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AxceHoB Bacunuwn (C6epb6aHk Poccumn), AHaHbuH Bnagumup, BapuHoB Uropb (TexHu4yeckum
BeKkTop), BoraHoB AHTOH (IBS), BopoasHckuit Uropb (TexHocepB), Npe6eHeBa EkatepuHa (HP),
ly3uk Cepren (GSV), OlyHaeB Neoprun (I-Teco), XXypaBneB PomaH (IT Expert), 3eneHnHa Enena
(MukpoTecT), KpauyH Hukonaiu (JllaBeHTa), JibikoB AHTOH (HP), HoBocenoB UBaH (IT Expert),
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ITIL® Glossary of Terms, Definitions

Term [TepmuH] Definition ‘ [OnpeneneHne]
Acceptance Mprnemka Formal agreement that an dopmarnbHoe cornalleHve
IT Service, Process, Plan, onpegenstouee, 4yto UT-Ycnyra,
or other Deliverable is Mpouecc, MNnaH, unu gpyron
complete, accurate, PesynbTat nonyyeH, asnsercs
Reliable and meets its npasunbHbIM, HagexxHbiM 1
specified Requirements. oTBeYaeT cneunduyecknm
Acceptance is usually TpeboBaHusm. Npremka 06bIMHO
preceded by Evaluation or npeawecteyeT OueHke unu
Testing and is often TectTupoBaHuto, Yacto
required before proceeding | HeobGxoauma anst nepexona K
to the next stage of a BbINOJTHEHUIO CrieayloLLero atana
Project or Process. MpoekTa nnu Mpouecca.
See Service Acceptance CwmoTpu Takke Kputepum npnemkm
Criteria. ycryru.
Access YnpaBnexue (Service Operation) The (dkcnnyartauua ycnyr) lNpouecc,
Management A0CTynom Process responsible for oTBeYatoLLmMi 3a JoNycK
allowing Users to make use | Nonb3oBatenen kK
of IT Services, data, or ncnonb3oBaHuio UT-Ycnyruy,
other Assets. Access OaHHbIX UK gpyrux AKTVBOB.
Management helps to YnpasneHve 4ocTynomMm nomoraeTt
protect the Confidentiality, obecneunTb
Integrity and Availability of KoHdmaeHumanbHoOCTb,
Assets by ensuring that only | LlenoctHocTb 1 [JoctynHocTb of
authorized Users are able AKTMBOB 3a CYeT TOro, YTO TOMbKO
to access or modify the aBTOpM30BaHHble [onb3oBaTenu
Assets. Access NMEIOT BO3MOXHOCTb NONy4uTb
Management is sometimes | goctyn unn moamduumposaTtb
referred to as Rights AKTUBbI. YNpaBneHne 4ocTyrnom
Management or |dentity MHoraa yrnoMmHaeTcs Kak
Management. ynpasneHue MNpasamu unu
ynpasnenune NoeHtndpukatopamu.
Account Menegxep no | (Service Strategy) A Role (CtpaTernsa ycnyr) Porb,
Manager pabote ¢ that is very similar to nmetoLasi MHoro obLuero ¢
3akas4dvkamm Business Relationship MeHepgxepom no

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

B3aMMOOTHOLLEHUSAM C BU3HECOM,
Ho Borblue cBsA3aