpaBreHnsi UAMEHEHUSMMU.

HopmansHoe Normal Service (ITIL Service Operation) CocTtosiHWe aKcnnyataumm,
®yHKUMOHNPOBaHME Operation B KOTOPOM YCIyr U KOHPUrypaumnoHHbIe eanHULbI
Yenyr paboTaloT B pamKax COrnacoBaHHbIX YPOBHEW yChyr.
OueHKa pe3ynbTaToB N3MeHeHus1, npobremsl, NpoLecca,
npoekta u 1.n. O630pbl YaCTO BLIMNOHAKTCS
B onpeAenéHHbIX TOYKaX >XM3HEHHOTO LMKNa,
1 B 0C0b6EHHOCTM nocne 3akpbiTs. HasHayeHne ob3opa:
O630p Review YOOCTOBEPUTLCS, YTO ObINM NOMyYEHbl BCE pe3ynbTaThl,

nonpeaenntb BOAMOXHOCTU AN1A COBEPLUEHCTBOBAHUA.

Cwm. markxe OueHka NameHeHnns; OueHka PesynbTaToB
BHegpeHus.
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O6GHapyxeHue

AHrIUnUcKun
TEepMUH

Detection

OnpepeneHne Ha pycCKOM

(ITIL Service Operation) Ctagms pacLumMpeHHoro
XXM3HEHHOrO UMKna nHumnaeHTa. B pesynbraTe
obHapyXeHusi, NOCTaBLLMK yCnyr y3HaeT 06 nHumnaeHTe.
O6HapyxeHne MoxeT ObITb BbINMONTHEHO aBTOMAaTUYECKN
unv BcrieAcTeme coobLLeHNs nonb3oBaTens

06 nHumaeHTe.

O6cnyxnBaemMocTb

Serviceability

(ITIL Continual Service Improvement) (ITIL Service
Design) CnocoBHOCTb TPeTbel CTOPOHbI BbINONTHUTD
ycrnosus goroopa. AToT AoroBop byaeT BknoyaTb
B cebs cornacoBaHHble YPOBHW HAOEXHOCTH,
CONpOBOXAAEeMOCTH UK AOCTYMHOCTU ANs
KOHUrypaLmMoHHON eanHULIbI.

O6xoaHoe PelueHune

Workaround

(ITIL Service Operation) YMeHbLUEHWE UK YCTPaHEHME
BNUSAHMS MHUMOEHTA Unn npobnemsl, ANg KOTOPbIX

B TEKYLLMI MOMEHT HEeOCTYMHO NOJSIHOE pa3peLleHue.
Hanpumep, nepesanyck oTkasasLUuen KOHPUrypaLmnoHHOn
egnHnubl. ObxoaHble pelleHus anga npobnem
OOKYMEHTUPYIOTCS B 3anncsiXx 06 M3BECTHbIX OLUMOKaX.
OOxoaHble pelleHust 4Ns UHUMAOEHTOB, KOTopble

He NpuBA3aHbI K 3an1Mcsam o npobnemax,
[OKYMEHTUPYHOTCA B 3anmcsix 00 MHUMAEHTaX.

O6beanHéHHbIN LieHTp
O6cnyxnBaHns

Shared Service
Unit

Cm. MocTtaBwmk Yenyr Tuna |l.

Oxumpaembini MpocTton
Yenyrm

Projected
Service Outage
(PSO)

(ITIL Service Transition) [lokymeHT, onpeaensoLwnii
BNUSAHME CMMaHMPOBAHHBLIX U3MEHEHWUI, NNIAHOBOIO
obcnyxmMBaHMs U NNAHOB TECTMPOBAHWS Ha
COrmnacoBaHHbIE YPOBHU YCITyT.

(ITIL Service Strategy) NpenoctasneHune ycnyr n3 TOYKu,
pacnonoXeHHOW B TOW e CTpaHe, rae pacnonaraeTtca

OHLwop (MecTHbIN) Onshore 3aKasqmk.
Cm. makxe Hnapwop (BnunakopacnonoXeHHbIn);
Odruop.
OnepauunoHHas Business (ITIL Service Strategy) NoBcegHeBHOE BbINOMHEHUE,
HeaTtenbHocTb busHeca Operations MOHWUTOPWHT 1 ynpaBneHue 6usHec-npoueccamum.
3arpartbl, BO3HUKatoLwme npu akcnnyatauum UT-yenyr,
3a4acTylo SABMAOLLMECS MOBTOPSAOLWMMUCS MaTexXamu.
Operational Hanpuwmep, 3apaboTHas nnata, onnaTta o6cnyXnsaHus
OnepaunoHble 3aTpatsl |~ annapaTHoro obecneyeHusi M ANeKTpU4ecTsa (Takke

MOTyT Ha3blBaTbCA «TeKyLlne |/|3p,ep>i<|<m»).

Cm. makxe KanutanbHble 3atpaTbl.
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OnepauunoHHbie
N3pepxkn (OPEX)

AHrIUnUcKun
TEepMUH

Operational
Expenditure
(OPEX)

OnpepeneHne Ha pycCKOM

Cwm. OnepaunoHHble 3aTtpartbl.

OnepaunoHHbIN

Operational

HwxHUI 13 TPEX YyPOBHEN NNAaHMPOBAHNS U
npeaocTaBneHnst yenyr (CTpaTermyeckni, TakTU4eCKnin,
onepauuoHHbIn). OnepaumnoHHas 4eATEeNbHOCTb
BKITIOMaeT eXxeHEeBHOE UMK KPaTKOCPOYHOe
nnaHnpoBaHve nnu npegocrtasneHve busHec-npouecca
unu npouecca ynpasnexusa NT-ycnyramu.

Onepauuns

Operation

Jliobasa npenonpeneneHHas AeaTenbHOCTb UMK
TpaH3akuusa. Hanpumep, 3arpyska MarHUTHOW NEHTHI,
NPUHATUE OeHEer B TOYKe NPOAaX UM YTeHne AaHHbIX
C Aucka.

OnoBeLeHne

Alert

(ITIL Service Operation) /3BeLyeHne o ToM, 4TO BbINO
OOCTUTHYTO NOPOroBOE 3Ha4eHue, YTo-NMbo N3MEHUOChb
unu npousoluen cbor. OnoseLLeHNs YacTo CO3Aat0TCS

N KOHTPONMPYIOTCHA CPeACTBaMM yrpaBrneHus
cucteMamu. YnpasreHue OnoBeLLeHnaMum
OCyLLECTBMAETCH B paMKkax npouecca ynpasrneHus
cobbITnaMuU.

OnpepeneHune LieHHoCTH
Yenyrm

Service
Valuation

(ITIL Service Strategy) lamepeHune nomnHbIX 3aTpaT Ha
npepocTtasnexHve NT-ycnyrn n NonNHOW LIEHHOCTU 3TOMN
WT-ycnyrn gna 6usHeca. OnpeaeneHne LeHHOCTH
yCrnyrn ncnone3yeTcst Anst Toro, YTobbl nomoyvb 6usHecy
n noctasLunky UT-ycnyr NpMnTK K cornalleHuto

0 ueHHocTtn UT-ycnyru.

OnTnmmnsmpoBaTb

Optimize

OueHunBaTb, NNaHMpoBaTh U 3anpalinBaTb U3MEHEHUS
C Lienblo AOCTUXEHUS MakCcUManbHoON adeKTUBHOCTH
W pe3ynbTaTUBHOCTU Npolecca, KOHPUrypaLmoHHoOm
€AVHULbI, MPUMNOXEHNS 1 T.N.

Onuwua MpegocTtaBneHns
Yenyru

Service Option

(ITIL Service Design) (ITIL Service Strategy) Beibop
BapunaHTOB NOJIE3HOCTU U rapaHTuK, Npeasiaraembii
3aKa3yukam OCHOBHOW YCIyro Uy nakeTom ycnyr.
Onummn npenocTaBnexHns ycnyrm uHoraa MoryT
Ha3blBaTbCsl NaKeTbl NakeTamu YpoBHel 06CnyXuBaHus.

OpraHusauus

Organization

KomMepueckas komnaHus, topuandeckoe nuuo Unm nHoe
obpasoBaHue. [pumepbl opraHnsaunii, KoTopble

He ABMSATCA KOMNaHMAMU, BKNoYaloT MexayHapoaHyto
opraHu3aumio no craHgapTusauum unu dopym

no sonpocam ynpasnexnusa UT-ycnyramu (itSMF).
TepMuH «opraHnsaLusi» MHOr4a ucnonb3yeTcs Ans
0603Ha4veHus nboro obpasoBaHUA, MMEIOLLETO JTIOAEN,
pecypchbl 1 GlogxeTbl — HanpuMep, NpoekTa

unun GusHec-nogpasgeneHus.
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OpraHnsauus no
MexayHapoaHbIM
CraHgapTtam

AHrIUnUcKun
TEepMUH

International
Standards
Organization

OnpepeneHne Ha pycCKOM

Cm. MexgyHapogHasa OpraHusauus no CtaHgaptusaumm

OcHoBHas Ycnyra

Core Service

(ITIL Service Strategy) Ycnyra, koTopas npegocraBnseT
OCHOBHble pe3ynbTaThbl, HEO6XOAMMbIE OAHOMY WK
HecKosbkMM 3akasymkaM. OcHoBHas ycryra Aaét
Heo6X0aMMbIV YPOBEHb NONE3HOCTU U FrapaHTUN.
3aka3unky MoXxeT npeanaratbCsl HECKOMbKO YpOBHEN
NONe3HOCTU U rapaHTun npu NomMoLLmn OLI,HOI7I nnn
HECKOINbKNX 0I'ILLI/II7I npenocTaBlieHna ycrnyru.

Cm. makxe BecnomoratensHas Ycnyra; Ynydwatouias
Ycnyra; UT-ycnyra; MNakeT Ycnyr.

OcHoBHoe CpefacTso

Fixed Asset

(ITIL Service Transition) NamepuMbIin akTMB BU3Heca,
KOTOPbIN UMEET ANUTENbHbIN XXU3HEHHbIN LMK
(Hanpumep, 3gaHue, 3eMenNbHbIN Y4acTOK, CEPBEP UMK
NMLEH3NSA Ha NporpaMMHoe obecneYveHue).

Cm. makxe CepsucHbii Aktus; KoHdurypaumoHHas
EavHnua.

OTkas

Fault

Cm. Owubka.

OTKa30yCTONYNBOCTb

Fault Tolerance

(ITIL Service Strategy) Cnoco6HocTb NT-ycnyrm unm
Opyron KoHGUrypaLmMoHHON eanHWLIbI NPOAOIKaTb
KOppPEeKTHYI0 paboTy nocne cbos 4acTu KOMMOHEHTA.

Cm. makxe YctonumnocTtb;, KoHTpmepa.

OTKNOHEHME

Variance

Pasnuune mexay nnaHMpyembim U pakTuiecku
N3MEepPEHHbIM 3HaYeHusIMK. YacTo ncnonbayetcs

B ynpaBneHu1 prHaHcamu, ynpaBneHnm MOLLHOCTAMM
W ynpasrieHnn YPOBHEM YCIYT, HO MOXET ObITb
NpUMeHeHO B Ntobor obnacTu, rae CywecTBYOT MaHbl.

OTYé€T 00 OTKITOHEHUAX

Exception
Report

[okymeHT, cogeprkalinn nogpobHyo nHdopmMalmo

Nno OAHOMY MITM HECKOMNBLKMM KITOMEBbLIM MoKasaTensm
3P PeKTUBHOCTM UNK ApYrnm BaXKHbIM rnokasaTensim,
KOTOpble BbILWNW 3a npefernbl YCTaHOBIEHHbIX
NMOporoBbIX 3Ha4YeHun. MNpumepamu MoryT BbiTb
HeycneLHble Uy 6rM3Kne No 3HAYEHNAM K
HeycneLHbIM NMoKa3aTenu cornaieHnii od yposHe ycnyr
N METPUKM NPOU3BOAUTENBHOCTU, AEMOHCTPUPYIOLLME
noTeHumnanbHble NPobemMbl C MOLLHOCTSIMM.

OT4éTHbIN Mepuog

Accounting
Period

(ITIL Service Strategy) Mepuog BpemeHn (0ObIYHO —
rog), Ha KOTOpbIN paccyMTbiBaeTCs GloaxeT, onnarbl,
amopTusauus, 1 NpousBoasaTca Apyrne puHaHcoBble
pacyéTbl.

Cm. makxxe ®unHaHcoBbIln oA,
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Odmc YnpasneHus
Mpoektamm (OYI)

AHrIUnUcKun
TEepMUH

Project
Management
Office (PMO)

OnpepeneHne Ha pycCKOM

(ITIL Service Design) (ITIL Service Strategy) ®yHkumns
Wnu rpynna, oTBETCTBEHHAaA 3a ynpaBlieHNe XU3HEHHbIM
LMKIIOM NPOEKTOB.

Cwm. makxe Ycras; lNopTtdens MNMpoekTos.

Odwop

Offshore

(ITIL Service Strategy) NpepoctasneHune ycnyr

13 reorpadunyeckn yaaneHHom oT 3akasymka CcTpaHbl,
4acTo C APYroro KOHTMHeHTa. MoXeT OTHOCUTLCS Kak
K UT-ycnyre, Tak 1 K nogaepXxmsarLLmMM QYHKLMAM,
TaknMm kak cnyxba nogaepku nonb3oBaTenen.

Cm. makxe Hnapop (bnnskopacnonoxeHHbin); OHLop
(MecTHbIR).

OxBaT

Scope

"paHuubl NN pamkn, B KOTOPbIX MPUMEHMMbI NPOLIECC,
npoueaypa, ceptuukaund, gorosop u T.n. Hanpumep,
OXBaT yNpaBreHnst UBMEHEHUSMWN MOXET BKITOYaATb

B cebs Bce NT-ycnyrn B pexxume npoMbILLIIEHHON
3KcnnyaTaumm n cBs3aHHble KOHUrypaunoHHbIe
eanHunubl; oxeat ceptudgukara MCO/MIK 20000 moxeT
BKItovaTh B cebs Bce NT-ycnyrn, npegoctaBnsieMble
LEeHTpoM 0b6paboTkM AaHHbIX.

OueHka N3ameHeHus

Change
Evaluation

(ITIL Service Transition) Npouecc, oTBeYaroLwmnn
3a hopmanbHyo OLLEeHKY HOBOW U N3MEHEHHON
NT-ycnyrn. 3agaym npouecca — obecneunTb
ynpaereHne puckamm 1 NomModb onpeaeniTb
HeobX0AMMOCTb aBTOpPM3aumm UNN OTKIIOHEHUS
N3MEHEHNSI.

OueHka PesynbTatoB
BHeapeHuns

Post-
Implementation
Review (PIR)

0O630p, BbINOMHAEMbIV NOCHE BHEAPEHNS N3MEHEHNS
unu npoekta. OLeHka pe3ynbTaToB BHEAPEHUS
onpefensieT ycnelwHocTb U3MEHEHUS UMW NPOEKTa

W BbISIBNSIET BO3MOXHOCTU AN YNYYLUEHUS.

OueHka PuckoB

Risk
Assessment

HavanbHble Wwarvn ynpaBneHus puckamu: aHanms
LEeHHOCTN aKTUBOB Ansi budHeca, ngeHTUdnKauus yrpos
MO OTHOLUEHMIO K 3TMM aKTMBaM W OLeHKa YS3BUMOCTH
aKTMBOB MO OTHOLUEHMIO K 3TUM yrpo3am. OLeHKa puckoB
MOXeT ObITb KONMYECTBEHHON (OCHOBaHHOM

Ha YMCMOBbIX AaHHbIX) UM KAYECTBEHHOMN.

OueHka CooTBeTCcTBMUA

Assessment

O6cnegoBaHve 1 aHanus, HafnpaBneHHbIe Ha MPOBEPKY
cobntogeHns kakoro-nmbo ctaHgapTa unm
pekoMeHaaunin, TOYHOCTN BEAEHMS 3annucen nnm
OOCTWXEHUN LeneBblX 3Ha4YeHnn achPeKTUBHOCTH

N pe3ynbTaTUBHOCTMU.

Cm. makxe AyguT.

© Crown Copyright 2011

45




Pycckun TepmMuH

OueHka TpeboBaHuii
MpunoxeHun

AHrIUnUcKun
TEepMUH

Application
Sizing

OnpepeneHne Ha pycCKOM

(ITIL Service Design) desitenbHOCTb, OTBEYatoLLas

3a NoHUMaHue TpeboBaHMIM K pecypcam, HEOOXOAMMbIM
ONS nogaepKku HOBOTO NPUOXKEHUS UIK
3HAYUTENBHOIO N3MEHEHUS B CYLLIECTBYHOLLIEM
npunoxeHun. OueHka TpeboBaHWIA NPUOXKEHWUIA
nomoraeTt obecneuntb cooTBeTcTBME YPOBHA UT-ycnyrm
COrnacoBaHHbIM LieieBbIM NoKa3aTensm MOLLHOCTH

1 MPOU3BOAUTENBHOCTMW.

Owwnbka

Error

(ITIL Service Operation) N3baH B apxuTekType unm
HeBepHoe (hyHKUMOHMPOBaHWE, Bbi3biBatoLLee cOom
OAHOW UInun Heckonbknx NT-ycnyr unu
KOH(UrypaumoHHblx eamHul. HenpaBunbHble AencTBuUS,
COBepLUEHHbIE COTPYAHUKOM, UMW HapyLLeHWe npoLliecca,
BNMAOLLIEE HA KOHUTYPALMOHHYIO eQUHNLY, Takke
SABNSATCA owmnbkamm.

MakeT YpoBHa Ycnyr
(SLP)

Service Level
Package (SLP)

Cm. Onuus MNpepgoctaBneHns Ycnyru.

MakeT Ycnyr

Service
Package

(ITIL Service Strategy) [1ee unu 6onee ycnyr,
00beaAMHEHHbIX ANS yAOBNETBOPEHUSI ONpeaenéHHOoro
TMNa NnoTpebHOCTEN 3aKa34mMKOB NN NOJOEPKKM
onpeenéHHbix busHec-pesynbTaToB. MakeT ycnyr
MOET COCTOSITb U3 KOMOUHALMN OCHOBHbIX,
OOMONHSOWNX Y ynyywatowmx yenyr. MakeTt ycnyr
npeaocTaBnsieT onpeaeneHHbI YpOBEHb NONE3HOCTH

W rapaHTumn. 3aka3ymkam MOXeT ObiTb NpeanoXeH Bbl6op
YPOBHS MOME3HOCTM U rapaHTUM B paMKkax O4HOM Unn
HECKOJTbKMX OMUMIA NPeAOCTaBNEHUS YCITyT.

Cm. makxe NT-ycniyra

[NakeTHbIN Penuns

Release
Package

(ITIL Service Transition) Habop kKOHpUrypaLmnoHHbIX
e[M1HWL, KOTopble cobMpaloTecst, TECTUPYHOTCS

N BBOASITCA B SKCNyaTauuio BMECTE Kak eQUHbIN penuna.
Kaxxablin nakeTHbIA penn3 obbIYHO BKOYaeT B cebsi
HECKOJNbKO eauHUL, penusa.

MaHenb MoHuTOpUKHra

Dashboard

(ITIL Service Operation) Npadmyeckoe npeacraBneHne
0000LWEHHOM MHGOPMAaLMK O NPON3BOANTENBHOCTHU

n goctynHoctn UT-ycnyrn. MHdopmauma naHenu
MOHUTOPUHIa MOXET ODHOBIATLCS B PEXUME peanbHOro
BPEMEHW, a TaKKe MOXET BKIOYATbLCS

B YMpPaBrEeHYECKYI0 OTYETHOCTb UK NyONMKOBaTLCS

Ha web-cTpaHuuax. lNaHenn MOHUTOpPUHra
NCNoNb3ylTCA ANS NOAOEPXKKN YyNPaBeHUs ypOBHEM
ycnyr, yrnpaBrneHuns coObITUSIMU U ONArHOCTUKK
WHUWOEHTOB.
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AHrIUnUcKun
TEepMUH

Pycckun TepmMuH OnpegeneHne Ha PyCCKOM

OTHoOLEeHWA Mexay OBYMS OpraHM3aumnsiMm, Kotopble
npegnonaralT TECHOE COTPYAHMYECTBO B UHTEPECAX
o6LWKX uenen nnu B3anmmMmHon Bbirodbl. MoctaBLLmMK
MapTHEpCTBO Partnership NT-ycnyr oomkeH cocTosiTb B NapTHEPCTBE C BM3HECOM
N TPETbUMM CTOPOHAMM, KPUTUYHBIMMN

ans npepoctasnexHns UT-ycnyr.

Cwm. makxe WNHTerpnpoaHHas NMapTHepckasa CeTb.

(ITIL Service Operation) MOHUTOPUHT
Passi KOH(urypaumoHHom eguHumubl, A T-ycnyru unm npouecca,
. assive y
MaccuBHbIN MOHUTOPUHE Momtori KOTOPbIN OCHOBLIBAETCS HA ONOBELLEHUAX UM
onitoring YBEOOMIEHMSIX O TEKYLLIEM COCTOSIHUN.

Cm. makxe AKTUBHbBIN MOHUTOPUHT.

(ITIL Service Operation) NepBbIi ypOBEHb B nepapxum
rpynn noanepXkun, BOBIEYEeHHbIX B paspeLueHne
nHUMaeHToB. Kaxabli nocneayoLwmn ypoBeHb BKIIOYaeT

lNepsas JlnHna First-Line B ce6s 6onee BLICOKYIO KBanudmKaLmio cneLmnanmicTos,
MopAaepxku Support nn6o GonblLee KONMYeCTBO BPEMEHW MU MPOYMUX
pecypcos.

CM. makxxe Jckanauus.

(ITIL Service Transition) CTagums XXn3HEHHOro umkna
YCNyrn B KOHUE pa3BepTbiBaHWUA nepes NosiHbIM
NpWémMom ycnyru B akcnnyatauuio. Bo Bpems nepsuyHom
noaaepkun noctaewmk NT-yecnyr nposoanTt o63op
KIntoYeBbIX Nnokasatenen achPeKTMBHOCTN, YPOBHEN
YCIyrn 1 NOporoBbIX 3Ha4YeHUN ANt MOHUTOPUHra,

N MOXEeT BHECTM yrnyJdlleHns ans obecnevyeHuns
cooTBeTCTBMSA TpeboBaHusM k ycnyre. [MocTaBLymk ycnyr
TakKkKe MOXET BblAENUTb JOMNOMHUTENBbHbIE PECcypChl ANs
ynpasneHns HUuaeHTaMm u ynpasneHus npobnemamm
Ha 3TOT nepuoa.

Early Life

MNepsuuHan Mogaepxka Support (ELS)

(ITIL Service Strategy) 3aTtpatbl, KOTOpblE 3aBUCST
oT obbema noTpedneHusa UT-ycnyru, konvdecTea
MNepemeHHble 3aTpaTbl Variable Cost npov3BefeHHON NPOoAYKLUMK, KONMYecTBa 1 TUMNOB
nonb3oBaTernen, OT BCEro, YTO HENb3S paccunTaTb
1 3adMKCMpoBaTh 3apaHee.

(ITIL Service Design) [lokymeHT, cogepxaLini Bce

3 Statement Of Tpe6oBaHUA K NpMobpeTaeMoMy NPOAYKTY UMK TakKe
MepeyeHb TpeboBaHuii (Reqw)rements HOBOW UMK M3MeHéHHoM UT-ycnyre.
SOR

CM. makxe TexHunyeckoe 3agaHue.
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MepcnekTuBa KoHTpons

AHrIUnUcKun
TEepMUH

Control
Perspective

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) lMoaxoa k ynpaBneHuto
WUT-ycnyramun, npoueccamu, yHKUUSAMN, akTUBaAMU

n T7.n. MoXeT cyLLecTBOBaTb HECKOMNBbKO pPa3HbIX
nepcrnekTUB KOHTPONS ANs ogHon n Tou xe UT-ycnyru,
npotecca u T.4. TO NO3BONSAET pasHbIM NI0AAM

1 KoMaHgam oKycupoBaTbCs MMEHHO Ha TOM, YTO
Ba)XHO MMM CYyLLLECTBEHHO ANS UX cneunguieckon posnu.
Mprmepamn nepcnekTnB KOHTPOMS MOTYT CITYXUTb
peakTMBHOE 1 NMPOaKTMBHOE yrNpaBrieHne B pamKax
akcnnyaTaumm T unu B3rnsa Ha XXU3HEHHbIN LMKIT
NPUINOXEHNsST CO CTOPOHbLI KOMaHAbl MPOEKTa.

Munot

Pilot

(ITIL Service Transition) OrpaHn4yeHHoe pa3BEpPThIBaHNE
- WT-ycnyru, penusa unu npouecca B cpeae
NPOMBbILLNIEHHON aKcnnyaTaumm. MNMunoT ncnonb3yeTcs
ONS COKpaLLEeHNst PUCKOB, NPOBEAEHNS
Nnonb30BaTeNbLCKON NPUEMKUN 1 NONYYEHUA 06paTHON
CBSI31 OT MoNb30BaTEeNen.

Cwm. markxe OueHka MameHenus; TecTupoBaHme.

MnaH

Plan

Moapob6Hoe nNpeanoxeHne, KOTOpoe onucbiBaeT
OeATenbHOCTb U pecypcbl, Heobxoanmble Ans
JocTuwxeHua uenn. Hanpumep, nnaH BHeApeHUs HOBOW
UT-ycnyrmn unn npouecca. MCO/M3IK 20000 TpebyeT
Hanuuns nnaHa ynpasneHusa An8 Kaxgoro npouecca
ynpasnenusa UT-ycnyramn.

Mnan JocTtynHocTn

Availability Plan

(ITIL Service Design) MNnaH, obecne4unBatoLLmi
adhpekTnBHOE NO 3aTpatam cobnogeHue
cywiecTByowmnx u 6ygyLmnx TpeboBaHuin JOCTYMHOCTH
K NT-ycnyram.

Mnan MowHocTen

Capacity Plan

(ITIL Service Design) NnaH, ncnonesyembln ns
ynpaBreHus pecypcamm, HeobxoaumbImMmM Ans
npepocTtasnexHus UT-ycnyr. 3TOT NnaH coaepxuT
NCTOPMYECKYIO U aKTyanbHY UHopmauuio

06 ncnonb3oBaHum UT-ycnyr n KOMNOHEHT, a Takke
nobble BONPOChHI, KOTOpble TPEDYIOT pelueHuns (Bkno4vas
CBSi3aHHble AeNCTBUA MO ynydlleHuo). [naH Takke
COOEPXKUT CUEeHapun ANns pasnuyHbIX NMPOrHO30B crnpoca
Oun3Heca 1 BO3MOXHOCTU (BKNtoYas hMHaHCOBYHO
OLLEHKY) NMpefoCTaBIEHUs COrnacoBaHHbIX LeNeBbIX
nokasartesien YpoBHS yCryru.

MnaH HenpepblBHOCTH
Bbuaneca (BCP)

Business
Continuity Plan
(BCP)

(ITIL Service Design) NnaH onpeagenseT warw,
HeobxoaMMble Anst BOCCTAHOBMNEHMS OU3HeC-NpoLLeccoB
B Criyyae HapyLleHus nx gyHKunoHuposaHus. MNnax
onpegernsieT OCHOBaHUS AN €r0 MHNLMMPOBaHNS,
noaen, KoTopble AOMKHbI ObITb 3a0eNCTBOBaHbI

B peanusauuuv nnaHa, cpeacrsa KOMMYHUKaUUKU U T.0.
MnaH HenpepbiBHOCTU UT-ycnyr doopmupyeT
3HA4YUTENBHYIO YacTb NnaHa HenpepbiBHOCTM GusHeca.
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Mnan HenpepbiBHOCTU
UT-ycnyr

AHrIUnUcKun
TEepMUH

IT Service
Continuity Plan

OnpepeneHne Ha pycCKOM

(ITIL Service Design) lNnaH, onpegenstowui warm,
HeobxoaMMble AN BOCCTaHOBIIEHNSI OAHOWN Unn
Heckonbkux U T-ycnyr. MNnaH onpegensieT cobbitus,
KOTOpble SABMAIOTCA OCHOBaHWEM Afs ero akTnsauuy,
niogew, KOTopble AOMKHbI ObITb 3a4eNCTBOBaHbI,
cpencTea KOMMYHUKauum v T.n. naH HenpepbIBHOCTH
UT-ycnyr gosmkeH SBRASTbLCA YacTblo NiaHa
HenpepbIBHOCTN BusHeca.

Mnax Service (ITIL Continual Service Improvement) ®opmarnbHbii
CoBepLueHCcTBOBaHNS Improvement nnaH ans BHeApeHus yryyeHni B npouecce unm UT-
Yenyr (SIP) Plan (SIP) ycnyre.
. [esatenbHOCTb NO CO34aHUI0 OJHOTO MUIM HECKOJSTbKMX

lMnaHnpoBaHne Planning _

nnaHoB. Hanpumep, nnaHNMpoBaHMe MOLLHOCTEN.
MnaHnpoBaHue n Transition (ITIL Service Transition) Npouecc, oTBevaroLwmnn
Mopoepxka Planning and 3a NnannposaHue Bcex Npoueccos NMpeobpasoBaHus
MpeobpasoBaHus Support yCrnyr n kKoopauHauuio Tpedyembix MU pecypCoB.

MnaHnpoBaHne 3agad

Job Scheduling

(ITIL Service Operation) NnaHupoBaHue 1 ynpaeneHue
paboTon nporpaMmMHOro obecneveHms COCTaBnAOLLEro
yacTtb UT-ycnyru. NnaHnposaHue 3agay Npon3BoAUTCS B
pamkax ynpasneHus skcrinyataumen UT, n yacto
aBTOMaTU3MpyeTCa NOCPeACTBOM NPOrpamMmmMHbIX
CpencTB, KOTOPbIE BbIMOMHAKT 3anyck B yka3aHHOe
BpeMs OHs, Hefenu, Mecsla unm roga.

lMnaHupoBaHue
MowHocTen

Capacity
Planning

(ITIL Service Design) Bng neatenbHOCT B pamKax
yNpaBreHns MOLLHOCTSMU, OTBEYaoLW M 3a pa3pabdoTky
nfaHa MOLLHOCTEMN.

MnaHupoBaHue-
BbinonHeHmne-lNposepka-
Koppektuposka (PDCA)

Plan-Do-Check-
Act (PDCA)

(ITIL Continual Service Improvement) YeTtbipe wara
LUKIa ynpasrieHnst npoLeccom, pa3paboTaHHOro
Opsapgom emuHrom (Edward Deming). Linkn
«[naHnpoBaHne- BoinonHeHne-lNpoBepka-
KoppekTupoBka» Takke Ha3blBaloT LMKITOM [emMuHra.

MnaHupoBaHMe — NPOEKTUPOBAHUE UM NEPECMOTP
npoleccos, nogaepxuearownx UT-ycnyru.

BbinonHeHue — BHeApPEHWE NnaHa v ynpaBneHue
npoL,eccoMm.

MpoBepka — nsmepeHue npoueccos n AT-ycnyr,
CpaBHEHME C UEeNsmMmu u nonyvyeHne OTYETHOCTMN.

KoppekTupoBka — nnaHMpoBaHue 1 BHeapeHue
W3MEHEHWIA s YIy4LLEHUSI MPOLECCOB.
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MnaHosbIn [NpocTon

AHrIUnUcKun
TEepMUH

Planned
Downtime

OnpepeneHne Ha pycCKOM

(ITIL Service Design) CornacoBaHHOe BpeMsi, B Te4eHNe
koToporo UT-ycnyra 6ygeTt HegocTynHa. MNnaHoBbIN
NPOCTOM YaCcTO UCMONb3YeTCs AN TEXHUYECKOro
obcnyxnBaHus, 0GHOBMEHNA BEPCUI N TECTUPOBAHMS.

Cm. makxxe TexHonorndeckoe OkHo ansa IameHeHun;
MpocTon.

Mopaepxueatowas
Ycnyra

Supporting
Service

(ITIL Service Design) NT-ycnyra, He ncnonb3yemas
HanpsAmyo 6usHecom, HO Heobxoanmas NOCTaBLLMKY
UT-ycnyr ana npegocTaBneHus ycnyr,
OPUEHTUPOBAHHbIX Ha 3aka34yumka (Hanpumep, criyxba
KaTanoroB unv pe3epBHOE KOMUPOBAaHKE).
MopaepxuBaloLLme yCryrm Takke MOryT BKMYaThb

B cebs UT-ycnyrm, ncnonb3yemble TONbKO MOCTABLUUKOM
WT-ycnyr. Bce nogaepxvBatolimne ycnyru, Haxoaawmecs
B 3KCMIyaTauuy Unm rotoBble K pa3BEPThIBAHUIO,
3anucbiBalOTCA B KaTanor ycnyr (BMecTe ¢
nHdopmaumer 06 nx B3anMoCBA3SIX C ycryramu,
OpPUEHTUPOBaHHbLIMW Ha 3akasuuka, u apyrumm KE).

Mogpsaguuk

Supplier

(ITIL Service Design) (ITIL Service Strategy) TpeTbs
CTOPOHAa, OTBeYaroLLas 3a NocTaBky TOBAPOB UMK YCNyr,
HeobxoaMMbIX AN npegocTasnenns UT-ycnyr.
Mpumepbl Noapag4YMKOB — BeHOOPbl 060pyaoBaHMs

W MpoOrpaMMHOro obecnevyeHus, ceTeBble

N TENeKOMMYHMKaLNOHHbIE NpOoBandephbl, a Takke
ayTCOPCUHIOBbIE€ OpraHmn3aumu.

Cm. makxe Lenoyka NoctaBok; BHewwHmin [Jorosop.

MogTBepxaeHue

Validation

(ITIL Service Transition) [JeaTenbHOCTb, KOTOpas
rapaHTupyeT, 4To HoBas nnun nsmeHeHHasa UT-ycnyra,
npouecc, nnaH unm gpyrov pesynstaT OTBEYaeT Hy»xaam
busHeca. lMoaTBepxaeHWe rapaHTUpyeT, YTo
TpeboBaHua GnsHeca yooBnETBOPEHbI, AaXe €ClN OHU
MOTNIN UBMEHWUTLCS MO OTHOLLEHWUIO K NCXOOHOMY
pesynbTaTy NPOEKTUPOBaHUS.

Cm. makxe Bepundukaums; MNpuémka; Keanmdukaums;
MoaTtBepxxaeHne n TectTupoBaHue YCnyr.

MopaTesepxaeHue n
TecTtnpoBaHue Ycnyr

Service
Validation and
Testing

(ITIL Service Transition) MNpouecc, oTBe4vaoLwnin

3a NOATBEPXAEHNE N TECTMPOBaHNE HOBOM

unun nameHsemon UT-ycnyrn. NoareepxaeHve

M TeCTMpoBaHue ycnyr obecnevymBaeT COOTBETCTBUE
NT-ycnyrn eé cnpoekTMpoBaHHOM cneundukaumm

n oTBeyaeT noTpebHocTsam Bu3Heca.

Mounck KopHesom
Mpu4nHbI

Root Cause
Analysis (RCA)

(ITIL Service Operation) desaTenbHOCTb, KOTOpas
NOEHTUULUNPYET KOPHEBYIO MPUYUHY MHUMOEHTA Unn
npo6nembl. MNonck KOPHEBOW NPUYMHBI OOLIYHO
KOHUEeHTpupyeTcs Ha cbosix B UT-nHppacTpykType.

Cm. makxe Ananus Cboes Ycnyru.
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[NonesHocTb

AHrIUnUcKun
TEepMUH

Utility

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) ®yHKUMOHANBHOCTb,
npepnaraemas NPoAYKTOM Wnu yCnyron Ans
yOOBMNeTBOpeHus crneunduyecknx noTpebHoCcTew.
MonesHocTb MOXeET ObITb CHOPMYNMPOBaHa Kak OTBET
Ha BOMPOC «4TO AenaeT ycnyra?», U MoXeT
MCNonb30BaTbCA AN OnpeaeneHnst CocobHOCTN yCnyru
npegocTaBnsaTb Tpebyemble KOHEYHbIE pe3ynbTaThbl, Unn
«COOTBETCTBOBATb HaszHayeHuto». LleHHocTts AT-ycnyru
ansa 6usHeca co3gaéTcd npu NOMOoLLM KoMBUHaLMm
NOMe3HOCTU 1 rapaHTuw.

Cwm. makxe MNopTteepxaeHue n TectupoBaHue Ycnyr.

MonuTtnka

Policy

3a00KyMEHTUPOBAHHbIE YNPaBIIEHYECKME OXMOAHUSA

1 HamepeHus. MNMonMTUKM NCNONb3YITCS ANA NPUHATUS
PELLEHWI U FTapaHTUPYIOT LLEMNOCTHYIO

1 nocrnefoBatenbHyo pa3paboTKy U BHeApeHue
NpoLEeccoB, CTaHOAPTOB, PONen, AeATENbHOCT!,
UT-nHdpacTpykTypbl 1 T.N.

Monutnka BesonacHocTun

Security Policy

Cwm. Monuturka NHdopmaumoHHon BesonacHocTu.

Monutnka Banmanus
Onnatbl

Charging Policy

(ITIL Service Strategy) lNMonuTtuka, onpegenslwas Lernb
npouecca B3MmaHus onnaTbl U cnocob eé pacuéra.
Cm. makxe 3aTtpaTbl.

Monuntnka
MHdopmaLMoHHON
BbesonacHocTu

Information
Security Policy

(ITIL Service Design) MNonuTtuka, kKoTopas onpeaenseT
noaxopA opraHnsauny K ynpasneHuio MHopmMaLMoHHOM
BesonacHocTbl.

[Nonb3oBaTenb

User

CoTpyaHuk, koTopbli ucnonb3yet UT-ycnyry

Ha eXxegHeBHOM ocHoBe. [1onb3oBaTteny oTnmMyanTCA
OT 3aKa34yMKOB, TaK Kak HEKOTOpbIE 3aKa34nKm

He ncnoneayoT NT-ycnyry Hanpsmyio.

MoporoBoe 3HaveHne

Threshold

3HayYeHne METPUKM, KOTOPOE CIY>KUT NMPUYNHOWN
CO34aHM1s ONOBELLEHUSA UK BbINOSTHEHMS YNPaBAAOLLNX
pencteuin. Hanpumep, "MHunaeHT ¢ npnoputetom 1

He pelleH B TeyeHne 4 yaco", "bornbLue 5 owmnbdok
OUCKOBOro NporpamMmmHoro obecneyeHus B yac",

unu "bonbLlue 10 HeycneLwwHbIX U3MEHEeHUN B MecsLL".

MopTdensb 3akasunkos

Customer
Portfolio

(ITIL Service Strategy) basa gaHHbIX nnu
CTPYKTYPUPOBAaHHbLIN JOKYMEHT, NCNOMb3yeMble A5
XpaHeHns nHdopmaumm 060 BCex 3akasdmkax
noctasLmka NT-ycnyr. NopTdens 3akazyunkos — 3T
B3rNs4 MeHexepa no B3aMMOOTHOLLEHUSIM ¢ B1u3HecoMm
Ha 3aKa34MKoB, KOTOPbIE NOMy4alT YyCnyrun

oT nocTasLmka AT-ycnyr.

Cwm. makxe MNMopTtdensb CornalwueHnin ¢ 3akazvymkom;
KaTanor Ycnyr; NMopTtdens Ycnyr.
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MopTdbens Jlyuwnx
MpakTnk YnpaesneHuns
Best Management
Practice (BMP)

AHrIUnUcKun
TEepMUH

Best
Management
Practice (BMP)

OnpepeneHne Ha pycCKOM

MopTtdhenb Best Management Practice npuHagnexur
CekpeTapwuaty kabnHeTa MuHucTpoB [NpaBuTenbcTBa
BenukobputaHuu. PaHee HaxoamBLUMICSA BO BrageHUm
CCTA 1 OGC, noptdens 6bin nepegaH Cekpetapuaty
B ntoHe 2010. MopTdens BMP BkntovaeT B cebs
pykoBoacTBa no ynpasneHuto UT-ycnyramu, a Takke
yNpaBreHuto NpoekTamMmm, NporpaMmmamMm, puckamu,
noptensamMu 1 LeHHoCcTbio. Kpome Toro, oH BknovaeT
B cebs Moaernb 3penocTn n COOTBETCTBYHOLLME CrIOBapw
TEPMUHOB.

MopTdhens Mpunoxexuin

Application
Portfolio

(ITIL Service Design) basa gaHHbIX Unu
CTPYKTYPVPOBAHHbBINA OKYMEHT, UCNOSb3yeMbI AN
ynpaeneHusi NPUNOXeHNsIMU B TEYEHNE BCETO UX
XXM3HEHHOro umkna. MNoptdens NpUnoXeHUii COAePXUT
KrntoyeBble aTpnOyThl BCex npunoxeHun. MNMoptdens
NPUNOXeHN MHOTAa peanuayeTcs Kak YacTb NopTdens
yCnyr Uy cMcTeMbI ynpaBrneHus KoHpurypaumsamm.

MopTdens MNMpoekTos

Project Portfolio

(ITIL Service Design) (ITIL Service Strategy) basa
OaHHbIX UNU CTPYKTYPUPOBAHHbLIA [OKYMEHT,
ucnonb3dyemble A5 ynpaBneHus npoekTamu B Te4eHne
UX XXWU3HeHHoro uukna. MNMopTtdens npoekTos
nucnonb3yeTcsa Ana KOoOpAMHaLUMM NPOEKTOB U
obecneyeHns1 CBOEBPEMEHHOIO 1 3¢pEKTMBHOIO Mo
3aTpaTtam JOCTMKeHUNA Nx uernen. MNMoprtderns NpoekToB
06bIYHO OnpeaenseTcs U nogaepxmeBaeTcs oucom
yrnpasrneHusa npoektamu. lNMopTtderns NpoeKkToB BaXeH
Ans ynpasneHus noptdenem ycnyr, Tak Kak HoBble
yCrnyrn 1 3HavuTernbHble U3MeHeHUs 0bbI4YHO
yNpaBratoTCs Kak NPOeKThbl.

CM. makxxe YcTasB.

MopTtdens CornaweHnin
¢ 3akasynkom

Customer
Agreement
Portfolio

(ITIL Service Strategy) basa gaHHbIX NN CTPYKTYpU-
POBaHHbLIN JOKYMEHT, UCMONb3yEMbIN ANS ynpaBrneHns
Aorosopamm 06 oka3aHuW ycnyr unv cornalieHnsiMmn
Mexay noctaswmkom UT-yenyr n 3akazumkamu. Kaxpas
UT-ycnyra, npegoctasnsemas 3akas4ymky, JOKHA
UMETb KOHTPAKT Unun Apyroe cornaiwleHune, onmcaHHoe

B nopTdene cornawleHui ¢ 3aKa34ymKom.

Cm. makxe Ycnyra, OpueHTUpoBaHHasa Ha 3aka3uuka;
KaTtanor Ycnyr; NMopTtdens Ycnyr.

MopTchens Yenyr

Service Portfolio

(ITIL Service Strategy) MonHbI Habop ycnyr, KOTopble
ynpaBnsaTCca noctasLwmkom ycnyr. MNMoptdens yenyr
ncnonb3yeTcs Ans ynpaereHnsi NOMHbIM XU3HEHHbIM
LIMKIOM BCEX YCMYr M BKIHOYaET TPU KaTeropmm: BOPOHKa
ycnyr (npegnaraemble unu B paspaboTke), kaTanor ycryr
(B NPOMBILLIIEHHON 3KCMNyaTaumMm Unn rotToBble K
pa3BEPTbIBaHUIO); @ TAKKE YCNyru, BblBEAEHHbIE

13 aKcnnyaTaumm.

Cm. makxe MNMopTtdens [Joroeopos; YnpaBneHue
MopTtdhenem Ycnyr.
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Moctaswuk NT-ycnyr

AHrIUnUcKun
TEepMUH

IT Service
Provider

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) NocTaBLumk ycnyr,
npegoctasnaowmn UT-yecnyrn BHyTpeHHUM nnm
BHelwHM 3akazunkam.

MocTtaBwuk Ycnyr

Service Provider

(ITIL Service Strategy) OpraHm3auus, noctaBnstoLlas
YCMyrn OAHOMY WS HECKOMbKUM BHYTPEHHUM
3aKasyvkam Mnu BHELLHUM 3aka34yukam. [ocTaBLymk
YCRyr 4acTo MUCMNOMb3yeTcs Kak CoKpalleHne TepMuHa
«nocTasLmk UT-ycnyr».

Cwm. makxe MNoctaBwumk Yenyr Tuna I; MNoctaBwumk Yenyr
Twvna Il; NocTtaBwmk Yenyr Tuna 1l

MocTtaBwuk Ycnyr

(ITIL Service Design) BHellHWIN NOCTaBLLUMK YCNyr,
KoTopbIn npepoctasnseT UT-ycnyrn ¢ ncnons3oBaHnem

Application o

MpwknagHoro Service Provider | MPYIOXKEHNIA, Pa3BEPHYTBIX HA MOLUHOCTAX NOCTaBLUMKA
lMporpammHoro (ASP) ycnyr. [Nonb3oBaTteny nonyyatT AOCTYN K MPUIOXEHNAM
Ob6ecneyvyeHus NOCPELCTBOM CETEBOIO NMOAKIMHOYEHUS K MOCTABLLMKY

ycnyr.

(ITIL Service Strategy) BHyTpeHHWUI NOCTaBLUWK YCAYT,
MocTaBLwuk Yenyr Type | Service BXOASLMIA B cocTaB busHec-nogpasaeneHms. BHytpu
Twuna | Provider O[HOW opraHmn3aumMm MoXeT ObiTb HECKOSbKO

nocTaBLLMKOB ycnyr Tuna |.

(ITIL Service Strategy) BHyTpeHHWUI NOCTaBLUWK YCAYT,
Mocraswuuk Yenyr Type Il Service ﬂpeLI,OCTgBJ'ImOLLI,MVI obwwme UNT-ycnyrn 6onee yem
Tuna Il Provider ogHomy busHec-nogpasaeneHuto. NocTaBlwmk ycnyr

TMna Il Takke Ha3blBaeTCs «0ObEANHEHHDbIN LLEHTP
06CnyXMBaHWA.

MocTtaBwuk Ycnyr
Tuna lll

Type Il Service
Provider

(ITIL Service Strategy) NocTaBLumk ycnyr,
npepoctasnaowmn UT-yecnyrn Ana BHELWHNX
3aKa34uKoB.

[NocTeneHHoe
BoccTaHoBneHne

Gradual
Recovery

(ITIL Service Design) Cnocob BocCTaHOBEHUS, TAKKe
N3BECTHbIN KakK XornoaHoe pesepsupoBaHue. [Npu
NnoCcTeneHHOM BOCCTaHOBMNEHUN ODObIYHO 3a4eNCcTBOBaH
MOBUNBHBIV MW CTAUMOHAPHbIN PE3EPBHbIN LEHTP,
OCHalLLIeHHbIN arIieMeHTaMun Xn3HeobecneyeHns u
ceTeBOM pa3BoaKon, 6e3 KOMMbIOTEPHbBIX CUCTEM.
AnnapaTtHoe 1 nporpaMmMmHoe obecrneveHne
yCTaHaBMMBalTCA B pamMKax MnraHa HenpepbIBHOCTU
WT-ycnyr. NocTteneHHoe BOCCTaHOBMNEHUE OObIYHO
3aHumaeT bornee TpPEéx AHEW, a MOXET 3aHATb U1
3HauMTENbHO BOMbLUE BPEMEHM.
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[NocTosiHHOE
CoBeplueHCTBOBaHNE
Yenyr (CSI)

AHrIUnUcKun
TEepMUH

Continual
Service
Improvement
(Csh)

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) Ctagus
XWU3HEHHOro umkna ycnyru. lNocrosiHHoe
CoBepLUeHCTBOBaHUe ycrnyr obecneunsaeT
COrfiacoBaHue ycrnyr ¢ UsMeHsiioWuMncst NoTpebHoCTAMU
BusHeca 3a CYET onpeaeneHns 1 BHeOPEHNS yny4LleHnA
UT-ycnyr, nogaepxmBaroLlwmx GusHec-npouecchi.
PesynbTatbl paboTbl noctaswmka UT-ycnyr NOCTOSHHO
n3mepsIoTcH, paspabaTbiBalOTCS MepbI MO
coBepLUeHCcTBOBaHMO npoueccos, AT-ycnyr

n UT-nHdpacTpyKkTyphl C LEnbo yBennieHus

3 PeKkTUBHOCTH, pe3ynbTaTUBHOCTU N 3PIEKTUBHOCTH
no 3atpatam. NocTossHHOEe COBEPLUEHCTBOBaHUE yCnyr
BKINtoyaeT B cebsi cemuLiaroBbIii NpoLece
COBepLUEHCTBOBaHWS. HecMoTps Ha TO, YTO STOT
npoLecc cBsA3aH co cTaanein NoCTOAHHOIo
COBEepLUEHCTBOBaHUS ycnyr, 60NbLUMHCTBO NPOLECCOB
yrpasreHus ycrnyramm umeroT COOTBETCTBYIOLLME
OencTBusi, OTHOCALLMECH K pa3fiMyHbIM CTaansM
XW3HEHHOTO LMKNa yCryru.

Cwm. makxe MNnaHupoBaHue-BoinonHeHne-MNpoBepka-
KoppekTuposka.

MocTosiHHbIe 3aTpaThl

Fixed Cost

(ITIL Service Strategy) 3aTtparthl, He 3aBucALLME

oT obbéma notpebneHusa UT-ycnyrn. Hanpumep,
CTOMMOCTb annapaTHoro obecneyeHus cepeepa.
Cm. makxe NepemeHHble 3aTpaTbl.

MoTteHuman MNMocTaBwuKka
Yenyr

Service
Potential

(ITIL Service Strategy) CymmapHO BO3MOXHasi LLEHHOCTb
BCEX CMOCOBOHOCTEN 1 pecypcoB nocTaBwmka NT-ycnyr.

[NoTeHumanbHbIN PbiHOK

Market Space

(ITIL Service Strategy) Bce BO3MOXHOCTH, KOTOPbIE
nocrasLmk NT-ycrnyr MoXeT ncnonbL3osath Ans
yOOBMNEeTBOPEHNs MOTPeBGHOCTEN 3aKa3umKOB.
lMoTeHuunanbHbBIN PLIHOK onpeaenseT BO3MOXHbIE
WNT-ycnyru, pelweHve o npegoctaBneHnn KOTopbIX
MOXEeT NPUHATL nocTasLwmk NT-ycnyr.

(ITIL Service Operation) Habop nonHomMo4Mni, nnu
paspeLUeHni, NpeaoCcTaBNeHHbIX NOMb30BaTEN0 UNn

MpaBa Rights
ponu. Hanpumep, npaBa Ha M3MeHeHne onpeaeneHHbIX
OaHHbIX NN Ha aBTOPU3aLMI0 N3MEHEHMS.
dakTnyeckmin cnocob BbINONHEHMS paboThbl unm cnocob,
KOTOpbIM paboTa AosmkHa ObITk BbINONHEHa. MNpakTnkm
MpakTuka Practice MOTyT BKMNtoYaTb B cebs AesATEeNbHOCTb, NPOLECCHI,

byHKUMW, CTaHdapTbl U pekoMeHdaLum.

Cm. makxe Jlyywas MNpakTuka.
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MpakTnyeckoe
PykoBoacTtso

AHrIUnUcKun
TEepMUH

Code of Practice

OnpepeneHne Ha pycCKOM

PekomeHpauun, BbiNyLLEHHbIE rOCYAapCTBEHHbIM
OpraHoM unu opraHusauuen no ctaHgapTam, Takon Kak
ISO nnn BSI. MHormne ctaHgapTbl COCTOAT

13 NpaKTU4EeCKOro pykoBOACTBA M creumdukaumm.
MpakTnyeckoe pykoBOACTBO ONUCHLIBAET
pekomMeHayeMble nydline NpakTUKu.

MpenenbHble N3aepxku

Marginal Cost

(ITIL Service Strategy) ameHeHne 3aTpaT npu
NPOM3BOACTBE OOHOW eANHNLIbI NPOAYKTA UMK YCIYTU.
Hanpumep, CTOMMOCTb NOAAEPXKKN OOHOrO
nonb3oBaTtens.

MpeanoxeHune o6
MN3meHeHnn

Change
Proposal

(ITIL Service Strategy) (ITIL Service Transition)
[okymeHT, coaepKalLlnin BLICOKOYPOBHEBOE ONncaHmne
NOTEHUManbHOW YCMyry Uin 3HaYNTENbHOIO N3MEHEHNS,
COOTBETCTBYIOLLEE IKOHOMUYECKOE OBOCHOBaHVE

1 oxmaaembin rpadmk BHegpeHus. [NpeanoxeHms

06 n3ameHeHusix 06bIMHO CO3aaloTCs B paMKax npolecca
yrpaBsneHus nopTgenem ycnyr u nepegarTca

B MpoLecc ynpasneHus U3MeHeHnsSMn ang
aBTOpm3aumu. B pamkax npouecca ynpasneHus
U3MEeHEeHNs MM OLleHNBaeTCs NoTeHUManbHOe BrMsHue
Ha gpyrue ycnyru, COBMECTHO UCMONb3yeMble Pecypchl
1 Ha obLwmMi nnaH nameHeHun. Nocne aBTopmnsaumm
npeanoxeHns o6 M3MeHeHumn, NpoLuecc ynpaBreHns
noptdenem ycnyr fopMupyeT KOHLENUMIO YCIyri..

MpeobpasoBaHne

Transition

(ITIL Service Transition) lameHeHMe B COCTOSAHUM,
cooTBeTCcTBYOLLEee nepemeleHno NT-ycnyrn nnu
KOH(UrypaumoHHON eguHuLbI N3 OOHOW CTaguu
XM3HEHHOTO LMKNa K CeayloLLen ctagum.

MpeobpasoBaHue Ycnyr

Service
Transition

(ITIL Service Transition) OgHa n3 cTagnin >KM3HEHHOIO
umkna UT-ycnyrn. NpeobpasoBaHue ycnyr
obecne4ynBaeT COOTBETCTBUE HOBbIX, N3MEHSAEMbIX

W BbIBOOUMbIX U3 SKCNnyaTaumm ycnyr oxxmaaHusam
Oun3Heca, 3aJ0KyMEHTUPOBAHHbLIM Ha CTaausiX cTpaTerum
1 NpoekTupoBaHus ycnyr. [Npeobpa3oBaHue ycnyr
BKITIOYaeT B cebs cneaytoLLme npouecchl: NraHnpoBaHme
1 nogaepxka npeobpasoBaHus, ynpaBrneHue
N3MEHEHNSIMU, yNpaBreHne CEPBUCHBIMU aKTMBaMMU

N KOHGUrypaumsimum, ynpasneHne penvsamm

N pasBEpTbIBAHMEM, NOATBEPXKAEHNE U TECTUPOBAHME
ycriyr, oLueHKa ycnyr u TeCTupoBaHue, oLeHka
WU3MEeHeHN 1 yrnpasreHne 3HaHUsaMU. XOoTS 3TK
npoLecchl OTHECEHBI K NPeobpa3oBaHuMio yCnyr,
OONbLUMHCTBO N3 HUX peanuayeT akTUBHOCTM Ha pa3HbiX
CTansIX XN3HEHHOrO LUKMa yCryr.

Cm. makxe NpeobpasosaHue.
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MpnbnunantensHas
OueHka

AHrIUnUcKun
TEepMUH

Estimation

OnpepeneHne Ha pycCKOM

VMcnonb3oBaHue onbiTa ans npepnocrtaBiieHnsa
ﬂpI/l6J'IVI3I/lTeJ'IbeIX 3Ha4YeHunn MEeTPUK Unn 3atpar.
anI6J'II/I3I/lTeJ'IbHa‘i| OUeHKa TakKXKe UCnosib3yeTcAd B
ynpasieHnn MOWHOCTAMUN U ynpaBlieHUN OOCTYNHOCTbIO
KaK camMada geuwieBad n HaMMeHee ToO4YHad MeTogunKa
mMmogennpoBaHuA.

Mpunémka

Acceptance

dopmanbHoe cornalleHue o Tom, 4to UT-ycnyra,
npoLecc, NaH Unu gpyron pesynbtaTt AesTENbHOCTH
ABNAETCA 3aBEPLUEHHBIM, MPaBUSTbHBIM, HAAEXHBIM
M OTBeYaeT yCTaHOBMNEHHbIM TpebosaHuam. MNMprémke
00bIYHO NpeaLWecTBYET OLeHKa N3MEHEHUS UMK
TECTMpPOBaHMe; OHa YacTo TpebyeTtca npu nepexone
K cneaytoLLen ctagmm NnpoekTa unu npouecca.

Cm. makxe Kputepum Mpuémkn Ycnyru.

Mpunoxexne

Application

MporpammHoe oGecneveHne, npeaocTaBnsoLLee
dyHKUMM, HeobxoaMMble AN NpegoCTaBeHUs
NT-ycnyrn. Kaxxgoe MNpunoxeHne MoxeT BbiTb YacTbio
bonee yem ogHon UT-ycnyru. MNpunoxeHne moxeT
UMeTb OOHY MUnu 6onee cepBepHbIX UIN KITMEHTCKNX
yacTtemn.

Cm. makxe YnpasneHue lNpunoxenunamu; MNopTtdens
MpunoxeHun.

MpuHumn MapeTto

Pareto Principle

(ITIL Service Operation) MeToauka, ncnonb3dyemas ans
npuopuTtesauuun geatensHocTtu. MpuHumn MNapeTto
rrnacuT, 4Yto Ha co3agaHne 80% LeHHocTM nboro Buaa
pestenbHocTn Tpebyetca 20% ycunui. AHanms MapeTo
TakkKe UCNonb3yeTcs B ynpaBreHun npodnemamm gns
npuopuTe3aumnmn nccrneaoBaHms BO3MOXHbIX NPUYMH
npobnewm.

Mpuoputet

Priority

(ITIL Service Operation) (ITIL Service Transition)
KaTteropus, ncnonb3yemas ans onpegeneHums
OTHOCUTENBHOWN BaXXHOCTW MHUMAEHTA, Npobnembl
unun nameHenus. MpuoputeT 6asnpyeTcst Ha BIMSHWM
N CPOYHOCTM M UCMNONb3yeTCs ANA onpeaenexus
Tpebyemoro BpemeHu obpaboTkn. Hanpumep,

B cornawieHun ob ypoBHe ycnyr MoxeT bbiTb yka3aHo,
YTO MHUMAEHTbI C NPUOPUTETOM 2 AOMKHbI ObITh
paspelleHbl B TeyeHue 12 4acos.

lMpoakTnBHOE
YnpasneHue
Mpobnemammu

Proactive
Problem
Management

(ITIL Service Operation) Yactb npoLiecca ynpasneHns
npobnemamu. Llenbio NnpoakTMBHOIO ynpasneHus
npobnemamu SBNAETCA BbISBNEHME Npobnem, KoTopbie
MHa4ye mornu 6bl ocTaTbCsl He3aMeYeHHbIMU.
MpoakTnBHOE ynpasneHne npobreMamn aHanmsmpyeT
3anmcu o6 MHUMAEHTaxX 1 UCnonb3yeT AaHHbIe,
cobpaHHble NPOYMMM NpoLEeccaMm ynpaeneHns
UT-ycnyramn ans BbiBNeHUst TEHOEHLUUA Nnn
CYLLECTBEHHbIX Npobnem.
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AHrIUnUcKun

OnpepeneHne Ha pycCKOM

TEPMUH

(ITIL Service Operation) MOHUTOPWHT, MPU KOTOPOM
MpoaKTUBHbII Proactive BeJeTCs MOUCK 3aKOHOMEPHOCTEN B CODbITMAX Ans
MOHUTOPMHT Monitoring npeacka3aHusi BO3MOXHbIX 6yayLumx cboes.

Cm. makxe PeakTBHbI MOHUTOPUHT.

(ITIL Service Operation) MpuynHa ogHoro nnu

Heckonbkmx MHumaeHToB. O6bIYHO MpK co3gaHun
Mpobnema Problem 3anucu o npobrnemMe NpuunHa Hem3BeCTHa, 1 3a

JanbHeviwee eé paccnegoBaHne oTBeYaeT npouecc

ynpaBneHus npobnemamu.

Psa npoekToB 1 BUOOB AeATENbHOCTU, KOTOpble

NNaHMPYTCH M YNPaBrsioTCa BMECTe ANs JOCTUXKEHMS
Mporpamma Programme Py ynp ~CTE ATA A

obLwero Habopa cBA3aHHbIX Lenemn 1 Npovmx KOHEYHbIX

pe3ynbTaToB.

Production

MpoayktueHasa Cpena

Environment

Cwm. Cpepa lNpomblwineHHon JkennyaTaumm.

MpoekT

Project

BpemeHHas opraHusauus, BkniovatoLlasa nogemn

W NpoYmne akTMBbl, He06XoaANMble AN AOCTUXKEHUS Lenn
Unun Opyroro KOHeYHoro pesynbTaTa. Kaxabin npoekT
nMeeT COOCTBEHHbIN XXU3HEHHbI LIMKIT, B KOTOPbI
00bIYHO BXOAMT UHULUMALNSA, MNaHMpOBaHME,
BbINOTHEHUE U 3aKpbITHE. [1POeKTbl 06BIYHO
YNPaBrsTCA COrMacHoO cneumanbHOn MeTogosnornu,
Hanpumep, MeETOA0NOrMN yNpaBreHns NpoekTamm
PRINCE2 vnu ctangapTy ynpasneHusi npoektamm
PMBOK.

Cm. makxe YctaB; Oduc Ynpasnenus lpoektamu;
MopTtdens MpoekToB.

lMpoekTnposaHue

Design

(ITIL Service Design) desitenbHOCTb Mnn npoLecc,
KOTOpbI naeHTudnUmMpyeT TpeboBaHus 1 ganee
onpefensieT pelleHne, cnocobHoe yaoBNETBOPUTL 3TUM
TpeboBaHUsM.

Cm. makxe NpoekTnpoBaHue Ycnyr.
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MpoekTnposaHue Ycnyr

AHrIUnUcKun
TEepMUH

Service Design

OnpepeneHne Ha pycCKOM

(ITIL Service Design) OgHa 13 ctagnii 2KN3HEHHOTO
umkna UT-ycnyru. NpoekTupoBaHmne ycnyr BknovaeT

B cebsA NpoeKTUpoBaHme ycryr, NPakTUK1 pyKOBOACTBA,
npouecchbl 1 NOAUTUKN, HeobxoauMble ANA peanv3aumm
cTpatermm noctaswuka NT-ycnyr n cnocobeTaytowime
NOSIBNEHMWIO YCIyr B NOAAEPXKUBAEMbIX Cpeaax.

B npoektupoBaHue ycnyr BxogaTt crneayowime
npoLecchl: ynpasneHne Kkatanorom ycnyr, ynpasneHue
YPOBHEM YCNnyr, ynpaBneHue SOCTYMNHOCThIO,
yrnpaBrneHne MOLWHOCTSIMU, YNpaBrieHne
HenpepbiBHOCTbIO UT-ycnyr, ynpasneHne
NHOpMaLMOHHON 6e30NacHOCTbLIO U yNpaBneHne
nocrasLymkamn. XoTsl BCe 3TV NPOLLECCHI CBA3aHbI

C NPOEKTUpPOBaHneM, BOMbLUMHCTBO U3 HUX COOEPXUT
OEeATeNbHOCTH, BBINOMHAEMbIE Ha pasHbIX CTaanaX
XWU3HEHHOTO LMKNa ycnyr.

Cm. makxe lNpoeKkTnpoBaHue.

MpoekTHas
[okymeHTaunsa Ycnyru

Service Design
Package (SDP)

(ITIL Service Design) JokyMeHT (Mnn OKYMEHTbI),
onpegensoLwmn Bce acnektsl UT-ycnyrn n TpeboBaHuim
K HEW Ha KaXOowu CTaguu XU3HeHHoro uukna. NpoektHas
OOKyMeHTauus ycnyrm paspabaTbiBaeTcs ANs Kaxgomn
HoBouW UT-ycnyru, BaXXHOro U3MeHeHUs Unn rnpu Belsoae
UT-ycnyru ns akcnnyatauyum.

MponssoanTenbHOCTL

Performance

Mepa TOro, 4To JOCTUIHYTO UMK BbIpaboTaHO CUCTEMON,
YenoBeKoM, KOMaHAoWN, npoueccoMm, unu UT-ycnyron.

MpomexyTo4Hoe
BocctaHoBneHne

Intermediate
Recovery

(ITIL Service Design) Cnocob BoCcCTaHOBMEHWS, Takke
N3BECTHbIN KaK TENNoe pe3epBuUpoBaHueE.

Mpy NpoMexyTo4HOM BOCCTaHOBIIEHUMN OObIYHO
ncnonb3yeTcs ooLWwmii MOBUIbHBIA UNW CTaUMOHaPHbIN
pe3epBHbIA LIEHTP, OCHALLEHHbIA KOMMLIOTEPHBIMM
cucTeMamm 1 ceTeBbIMU KOMMOHEHTaMU.
KoHpurypmnposaHue annapaTHOro n nporpamMmmMHoro
obecrneyeHuns, a Takke BOCCTAHOBIEHWNE AaHHbIX
BbINOMHSAIOTCH B paMKkax nrnaHa HenpepbIiBHOCTU
NT-ycnyr.

Mpodunsb MNMonb3oBatens

User Profile
(UP)

(ITIL Service Strategy) LLabnoH notpebnexusa NT-ycnyru
nonb3oaTtenem. Kaxabln npouns nonb3oBatens
BKkItoyaeT B cebst oamH unu 6onee npocunein
Bu3Hec-AesTENBHOCTH.

Mpouenypa

Procedure

,D,OKyMeHT, cop,epx(au.l,wﬁ wiarn, KoTopble npeanncbiBaroT
cnocob BbINOMHEHUS AEATENBHOCTMW. I'Ipou,ep,ypbl
onpenenarTCcAa Kak 4YacTtu npoLeccos.

Cm. makxe Paboyvas NHCTpyKums.
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MpoueHT 3arpysku

AHrIUnUcKun

TepMUH

Percentage
Utilization

OnpepeneHne Ha pycCKOM

(ITIL Service Design) CoBokynHoe Bpemsi, KOTopoe
KOMMOHEHT 3arpyXeH B Te4eHne 3aJaHHOoro nepuoaa.
Hanpumep, ecnu npoueccop 3arpyxeH B TedyeHne 1800
B Yac, ero npoueHT 3arpy3kn paseH 50%

Mpouecc

Process

CTpyKTyppOBaHHasi COBOKYNMHOCTb AENCTBUN,
CMpOEeKTUpOBaHHasA AN AOCTUXKEHUS KOHKPETHOW Lenu.
Mpouecc npeobpasyeT OAWH UM HECKOMbKO
onpepferneHHbIX BXOO0B B ornpeAeneHHble BbIXOAbI.
Mpouecc MoxeT BkNo4YaTb B cebs nobble ponu,
OTBETCTBEHHOCTU, UHCTPYMEHTbI Y KOHTPONN
ynpaBneHusi, Heobxoammble ONA HaAEXHOro NonyvyeHus
BbIxoaoB. [pouecc, npyu Heo6X0AMMOCTH, MOXKET
onpenenaTb NONUTUKK, CTaHOapTbl, pekoMeHaauuu,
BMAObl AEATENBHOCTU 1 paboyme MHCTPYKUNN.

Mpouecc BanmaHusa
Onnatbl

Charging
Process

(ITIL Service Strategy) Npouecc, oTBevaroOLwmn

3a onpepgeneHne TOro, CKOMbKO 3aka34vmkam Heobxogumo
3annaTtutb 3a ycnyry (LeHoobpasoBaHue),

1 3a Nnony4YyeHne KomneHcauun (BolICTaBneHne CHeTOB).
Mpouecc He onucbiBaeTCs AeTanbHO B OCHOBHbIX
ny6nukauusx ITIL.

Mpoueccsl [pynnbl
B3anmooTHoLeHnn

Relationship
Processes

"pynna npoueccos B ICO/M3K 20000, koTopas
BKItoYaeT B cebs ynpaBneHne B3avMMOOTHOLLEHNSMM
¢ 63HecoM 1 ynpaBneHue noapsinuukamu.

Mpoueccsl [Npynnbl
KoHTpons

Control
Processes

pynna npoueccos B ctaHgapte MCO/M3K 20000,
KOTOpasi COCTOUT U3 yrnpaBreHNs N3MEeHEHUAMU
1 ynpaBreHusi KOHUrypaunusmu.

Mpoueccsl [Npynnbl
PaspeLleHus

Resolution
Processes

pynna npoueccos B MCO/M3K 20000, koTopas
BKITtOYaeT B cebs ynpaBneHme NHUMaeHTaMm
1 ynpaeneHve npobnemamu.

Mpamble 3atpatbl

Direct Cost

(ITIL Service Strategy) 3aTpaTtbl Ha NnpegocTaBrneHne
NT-ycnyru, kKoTopble NOMHOCTLI0 MOTYT BbITb OTHECEHbI
Ha onpeenéHHoro 3akas4yuka, LeHTp 3aTpar, MPOeKT

n T.n. Hanpumep, 3atpatbl Ha 3KCnyaTauuo
BblAENNMeHHbIX cepBepoB Unn J'II/ILLeH3I/II7I Ha nporpamMmmHoe
obecneyeHue.

Cm. makxe KocBeHHble 3aTpaTbl.

PaboTtaTb

Operate

CDyHKLl,I/IOHI/IpOBaTb B COOTBETCTBUUN C OXKMWOAHUAMMW.
Mpouecc unu KoHdurypaunoHHas eguHula paborator,
ecnu BblgatoTca Tpebyemble pe3ynbTaThl.
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Pabouasi iHCTpykuust

AHrIUnUcKun
TEepMUH

Work Instruction

OnpepeneHne Ha pycCKOM

[lokyMeHT, copepalluil AeTanbHble MHCTPYKLUMKU, TOYHO
onpeaensaoLue LWaru no BbiNonHeHUo JeaTensHOCTU.
Pa6oyas MHCTPYKUMS coOep>XnUT ropasao Gonblue
deTanen, yem Mpouenypa, 1 06bIYHO CO34aETCH TOMBKO
Torga, Koraa Heobxoauma odeHb AeTanbHas
WNHCTPYKLMS.

Paboyas Harpyska

Workload

Pecypcbl, Heobxoanmble ANA NpeaocTaBneHns
onpegenéHHon yactn UT-ycnyrn. Paboune Harpyskm
MOTYT ObITb KaTErOPM3MpPOBaHbI MO NOMb30BATENSM,
rpynnam none3oBartenen Unu yHKLMAM B pamKax
otaensHonm UT-ycnyrn. Micnonb3yeTtca ansa obnerdyeHus
aHanusa n ynpasneHUs MOLLHOCTbIO,
NPOV3BOAMTENBHOCTLIO U 3arpy3Kon KOHPUrypaLnoHHbIX
egnnHny n UT-yenyr. TepmnH paboyas Harpyska nHorga
NCMNonb3yeTcsl Kak CUHOHMM BbIpaboTKuU.

PasBsépTbiBaHune (Beog B
JkcnnyaTtauumio)

Deployment

(ITIL Service Transition) [ledATenbHOCTb, OTBEYaroLWas 3a
nepemMeLLeHne HOBOro MM 3MeHeHHoro o6opyaoBaHus,
nporpammHoro obecneveHus, AOKyMeHTaLun, npouecca
W T.M., B Cpeay NPOMbILLIIEHHOW 3KCnyaTaumu.
Pa3BépTbiBaHMe — 3TO YacTb Npouecca ynpaBneHns
penu3amu u pasBEpTbiBaHMEM.

Paspenenne
OTBETCTBEHHOCTU

Separation of
Concerns (SOC)

Moaxopn k npoekTnpoBaHuto peLleHun nnu NT-ycnyr,
KOTOpPbLIN pasgenseTt npobrnemy Ha OTAeNbHbIE YacTH,
paspellaemMble He3aBMcuMO. [aHHbI noxod otaenseT
«YTO» [OMKHO ObITb CAeMnaHOo OT TOro, «Kak» 3TO JOIMKHO
ObITb caenaHo.

PaspaboTka

Development

(ITIL Service Design) MNpouecc, oTBevatoLwmnn

3a cosfaHue unu moaudukaumo NT-yenyrm nnm
NPUNOXeHNa Ans nocneayrowero penmsa u
pa3BépTbiBaHus. Pa3paboTka Takke ncnonbdyeTtcs Ans
0603Ha4YeHns ponu unn YHKLNUK, OCYLLLECTBIIAIOLLEN
OesTenbHOCTb No pa3paboTke. TOT Npouecc He
onncbiBaeTcsa AeTarnbHO B OCHOBHbIX Nybnukauusx ITIL.

PaspelueHune

Resolution

(ITIL Service Operation) encTeud, npeanpuHsTbIE ANs
yCTPaHEHMWS KOPHEBOW NPUYUHBI UHUMAEHTA MK
npobnembl, UM NpUMeHeHNst 06X04HOIo peLleHms.

B MCO/M3K 20000 npoLeccol rpynnbl paspeLleHns —
37O rpynna nNpoLeccoB, KoTopas BkNoyaeT B cebs
yrnpaBrneHue NHuMgeHTaMm v ynpasneHve npobnemamu.

PacwmpeHHbIn
YKnsHeHHbIN Limkn
WHumpeHTa

Expanded
Incident
Lifecycle

(ITIL Continual Service Improvement) (ITIL Service
Design) [leTanusnMpoBaHHbIe CTaAMUMN XXU3HEHHOrO LiMKna
WHUMAEeHTa. 3TN cTagmm — obHapyXeHue, AnarHoCcTuKa,
ucnpasrneHne, BOCCTaHOBNEHNE, BO30OHOBMNEHME.
PacLumpeHHbIN XXN3HEHHbI LMK UHLMAOEHTA
nucnonb3yeTcs AN NOHMMaHWS BCEX COCTaBMSAOLLNX
BNUAHUSA MHUUAEHTA 1 NNaHUPOBaHNSA BO3MOXHOCTEN
MO NX KOHTPOSIKO UIN YMEHbLUEHWIO.
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AHrIUnUcKun
TEepMUH

Pycckun TepmMuH OnpegeneHne Ha PyCCKOM

(ITIL Service Operation) MOHUTOPWHT, MPU KOTOPOM
KOTOpbI BbIMONHsETCS B 0TBET Ha CobbiTe. Hanpumep,
PeakTVUBHbIN Reactive 3anyck nakeTHOW 3a4ayn Nocre BbIMONHEHNS

MOHUTOPUHF Monitoring npeablayLei unm pernctTpauma HUMaeHTa
NPy BO3HUKHOBEHWM OLLMGKN.

Cm. makxe MNMpoakTnBHbIA MOHUTOPWHT.

(ITIL Service Transition) lNepe4yeHb OCHOBHbIX CPEACTB
PeecTp AKTUBOB Asset Register C yKa3aHueMm ux BnagernbLeB 1 CTOMMOCTH.

Cm. makxe YnpasneHne OcHoBHbiMM CpeacTBamu.

(ITIL Continual Service Improvement) basa gaHHbIX
W CTPYKTYPUPOBAHHbIW JOKYMEHT, MCNOJMb3YEeMbIW
ONS 3anncy 1 ynpaerieHnsi BO3MOXHOCTSIMU YIyYLLIEHWUN
B TEYEHWNE BCETO MX XXM3HEHHOIO LiMKNa.

Peectp NMocTosAHHOrO
CoBepLueHCcTBOBaHNSA CSI Register
Yenyr

(ITIL Service Transition) NMpruMeHseTCA MO OTHOLLEHUIO

Pexunm MNpombiwneHHom . o
Live K UT-ycnyre unmn koHurypawumnoHHoO eguHnLLE, KOTopble

Okcnnyatauum
NCNonb3yloTCs ANA NPefOCTaBNEHUS YCNYT 3aKa3ynKy.
(ITIL Service Design) Nicnonb3oBaHne O0gHON Unn
PesepBupoBaHue
Redundancy HECKOJTbKMX KOHUIypaLMOHHbIX eQNHMIL,
(Ay6nuposaHue)

Ansi ob6ecnevyeHns 0TKa3oyCTONYNBOCTY.

(ITIL Service Design) (ITIL Service Operation)
PesepsHoe KonvposaHue | Backup KonnposaHne AaHHbIX C Lenbio 3auTbl OT HapyLleHnst
LEeNOoCTHOCTU MM AOCTYNHOCTN OpUrMHana.

(ITIL Service Design) cnonb3ayeTcs B OTHOLLEHUN
pecypcoB, KOTOpble He 3a4eNCTBOBaHbI

B npegocTtaBnenum UT-ycnyr B pexxrme NpoMbILLIIEHHOW
aKcnnyaTaumm, HO KOTopble AOCTYMHbI B Criy4ae
PesepBHbIN Standby npUMeHeHns nnaHa HenpepbiBHOCTU UT-ycnyr.
Hanpumep, pe3epBHbI LLeHTp 06paboTkn AaHHbIX
MOXeT 06cnyXnBaTbcsa ANA NogaepXKKN ropsavero
pe3epBMpPOBaHWS, TEMIOrO Pe3epPBUPOBAHUSA UM
XOMNOAHOIo pe3epBUPOBaHNS.

YT10-nnbo, 4To AOMKHO ObITh NPeaoCcTaBNeHo

AN BbINONHEHUs 0653aTenbCTB Mo CornatleHnio

06 ypoBHe ycryrvu unu goroesopy. 3T0T TEPMUH TakkKe
PesynbTar Deliverable ucnonb3syetcs B 6onee HedopmarnsHOn MaHepe

Ans 0603HavYeHns 3annaHMpoBaHHbIX Pe3ynbTaToB
kakoro-nnbo npouecca.
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PesynbTatnBHOCTL

AHrIUnUcKun

TepMUH

Effectiveness

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) Mepa goctumxeHus
uenen npouecca, ycnyru unu gearensHoctu. lNpouecc
UnNy AesaTenbHOCTb pe3ynbTaTuBHbI, €CNN AOCTUMHYTHI
NocTaBrieHHbIE Lenu.

Cm. makxe Knoyeson NokasaTtens OPPEKTUBHOCTY.

PekomeHpauus

Guideline

[loKkyMeHT, onuchbiBalOLWMIA Ny4dLIYio NPaKTKKY, KoTopas
pekoMeHayeT Heobxoanmble aencteus. OGbI4HO
COOTBETCTBME peKoMeHaUumn He sBnsieTcs
obs3aTenbHbIM.

Cm. makxe CtaHpapT.

Penuns

Release

(ITIL Service Transition) OgHo nnun 6onee N3MeHeHU
B UT-ycnyre, nocTpoeHune, TeCTupoBaHue

N pa3BepTbIBaHME KOTOPbIX BbIMOMTHAETCS COBMECTHO.
OavH penns MoXeT BKNoYaTh B cebsa annapatHoe

1 nporpaMmmHoe obecrneveHune, AOKYMEHTaLMI,
npoLiecchbl U Apyrme KOMMOHEHTHI.

Pecypc

Resource

(ITIL Service Strategy) O6LMIA TEPMUH, KOTOPbIN
BKkrtovaeT B cebs UT-uHdpacTpykTypy, N0AeN, LEHBIM
N BCE, YTO MOXET cnocobcTBOBaTL NPeoCTaBEHNIO
NT-ycnyrn. Pecypcbl paccmaTpmBaloTCs Kak akTuBbl
opraHumsaumm.

Cm. makxe CnocobHocTb; CepBUCHbIN AKTUB.

Pwuck

Risk

BoaMoxxHoe coObITnE, KOTOPOE MOXET HAHECTU YPOH
Unu noTepu, U1 Bo3gencTeoBaTh Ha AOCTUXEHNE
uenen. Puck onpegensieTcs BepOSTHOCTbIO Yrpo3bl,
YA3BUMOCTbBIO aKTMBa NO OTHOLUEHUIO K 9TOW yrpose,

W BNUSTHUEM, €CNK 3TO cobbITne npomndongeT. Puck
Takke MOXET ObITb ONpederieH Kak HeonpeaeneHHOCTb
KOHEYHOro pesyribTaTa U UCMNoSib30BaThbCA B KOHTEKCTE
N3MepeHNs BEPOATHOCTM KaK HEraTUBHbIX,

TaK U NO3UTUBHbIX pe3ynbTaToB.

Ponb

Role

Habop oTBeTCTBEHHOCTEN, AEATENBHOCTEN

1 MOSTHOMOYMI, Ha3HAYEHHbIX COTPYAHMKY U KOMaHAE.
Ponb onpepenseTca B npouecce nnun pyHkumm. OanH
COTPYOHWK U KOMaHAA MOXET UMETb HECKOJIbKO
ponen. Hanpumep, ponu MmeHemxepa KoHpuUrypaumim

N MeHekepa N3MEHEHUI MOTYT BbIMONTHATLCA O4HUM
COTPYAHMKOM. DTOT TEPMUH TaKKe UCNONb3yeTcs Ans
OnncaHus Ha3Ha4YeHns 4yero-nmobo.

PykoBoacTtso

Governance

O6ecneunBaeT T0, YTOObLI NONUTUKM U CTpaTErns
OeNncTBUTENBbHO ObINN BHEAPEHDI, N YTOObI Tpebyemble
NPOLIECCHI BbINMOJTHANNCH KOPPEKTHO. PykoBOACTBO
BKITIOYaeT B cebs onpegeneHune ponen

N OTBETCTBEHHOCTEWN, U3MEPEHME U OTYETHOCTD,
BbIMOSTHEHNE OENCTBUIA ANSA PELUEHUS BbISIBITEHHbIX
TPYOHOCTEN.
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Pycckun TepmMuH OnpegeneHne Ha PyCCKOM

(ITIL Continual Service Improvement) O6xoaHoe
peLueHne, KoTopoe TpebyeT py4yHOro BMeLLaTensCcTBa.
Py4Hoe 0b6xoaHoe pelleHne Takke NCMonb3yeTcs
Py4Hoe ObxogHoe Manual ans 0603HayeHusa cnocoba BOCCTaHOBMNEHUS, Npy
PelwweHne Workaround KOTOPOM BbINONHeHWe BusHec-npouecca npoucxoguTt
©e3 ucnonb3oBaHusa NT-ycniyr. 3170 BpeMeHHas mepa
1 0ObIYHO OHa NPUMEHSIETCS COBMECTHO C APYrUMM
cnocobamu BOCCTaHOBIEHMS.

(ITIL Continual Service Improvement) UHCTpymMeHT
ynpaerneHus, paspaboTaHHbIi gokTopamu PobepTom
KannaHowm ("apBapackasi 6usHec-wkona) n [1asngom
HopTtoHom. CbanaHcupoBaHHas cucteMa nokasarenemn
Nno3BossieT AEKOMMNO3MPOBaTh CTPATErMI0 A0 KIHYEBbIX
nokasartenen apdpekrnaHocTn (KIMN3I). CooTHeceHne
Cb6anaHcupoBaHHas Balanced npownssoguTensHocTn ¢ KMN3 ncnoneayercs

Cwucrtema lNMokasatenen Scorecard AN AeEMOHCTpaUMM YCNEeLWHOCTU UCMOSNTHEHMS
peanu3auun ctpatermn. C6anaHcupoBaHHasa cucteMa
rnokasarternen COCTOMT U3 YeTbIpEX OCHOBHbIX 0bnacTten,
Kaxkaas 13 KoTopbix BKIto4aeT B cebsa Heckonbko KIM3.
Te xe camble YyeTbipe 06racTn paccmaTpmBaloTCs

C pasnnyHbIM YPOBHEM AeTanusaunm rno Bcen
opraHusauum.

(ITIL Service Operation) MoTepsi cnocobHOCTH
dYHKUMOHNPOBaTL B COOTBETCTBUM CO crneundmkaumnein
Unu NpegocTaBnAaATb Tpebyembin pesynbtart. AToT
Cbon Failure TEPMUH MOXET BbITb MCMONB30BaH MO OTHOLUEHMWIO

K UT-ycnyram, npoueccam, edaTenbHOCTH,
KOHUrypaunoHHbIM eguHmuam u T.n. Céon yacTo
CNY>XUT NPUYMHON MHUMAOEHTA.

(ITIL Service Transition) [lesTenbHOCTb MO KOMMNOHOBKE
HECKOITbKMX KOHUIypaLMOHHbLIX eQNHML,

] ansa popmunpoBaHus yactu UT-ycnyrn. ATOT TEPMUH
Cbopka Build Takke mcnonb3dyetca Anst 0603Ha4YeHUs penunsa,
YTBEPXKAEHHOIO A4N1S pacnpoCcTpaHeHus.

Cwm. makxe basoBoe CoctosiHue KoHdurypauumw.

(ITIL Service Design) lNMporpammHoe obecneyeHue,
KOTOpOe CBA3bIBaET ABa Unu 6onee nporpammMHbIX

CesayloLiee KOMTMOHEHTa 1Unu npunoxexus. Ceasylollee
MporpamMmHoe Middleware nporpammHoe obecrneyeHne obbIYHO NOKynaeTcs
OBecneyenme y noapsiguuka, a He paspabaTbiBaeTcs NOCTaBLLMKOM

UT-ycnyr caMoCcToATEeNbHO.

Cm. makxe KopobouHoe Kommepueckoe PelueHue.
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Cemuwarosbiv Npouecc
CoBepLueHCTBOBaHNS

AHrIUnUcKun
TEepMUH

Seven-Step
Improvement
Process

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) lNpouecc,
OoTBeyvalLLuin 3a onpeaerneHne n KOHTPOb UCMOMNHEHMUS
LaroB, HEOOXOAMMbIX ANA naeHTudmrKaumm,
onpegenexus, cbopa, obpaboTku, aHannaa,
npeacTaBneHns U BHeAPEHUs yrnyydlleHnn. AToT
npoLecc NOCTOSAHHO oueHnBaeT paboTy nocTaBLMKa
UT-ycnyr n cosepLueHcTBoBaHWe npoueccos, UT-ycnyr
n UT-nHdpacTpykTypbl ANS yBENUYEHUA
pe3ynbTaTMBHOCTM U 3P EKTMBHOCTM (B TOM YuUcne,

C TOYKM 3peHns 3aTpaT). Bo3amoxXHOCTU ANng yny4ieHus
3anncbLIBalOTCS M KOHTponupyoTcsa B peectpe CSI.

Cepaep

Server

(ITIL Service Operation) KomnbloTep, KOTOPbLIN CBA3aH
C CeTbI0 M NPefoCTaBNsieT NPorpaMmHble PYHKLNN,
ncnonb3yemble ApYrMMU KOMMNbOTEPAMMU.

CepsucHas Kynbtypa

Service Culture

KynbTypa, opueHTMpoBaHHast Ha 3aka3dnka. OCHOBHbIMU
LensiMM CEPBUCHOM KyIbTypbl SIBNSIETCA
YOOBNETBOPEHHOCTb 3aKa34MKOB U COOENCTBME

B JOCTMXEHUU ux busHec-Lenen.

CepBUCHbIN AKTMB

Service Asset

JTiobasi cnocoBHOCTL UM pecypc NOCTaBLLMKA YCITYT.

CM. makxxe AKTUB.

CepTudumkaums

Certification

Bblgaya ceptudumkata, noaresepxaatoiero
cooTBeTcTBME cTaHAapTy. CepTudmkaums BrroyaeT

B cebs npoBeeHne hopmanbHoOro ayaMra He3aBMCMMOM
aKKpeOoMTOBaHHOM opraHmsaunen. AToT TEPMUH Takke
O3Ha4aerT Bblaavy cepTudukaTa YenoBeky, Kak
noaTBepxaeHne obnagaHus UM onpeaenéHHomn
KBanudukaumnen.

Cuctema

System

Habop cBs3aHHbIX anemMeHToB, paboTatowmx COBMECTHO
ans goctmwkeHns obwen Llenn. Hanpumep:

KomnbloTepHas cuctema, cocrosias
13 annapaTHoro obecneyeHunsi, NPOrpaMmmMHOro
obecneyeHns 1 NPUNOXKEHUNA.

Cucrtema ynpasneHnd, CoOCTodlan n3 MHOXXecCTBa
npoLeccoB, KOTOPbIE NNMAaHNPYKOTCA U yNpaBNAKTCA
COBMECTHO. Hanpmmep, cucrtemMa MeHegKMmeHTa
Ka4yecTBa.

Cuctema ynpasneHus 6a3amv gaHHbIX Unm
ornepauuoHHas cucTema, cocTosiLas U3 MHoXecTaa
nporpamMmHbIX MOAynen, paspaboTaHHbIX

ONS BbINONHEHMS Habopa CBA3aHHbIX PYHKUNNA.
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Pycckun TepmMuH

Cuctema MeHemxmeHTa
Kauecteom (CMK)

AHrIUnUcKun
TEepMUH

Quality
Management
System (QMS)

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) Cuctema nonuTuK,
npoLieccos, (PyHKLMIA, CTaHAapTOB, pekoMeHaaL N

N MHCTPYMEHTapusi, oTBevatoas 3a obecrneveHune
HaOéXXHOro COOTBETCTBUS KaYeCcTBa OpraHu3aunm ans
YBEPEHHOIO JOCTUXEHMS BU3HEC-Llenen nnm ypoBHeN
ycnyr.

Cm. makxe NCO 9000.

CucTtema nonuTuK, NpoLeccoB, pyHKLMIA, CTaHOapTOB,
peKoOMeHAaLNN N MHCTPYMEHTOB, KOTOpbIE
obecneynBaloT OCTKEHME opraHmnsaumen (Mnn eé
YaCTblO) NOCTABMEHHbIX Lenen. ATOT TEPMUH Takke

Management
CwicTema YnpasneHus S g NCMNomnb3yeTCs B y3KOM CMbICIE OS89 OTAESbHbIX
ystem NpoLIeCCOB UNWU AeATENbHOCTU — HaNpuMep, «cuctema
ynpaBreHnst cobbITUSMU» UMK «CUCTEMA YNpaBeHUs
puyckamm».
Cm. makxe Cuctema.
Availability (ITIL Service Design) Habop MHCTPYMEHTOB, AaHHbIX
CucTema YnpasneHus Management 1 MHOPMaLMK, KOTOPLIN NCNOMb3YeTCA AN NOAAEPKKM
. npaBneHns JOCTYMHOCTbLIO.
OocTynHocTbo (AMIS) Information ynp fpocty

System (AMIS)

Cm. makxe Cuctema YnpasneHus 3HaHUAMU MO
Ycnyram.

Cuctema YnpasneHus
3HaHuaAMM no Ycnyram
(SKMS)

Service
Knowledge
Management
System (SKMS)

(ITIL Service Transition) Habop nHcTpymeHTOB 1 6a3
OaHHbIX, KOTOPble UCMOMb3YITCA AN yrpaBneHns
3HaHUAMK, MHpopMaLumen n gaHHeiMu. Cructema
ynpaBreHnst 3HaHMAMK Mo ycryram BKMOYaeT B cebs
CcUcTeMy ynpasneHnsa KOHUrypaunamm, Hapagy

C OPYTMMUN UHCTPYMEHTapuemM MHAOPMaLNOHHBIMU
cuctemamm n 6aszamu gaHHbIx. Cuctema ynpaeneHums
3HaAHUSAMW MO yCIiyram BKIHOYaeT B ce65s MHCTPYMEHTbI
ONs coXpaHeHus, ynpaeneHus, o6HOBMNeHMS,

W npeacTaBneHus scen nHgopmawmm, Kotopas
HeobxoamMma noctaBLmky UT-ycnyr anst ynpaBneHusi
NOMNHbBIM XW3HEHHbIM Uuknom UT-ycnyr.

Cwm. makxe YnpasneHue 3HaHUAMW.

Cwnctema YnpaBneHus
WHdopmaLumoHHom
BesonacHocTbio (ISMS)

Information
Security
Management
System (ISMS)

(ITIL Service Design) Cuctema nonuTuK, NpoLEeccos,
dYHKUUIA, CTaHOAPTOB, pekoMeHaauun n cpeacTs,
KoTopasi obecneynBatoT JOCTMKEHME LiENe ynpaBneHusi
MHOPMaLIMOHHOM 6E30NaCHOCTBLIO OpraHu3auumn.

Cm. makxe VIHpopmaumoHHaa Cuctema YnpaBneHust
BesonacHocTbio.
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Cuctema YnpasneHus
KoHdpurypaunsamm (CMS)

AHrIUnUcKun
TEepMUH

Configuration
Management
System (CMS)

OnpepeneHne Ha pycCKOM

(ITIL Service Transition) Habop MHCTPYMEHTOB, OaHHbIX
U MHopmaLnn, KOTOpble MCMOMb3YIOTCA A5 NOAAEPXKKN
npotiecca ynpasneHnsi CEpBUCHbIMU akTBamMm

1 koHpurypaumnsimm. CMS — yacTb o6LLEel cucTEMBI
ynpaBreHnst 3HaHUAMK MO ycryram, BKMoyaeT B cebs
WHCTPYMEHTbI A58 cOopa, XpaHeHus, ynpaBreHus,
0OHOBNEHWs1, aHanM3a u npeacTaBreHns uHpopmaunm
000 BCex KOHPUrypaUMOHHBIX eAMHMLAaX

N UX B3aMMOOTHOLLEHUAX. CMS MOXET Takke BKIoYaTb
B cebs nHcopmaumo 06 MHumageHTax, npobnemax,
N3BECTHbIX OLWNBKax, N3MeHeHuaX 1 penmsax. CMS
nogaep>KmBaeTcs NpoLeccoM ynpasrneHusi CEPBUCHbIMU
akTMBaMu 1 KoOHUrypaumsmm n Ucnonb3yeTcs Bcemm
npowieccamu ynpasneHusa NT-ycnyramu.

Cm. makxe basa [JaHHbIX YnpaBneHus
KoHdpurypaumsamu.

Cuctema YnpasneHus
MowHocTamm (CMIS)

Capacity
Management
Information
System (CMIS)

(ITIL Service Design) Habop MHCTPYMEHTOB, AaHHbIX
N MHpopMaLmm, KOTOPbIE MCMOMNb3YHTCA A5 NOAAEPXKKN
npolecca ynpasneHnsi MOLLHOCTSMM.

Cm. makxe Cnctema YnpaBneHus 3HaHmsiMmu no
Ycnyram.

Cwnctema YnpaBneHus
Mogpsagyukamu n
KoHTpaktamu (SCMIS)

Supplier and
Contract
Management
Information
System (SCMIS)

(ITIL Service Design) Habop MHCTPYMEHTOB, AaHHbIX
1 MHcpopmaLmn, cnonb3yembli 4N NOAAEPXKKU
ynpaBneHusi NoapsadvKamu.

Cm. makxe Cnctema YnpaBneHus 3HaHmsiMu no
Ycnyram.

Cnepyn 3a ConHuem

Follow the Sun

(ITIL Service Operation) MeTogonorua ucnonb3oBaHUs
cnyx6bl NoaaepXXkn nonb3oBaTenen 1 rpynn noaaepkku
no Bcemy MUpY AN NpegocTaBneHns HernpepbiBHOTO
obcnyxmBaHust B pexunme 24/7. 3BOHKU, UHLNOEHTHI,
npobremsbl 1 3anpockl Ha 06CnyXMBaHMe NepesarTes
Mexay rpynnamu, Haxo4AaWMMUCS B Pa3NIUYHbIX
BPEMEHHbIX 30HaXx.

Cnyxb6a Katanoros

Directory
Service

(ITIL Service Operation) MNpunoxeHue, KOTOpoe
ynpaensieT MHpopMaLumen 0 KOMMNOHEHTaX
UT-nHdpacTpyKkTypbl, AOCTYMNHbLIX Yepes CeTb,

N COOTBETCTBYHOLLMMM NpaBamun 4OCTyNa nosnb3oBaTernsi.

Cnyx6a Nopaepxku
MNonb3oBaTenen
(Cnyxba Service Desk)

Service Desk

(ITIL Service Operation) EanHas Touka KOHTaKTa Mexay
NOCTaBLLMKOM YCIyr U nornb3oBaTensamu. TunmyHas
cnyxba nogaepkku nonb3oBaTtenen ynpaBnsieT
WHUMOEHTaMW, 3anpocamMu Ha 06CnyXnBaHme, a Takke
OCYLLECTBNAET KOMMYHMKaLIMK C NOfb30BaTENSIMU.
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CwmeHa

AHrIUnUcKun
TEepMUH

Shift

OnpepeneHne Ha pycCKOM

(ITIL Service Operation) 'pynna nnu komaHga nogen,
BbINOMHAOLLAA ONpeAeneHHylo porb B Te4YeHne
dUKCMPOBaAHHOIO NPOMeXyTKa BpeMeHu. Hanpumep, aTo
MOXeT ObITb YeTbIpe CMEeHbI NEpCoHana KoMaHAabl
KOHTpONs onepaumoHHoro ynpasrneHuns T, koTopble
Heobxoammbl Anga nogaepxkn UT-ycnyrm, ncnonbayemon
24 yaca B CYTKM.

CHumok CocTtosiHuA

Snapshot

(ITIL Continual Service Improvement) (ITIL Service
Transition) TekyLlee cocTosiHNE KOHUTYPaLIMOHHOM
eOuHMUbI, Mpouecca unu nbon gpyron Habop AaHHbIX,
3adhMKCUPOBAHHBIV Ha onpeaenéHHbii MOMEHT
BpemMeHn. CHUMKKN MOryT (hOpMUPOBATLCS CPEACTBOM
0BHapy)XeHUs Unn BPYYHYHO, Hanpumep, npy NomMoLLm
obcnepnoBaHus.

Cwm. makxe BbasoBoe CocrtosiHne; KoHTponbHas Touka.

CobbiTne

Event

(ITIL Service Operation) ViameHeHne cOCTOAHMS,
KOTOpOe UMeeT 3HayeHue Ansa ynpasneHus UT-ycnyroin
Unun Opyron KoHUrypaumoHHon eauHnLen. 3ToT
TEPMUH Takke mucnonb3yeTcs anst 06o3HavYeHus
OMOBELLEHUS UMW YBEAOMIIEHUS, CO30AHHOIO 00O
UT-ycnyron, koHuUrypaumoHHOW eanHuLen nnm
cpencTBoM MoHUTOpUHra. CobbiTust 06bI4HO TPEbyT OT
nepcoHana akcnnyataumm AT BbINONHEHUA OENCTBUN,

W 4acTo NPUBOAAT K perncTpauumn MHUNOEHTOB.

CoBeT no NameHeHnam
(CAB)

Change
Advisory Board
(CAB)

(ITIL Service Transition) Mpynna niogen, nomoraroLLas
OCyLLECTBNATb OLEHKY, MpMopuUTE3aLnio, aBToOpmn3aLmnio
W cocTaerneHue rpaduka nsmeHeHui. B coctas coseTa
Mo M3MeHeHMAM OObIYHO BXOAAT NpeacTaBuTenu
nocrasLmka NT-ycnyr, GuaHeca n TpeTbUX CTOPOH
(Hanpumep, NoAPSAYMKN).

CoBeT No QKCTPEHHbBIM
MN3meHeHunam (ECAB)

Emergency
Change
Advisory Board
(ECAB)

(ITIL Service Transition) Npynna nogen B coctase
coBeTa No U3MEHEHMWSAM, KOTOPble NPUHUMALOT peLleHus
MO 3KCTPEHHbIM M3MeHeHusM. PelleHne o cocTase
Y4YaCTHMKOB COBETa MO IKCTPEHHBbIM U3MEHEHUSM MOXET
ObITb NPUHATO HEMOCPEACTBEHHO NPU OpraHu3auum
coBellaHns. HeobxogmMmocTb yyacTus onpeaensieTcs
ncxoasa n3 Cytm Cpo4YHOro USMeHeHu4.

CosokynHasa CTOUMOCTb
Bnagenusa (CCB)

Total Cost of
Ownership
(TCO)

(ITIL Service Strategy) MeTogonorusi, ucnono3yemas
ans 060CHOBaHWI peLleHni No NHBECTULMSAM.
CoBoKynHasi CTOUMOCTb BMageHUs OLEeHMBaeT NOJHbIe
3aTpaTtbl Ha BNageHne KoHPUrypaumoHHoON eanHuLEn
Ha NPOTSKEHUN BCErO €€ XXM3HEHHOro LMKna,

a He TONbKO NepBOHaYarnbHbIe 3aTpaThl UMY CTOUMOCTb
3aKynKu.

Cwm. markxxe CoBokynHast CTommocTb Mcnonb3oBaHus.
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CosokynHasa CTOUMOCTb
Mcnonb3aoBaHusa (CCU)

AHrIUnUcKun
TEepMUH

Total Cost of
Utilization (TCU)

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) MeTogonorus, ncnonb3yemas
Ans 060CHOBaHWUSI MHBECTULNIA U NPUHATUS peLLeHn

B pamkax BblIOOp Mogenu npegocTaBneHnst YCnyr.
CoBokynHas CTOMMOCTb MCMOMb30BaHUS OLEeHNBaeT
NnonHble 3aTpaTthl ANg 3aKka3ymka Ha UCNOMb3oBaHWe
UT-ycnyrn Ha NpOTSHXKEHUN BCETO €€ XXN3HEHHOTO LuKna.

Cwm. makxe CoBokynHas CtoumocTb BnageHus.

CornacoBaHHoe Bpewms
MpepocTtaBnexus Ycnyru

Agreed Service
Time (AST)

(ITIL Service Design) CUHOHUM TEPMUHA «BPEMS
npeaocTaBneHnst yenyrm», obbl4HO NCNONb3yeTCs
Ans popmanbHOro BblMUCIEHUSA JOCTYMHOCTM.

Cm. makxe MNpocTon.

CornaileHve

Agreement

[oKyMeHT, KoTopbIin onuckiBaeT U hopmanuayet
OTHOLLUEHMS MexXay ABYMS unm 6onee ctopoHamu.
CornalueHune He SBnsieTcs pUanYeckm 06583bIBaOLIMM
[OKYMEHTOM, 3a UCKMNoYeHMeM crny4aes, Koraa oHo
SBMSIeTCA YacTbio KOHTpakTa.

Cm. makxe CornaweHne OnepaunoHHOro YpoBHS;
CornaweHune 06 YpoBHe Ycnyr.

CornaweHue o
B3anmonomouym

Reciprocal
Arrangement

(ITIL Service Design) Cnocob BoCcCTaHOBIMEHUS.
CornaweHvne mexay ABYMsi OpraHu3aumsamm

O COBMECTHOM UCMOfMb30BaHNM PECYPCOB B IKCTPEHHOM
cnyyae. Hanpumep, cornaiieHme o COBMECTHOM
MCMNOMb30BaHNM MaLLVMHHOIO 3ana unm cepBepHoun

UI CPEACTB BbICOKOCKOPOCTHOM NeyaTu.

CornaweHue 06 YpoBHe
Yenyr (SLA)

Service Level
Agreement
(SLA)

(ITIL Service Design) (ITIL Continual Service
Improvement) CornatueHme Mexay nocTaBLLUKOM
UT-ycnyr u 3akaszuukom. CornaiwleHune o6 ypoBHe ycnyr
onuceiBaeT UT-ycnyry, AOKYMEHTUPYET LerneBble
nokasaTenu ypoBHS YCIyru, yka3blBaeT 30HbI
OTBETCTBEHHOCTM CTOPOH — nocTasLuka NT-ycnyr

1 3akasumka. OgHo cornawieHne o6 ypoBHE yCryr MOXeT
pacnpocTpaHaTbCcs Ha MHoxecTBo UT-ycnyr

UM MHOXECTBO 3aKa34uKoB.

Cm. makxe Cornawenne OnepaunoHHOro YpoBHS.
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CornawueHue
OnepaunoHHoro YpoBHs
(OLA)

AHrIUnUcKun
TEepMUH

Operational
Level
Agreement
(OLA)

OnpepeneHne Ha pycCKOM

(ITIL Service Design) (ITIL Continual Service
Improvement) CornaiueHve Mexay NoCTaBLLMKOM
WT-ycnyr v apyrov YyacTbio TOM e opraHusaumm. 370
cornalleHvne nogaepxxmBaeT nocraslwmka UT-ycnyr B
npegoctasneHunn NT-ycnyr 3akasvmkam. CornaweHve
onepaLMoHHOro YpOoBHS onpeaenseT npeaocTaBnsemble
TOBapbl UMK YCIYr U OTBETCTBEHHOCTb 0OEenx CTOPOH.
Hanpumep, cornaiueHns onepaurMoHHOrO YPOBHSI MOTyT
ObITb 3aKITHOYEHBI:

mMexay nocrasLynkom UT-ycnyr n genaptameHToM

CHab>xeHns 0 nonydYeHMn annapaTHoro obecneyeHms

B COrracoBaHHoOe BpeMmsi

mMexay crnyx6omn nogaepxkn nonb3oBaTenem um

rpynnon nogaepkkm o paspeLleHn NHUNAEHTOB

B COrfiacoBaHHoOe BPeMS.

Cm. makxe CornaweHune o6 YposHe Ycnyr.

CooTBeTcTBUE

Compliance

O6GecneyeHne cobnoageHns cTaHaapTa unu
pekoMeHaaLmnin, unu obecneveHve cneaoBaHns
COrnacoBaHHbIM MpakTUKam NPUMeHeHUs
COOTBETCTBYHOLLMX NPaKTUK ByXxrantepckoro y4éta unm
OPYrvM.

CooTBeTCcTBUE
HasHaveHuto

Fit for Purpose

(ITIL Service Strategy) CnocobHocTb o6ecneunBaTtb
COrnacoBaHHbIN ypoBeHb NonesHocTu. CooTBeTCTBUE
Ha3Ha4yeHuto Takke HepopmManbHO UCNONb3yeTCs ANs
onucaHusa npouecca, KoOHUrypaLunoHHOW eAnHULbI,
WT-ycnyru n 7.0., cnocobHbix obecneynBaTb
OOCTUXXEeHNE CBOUX Lernen unm ypoBHewn ycryr.

[ns cooTBeTCTBUS Ha3Ha4YeHuo TpebyeTcs
Haanexatyee NpPoekTpoBaHue, BHeAPEHUE,
ynpasrneHune n obcnyxuBaHuve.

CooTBeTcTBME YCNOBUAM
MNcnonb3oBaHus

Fit for Use

(ITIL Service Strategy) CnocobHocTb o6ecneunBaTtb
COrnacoBaHHbIN ypoBeHb rapaHTun. [Ins cooTBETCTBUS
YCrNOBMSIM UCNOSb30BaHUst TpebyeTcst Hagnexallee
NpoekTUpoBaHWe, BHEAPEHUE, YNpaBrieHne

n obcnyxunsaHue.

CooTHoLleHNe ueHa-
Ka4yeCcTBO

Value for Money

HedopmanbHaa mepa addekTUBHOCTM 3aTpar.
CooTHOLIEHME LieHa-Ka4eCcTBO YacTO OCHOBLIBaETCS
Ha CpaBHEHUW C 3aTpaTamMu Ha anbTepHaTUBBI.

Cm. makxe AHanns Beirog n 3atpar.

ConpoBoxgaemMocTb

Maintainability

(ITIL Service Design) Mepa Toro, Hackonbko 6bICTPO

1 3cpPeKTMBHO MOXET ObITb BOCCTaHOBNEHA
HopmarnbHasi pabota UT-ycnyru unm gpyrom
KOHdurypauuoHHon nocne cbos. ConpoBoXaaemMocTb
4YacTo M3MepSeTCH 1 BKITOYAETCH B OTYETHOCTb Kak
MTRS. TepM/H «CONpPOBOXAAEMOCTb» TaKxKe
NCMNoMb3yeTcs B KOHTEKCTe pa3paboTku NporpaMMHOro
obecneyeHus nnn UT-ycnyrm ona o6o3HaveHns
NPOCTOTbI UBMEHEHUS UMW UCTIPaBNEHWS.
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ConpskéHHble MeTpukin

AHrIUnUcKun
TEepMUH

Tension Metrics

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) Habop cBsi3aHHbIX
METPVK, O KOTOPbIX yNy4ylleHne ogHOW METPUKN UMeET
oTpuuaTenbHbIN 3ddeKkT Ans apyron. ConpsikeHHble
MeTpVKKn pa3paboTaHbl Ans obecnedyeHns coxpaHeHus
3agaHHoro 6anaHca.

CocraBHas
KoHdpurypaumoHHas
EponHnua

Assembly

(ITIL Service Design) KoHdurypaumoHHas eamHuua (KE),
KoTopasi cocTaBrieHa n3 Heckonbkux apyrmx KE.
Hanpumep, KE «CepBep» MOXeT BkrtoyaTb B cebs KE
«UMY», «anck», «namatb» u T.0., KE «AT-ycnyra»
MOXeT coaepkaTb pasnmyHoe obopyaoBaHuve,
nporpamMmmHoro nporpammHoe obecneyexms n gpyrue KE.

Cwm. makxe Coopka; KomnoHeHT CocTaBHOM
KoHdpurypaumoHHon EgmHuLbl.

Cneuundmkaums

Specification

dopmanbHoe onpenenexHne TpeboBaHu.
Cneundukaums MoXeT OblTb UCNONb30BaHa

NS onpeaeneHns TEXHUYECKUX U onepaLmoHHbIX
TpeGoBaHuii, a Takke MOXeT GbiTb BHYTPEHHEeN unu
BHelwHel. MHorve ny6nuyHble cTaHaapTbl COCTOAT

M3 NpaKTUYeCcKoro pykoBOACTBa U cneLmdukaumm.
Cneundomkaumsa onpegensieT ctaHaapT,Ha COOTBETCTBYE
KOTOPOMY OpraHu3aLusi MOXeT NMPONTU ayauT.

CneuundundHocTb AKTUBaA

Asset Specificity

(ITIL Service Strategy) OanH NNy HecKonbKo aTpMbyToB
aKTuBa, KoTopble AenatwT ero 0COBEeHHO NONe3sHbIM

ONS peweHuns onpeaenénHbix 3agad. CneunduyHocTb
aKkTMBa MOXET OrpaHn4nBaTb BO3MOXHOCTb

€ro MCnonb30BaHUA Ans Apyrux Luenew.

Cnocob
BoccTaHoBneHus

Recovery Option

(ITIL Service Design) CtpaTerusa pearmpoBaHus Ha
npepbiBaHne ycnyrn. Yacto ncnonb3yemble cTpaternm —
peanu3aunst 06x0OHOT0O peLLEeHNsT KBPYYHYO»,
cornalleHne 0 B3aMmMonoMOLLM, MOCTENEHHOE
BOCCTaHOBIIEHNE, NPOMEXYTOYHOE BOCCTaHOBIEHUE,
ObICTpOe BOCCTaHOBMEHNE U HEMEASIEHHOE
BOCCTaHoBneHne. Cnocobbl BOCCTAaHOBEHUSI MOTYT
BasnpoBaTbCs Ha UCMOMb30BaHMM BbIOENEHHOMO
o6opyaoBaHust unu obopynoBaHWsa TPETbEN CTOPOHBI,
COBMECTHO UCMOb3yeMOro pasnunyHoiMm GusHec-
noapasgeneHvsmu.

CnocobHocTb

Capability

(ITIL Service Strategy) BosamoXHOCTb opraHmMsaumm,
Yyenoseka, npolecca, NPUNoXeHns, KOHPUrypaLmMoHHON
eanHuubl nnu UT-ycnyru ocyLlecTBnaTb OeATENbHOCTb.
CnocobHOCTM — 9TO HeMaTepuarbHble akTVBbI
opraHmsauum.

Cm. makxe Pecypc.
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CpaBHuTenbHas OueHka

AHrIUnUcKun
TEepMUH

Benchmarking

OnpepeneHne Ha pycCKOM

(ITIL Continual Service Improvement) lNpouecc,
oTBeYaloLnii 3a CpaBHEHWUE KOHTPOSbHOW TOYKN

C COOTBETCTBYIOLUMMU HAabopamn AaHHbIX, TAKUMW KakK
Honee cBeXuU CHUMOK COCTOSHUS, AA@HHBIMU MO OTpacnu
UK NyYLWUMK NPaKTUKaMu. STOT TEPMUH TakKxke
ucnonb3yeTtcs Ans o6o3HavYeHNss 4eATEeNbHOCTH

Nno CO3JaHuN0 CEPUIN KOHTPOIBbHBLIX TOYEK B TEYEHNE
BPEMEHW U UX CPABHEHUIO C Lienbio U3MepeHns
nporpecca unu ynyyweHui. lNpouecc He onuckiBaeTcs
AeTtanbHO B OCHOBHbIX nybnukaunsx ITIL.

Cpena

Environment

(ITIL Service Transition) NMNogMHoOXecTBO
UT-nHdpacTpyKTypsl, KOTOPOE NCNONbL3YeTCHa AN
onpeaenénHon uenun. Hanpumep, cpena
NPOMBILLIIEHHON 3KCNyaTauumm, cpefa TeCTUMpoBaHus,
cpepna cbopku. Takke Ucnonb3yeTcs B cocTaBe TEPMMHA
«pmamnyeckas cpega» ans 0603HaveHns NoMeLLEHNS,
KOHANLIMOHUPOBAHWS, CUCTEMbI MUTaHUA K T.n. «Cpega»
Takke Mcnonb3yeTcs kak ooLWwuii TepMnH Ans
0603Ha4YeHNs BHELLHNX YCITOBWIA, BO3OENCTBYIOLLNX UM
BNUAIOLWMX HA YTO-NNGO.

Cpegna NpoMbILwneHHOM
Okcnnyatauunm

Live
Environment

(ITIL Service Transition) Ynpasnsemas cpeaa,
cofepxalian KoHurypaumMoHHble eAuHNLbI,
HaxoAsLmMecs B pexmMe NpoMbILLNIEHHOM SKChnyaTaunm
n ncnonb3yemsle Ana npegocrasnexdma UT-yenyr
3aKasymkam.

Cpepna Pa3paboTku

Development
Environment

(ITIL Service Design) Cpena, ucnonb3dyemas aons
cosfaHua unu moamdukauum NT-yenyr nnu
npunoxeHun. Cpeabl pa3paboTkn 06bIYHO HE ABMATCSH
NPeAMETOM TaKoro e YPOBHS KOHTPOSS, Kak cpeabl
TEeCTUPOBaHWA NN Cpefbl MPOMbILLIIEHHON
sKcnnyaTaumm.

Cm. maixe Pa3spaboTtka.

Cpepna Cb6opku

Build
Environment

(ITIL Service Transition) KoHTponupyemas cpeaa,

B KOTOpOW npunoxenus, UT-ycnyru n gpyrne cbopkm
KOMMOHYIOTCH Nepes NEPEHOCOM B Cpefy TECTUPOBaHMSA
UIN NPOMBILLITEHHON 3KCNIyaTauumm.

Cpena TecTtupoBaHus

Test
Environment

(ITIL Service Transition) KoHTponupyemas cpeaa,
ucnonb3yemas ans TeCTUPOBaHMSA KOHUIypaLMOHHbIX
eanHuy, pennsos, NT-ycnyr, npoLeccos u T.0.

CpenHee Bpewmsi
BocctaHoBneHus Ycnyru
(MTRS)

Mean Time to
Restore Service
(MTRS)

CpegnHee Bpemsi, Tpebyemoe ansi BOCCTAaHOBMNEHUS
KOHUrypaumoHHon eanHuusl unn NT-yecnyrm nocne
C6os. MTRS namepsietcs oT momeHTa C6os1 KE nnm
UT-ycnyrn oo MomeHTa nonHoro BocctaHoBneHus v
BO3BpaTa K HopMarbHOW (PYHKLMOHAINLHOCTH.

Cm. makxe ConpoBoxgaemocTb; CpegHee Bpewms
WcnpasneHus.
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Pycckun TepmMuH

CpenHee Bpewmsi
Ucnpasnenus (MTTR)

AHrIUnUcKun
TEepMUH

Mean Time to
Repair (MTTR)

OnpepeneHne Ha pycCKOM

CpepHee Bpemsi, HEOOX0AMMOE A11A UCMpaBneHns
UT-ycnyru unu apyron KOHUrypaumoHHON eanHULbI
nocne cbosi. MTTR namepsietcst oT MOMeHTa c6os
KOHUMrypaLmoHHon eanHuubl unu UT-ycnyru

00 MOMeHTa 3aBepLueHus ucnpasnexHus. B MTTR

He BKIloyaeTcd Bpemsi, Tpebyemoe onsi BOCCTaHOBMNEHUS
1 B0300OHOBNEHUA. MTTR mHOrga HEKOPPEKTHO
TpaKTyeTCs Kak cpeHee BpeMsl BOCCTAHOBIIEHUS YCIyrn
(MTRS).

Mean Time (ITIL Service Design) MeTpuka ons nsamepeHus
CpenHee Boems Me Between W NOny4YeHnst OTYETHOCTM NO HagexHocTn. MTBSI aTo
I/IE ﬂ eHTaf\)/m (MTB)g'IE;y Service cpeaHee Bpemsi OT MOMeHTa cbos cucTeMbl Unu
A Incidents NT-ycnyrn go cnegytouwero coos. MTBSI paBHo cymme
(MTBSI) MTBF n MTRS.
(ITIL Service Design) MeTpuka ons nsmepeHus
W Nony4eHns 0TYETHOCTU NO HagexHocTn. MTBF aTo
Mean Time cpefHee BpeMmsi, KOTopoe KoHdUrypaumMoHHasa eanHuLa
Cpearee Bpems Mexay Between unun NT-ycnyra MoxeT BbINOMHSATb CBOU OyHKUMM 6e3

C6osmn (MTBF)

Failures (MTBF)

npepbiBaHns. NamepsieTcsa oT Hadana paboThl
KOHdMrypaLmoHHon eanHuubl unu UT-ycnyru
[0 MOMeHTa crieaytoulero cbos.

CpouyHocTb

uUrgency

(ITIL Service Design) (ITIL Service Transition) Mepa
TOr0, HAaCKOMbKO BbICTPO C MOMEHTa CBOEro NOSABMEHNS
WHUMAEHT, npobnema nnm nameHeHue npuobpetet
CyLeCcTBEHHOe BNusiHue Ha 6usHec. Hanpumep,
WHUMAEHT C BbICOKMM YPOBHEM BIUSHUS MOXET UMETb
HWU3KYI0 CPOYHOCTb, €CNN 3TO BNNSIHUE HE 3aTparnsaeT
Bum3Hec go KoHua pmHaHcoBoro roga. BnnaHne u
CPOYHOCTb UCMONb3YHTCS AN Ha3HaYeHUs npvopuTeTa.

Cranpapt

Standard

Ob6gasatenbHoe TpeboBaHne. Hanpumep, ISO/IEC 20000
(MexayHapoaHbIN cTaHaapT), BHYTPEHHUIA cTaHaapT
BesonacHocTu anst Unix unm npaBMTENbCTBEHHbIN
CTaHOapT BegeHUst PMHAHCOBbLIX 3anucen. TepMuH
«CTaHZapT» TakkKe UCMOoNb3yeTcs B OTHOLLEHMWM
NpaKkTUYeCKOro pykoBOACTBA Unu cneundmrkaumm,
ny6nnKyeMbIX CTaHAapTU3NPYHOLLEV OpraHM3aunen,
Takou kak 1SO unu BSI.

CMm. makxxe PekomeHaauums.

CraHpgapT YnpaBneHus
MpoekTamn PMBOK
(PMBOK)

Project
Management
Body of
Knowledge
(PMBOK)

CraHgapT ynpasreHusi NpoekTaMu, NogaepxmBaeMbln
1 nyonukyembin IHCTUTYTOM NO ynpaBrneHuto
npoektamu. JononHUTENbHYIO NHAOPMAaLMIO MOXHO
HaWTN Ha canTe WWWw.pmi.ord.

Cm. makxe MeTogonorua YnpasneHua Npoektamn
PRINCE2.
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Pycckun TepmMuH

CraHpapTHoe
MN3meHeHne

AHrIUnUcKun
TEepMUH

Standard
Change

OnpepeneHne Ha pycCKOM

(ITIL Service Transition) lNpegaBTopnsoBaHHoe
N3MeHeHune, C HA3KMM PUCKOM, OTHOCUTENBHO 06bIYHOE
n cnepytollee kakon-nnbo npoueaype unu paboyen
WHCTPYKUuK. Hanpumep, cbpoc napons unm
obecrneyeHne HOBOro COTPYAHUKA CTaHAAPTHbLIM
obopygoBaHueMm. [1ns BHeApeHUs CTaHAapTHbIX
nameHeHnn RFC He TpebyeTcs, OHM 3anucbiBalOTCA

1 OTCMNEXMBAIOTCA C UCMONb30BaHNEM APYroro
MexaHu3Ma, Takoro Kak 3anpockl Ha 06cnyxusaHuve.

Cm. makxxe Mopgenb N3ameHeHus.

CraHpapTHble
Mpoueaypsl
OkcnnyaTauum

Standard
Operating
Procedures
(SOP)

(ITIL Service Operation) Npouenypsbl, UCNonNb3yemble
B YNpaBneHun onepawumoHHON AeAaTenbHOCTbIo UT.

Cratyc

Status

HaumeHoBaHMe o653aTenbHOro noms BO MHOMMX TUnax
3anucei. OH NokasblBaeT TEKYLLY0 CTaAWI XXU3HEHHOTO
LMKINa COOTBETCTBYIOLLEN KOHUTYpaLMOHHON eanHNLLbI,
nHUMOeHTa, NpobnemMs! 1 T.M.

CraumnoHapHbIf

PesepBHbIn LleHTp

Fixed Facility

(ITIL Service Design) KanutaneHoe cTpoeHue,
[OOCTYMNHOE Ans UCMonb30BaHWs, Korga aToro Tpebyet
nnaH HenpepbiBHOCTU UT-ycnyr.

Cm. makxxe MobunbHbIi PesepBHbivi LieHTp; Cnoco®
BoccTaHoBneHus.

Crtparerndeckui

Strategic

(ITIL Service Strategy) Bbiclumnin n3 Tpéx ypoBHemn
NNaHMpoBaHNs U NpegocTaBneHus (CTpaTernyecknn,
TaKTMYeCKMn, onepaunoHHbin). CTpaTerndyeckue Buapl
OesaTenbHOCTM BKMNoYatoT B cebsl yCTaHOBKY Lienu

1 JOMNrOCPOYHOE MaHNpoBaHWe AN OOCTWKEHNS
obLuero BMaeHus.

CrpaTternyeckuin AKTMB

Strategic Asset

(ITIL Service Strategy) JTtoboi akTuB, COCTaBNASOLNA
OCHOBY KIHOYEBOW 3KCNepTu3bl, BbICOKOM
3(PHEKTUBHOCTM UMK CYLLLECTBEHHOIO KOHKYPEHTHOro
npeumyLlecTsa, NMbo No3BonsoLLmnn
Oun3Hec-noapasgeneHnto y4acTBoBaTb B KOMMEPYECKNX
Bo3MoxHocTaAx. OgHa 13 3agay cTpaterum yenyr —
onpenenuTb, kak T moxeT paccmaTpuBaTbCs Kak
cTpaTern4yeckui akTme, a He BHYTPEHHASA
agMuHUCTpaTUBHasA PYHKUNMS.

Crtparernyeckoe

YnpasneHue
UT-ycnyramm

Strategy
Management for
IT Services

(ITIL Service Strategy) Npouecc, oTBevaroLwmn

3a onpegeneHne 1 nogaepXkky BUAEHUS, NONoXeHUs,
NnaHoB U CTPYKTYp opraHusauun rno oTHOLWEHWIO

K yrnpaBreHuto ycryramm u cammm ycnyram. lNocne
onpeaeneHns cTpaTternu, ctpaTermyeckoe yrnpasneHme
UT-ycnyramu Takke oTBevaeT 3a JOCTUXKEHUe
3annaHupoBaHHbIX B HeN Bu3Hec-pe3ynbLTaToBs.
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Pycckun TepmMuH

Crtparerus

AHrIUnUcKun
TEepMUH

Strategy

OnpepeneHne Ha pycCKOM

(ITIL Service Strategy) CTpaternyeckuin nnaH,
pa3paboTaHHbIf 4518 JOCTUXEHUS ONpeaeneHHbIX
Luenemn.

Crtparerus Ycnyr

Service Strategy

(ITIL Service Strategy) Ctagms )Xn3HeHHOro uukna
ycnyrn. CtpaTerus ycnyr onpeaenset nepcnekTusy,
no3nLmio, NNaHbl U MOAeNun, HeobXxoAnMble MOCTaBLLMKY
ycnyr ans popmmupoBaHus TpebyemMbix bmaHec-
pesynbratoB. CTpaTerns ycnyr BKIoYaeT B cebs
crnegyoLwme npoLecchbl: cTpaTermyeckoe ynpasneHme
UT-ycnyramu, ynpaeneHne noptdenem ycnyr,
ynpasrneHue puHaHcamn ana UT-yenyr, ynpasneHue
CMpocomMm, yrnpaBrneHne B3anmMoOTHOLLEHNSMM

¢ 6usHecom. XoTSa 3TM NPOLECChI OTHECEHDI K CTpaTernm
ycnyr, 60MbLUMHCTBO N3 HUX peanu3yeT akTMBHOCTU

Ha pasHbIX CTagUsAX XU3HEHHOTO LiMKNa yCnyr.

CtpykTypa
KoHdpurypauum

Configuration
Structure

(ITIL Service Transition) Uepapxus n gpyrue
B3aVMOOTHOLLEHMS MeXAy BCeMU KOHMUTYpPaLMOHHBIMM
eanHuuamMm, obpasyomMMm KOHUrypaumto.

Cynep-lonb3oBaTtens

Super User

(ITIL Service Operation) Nonb3oBaTernb, MOMOrakL i
OPYrM NMonb3oBaTensM 1 COAENCTBYIOLLMA UM

B 06LLeHMM co cnyx6oin NoaaepKkM nonb3oBaTenen unm
OpyrMMuy nogpasgenennsimm nocraswwmka UT-ycnyr.
Cynep-nonb3oBaTtenu 0bbIYHO NPegoCTaBnaoT
noaaepXKky B criydae HecyLeCTBEeHHbIX MHLMOEHTOB

1 NMpu NpoBeAeHUn TPEHNHIOB.

CueHapwuii [iInarHoctumku

Diagnostic
Script

(ITIL Service Operation) CTpykTypupOBaHHbI Habop
BOMPOCOB, UCMOMb3YyeMbIX MEPCOHANOM CryX0Obl
noanepxku, obecneymBaroLLmMii NPaBUbHOCTb
3a7jaBaembIX BOMPOCOB U NMOMOraroLLmin
knaccmduumpoBaTh, paspellaTb U Ha3HavaTb
WHUMAeHTbl. CueHapuy AUarHOCTMKN MOTYT ObITb
OOCTYMHbI MONb30BaTENAM B KQYECTBE NMOMOLLM MpK
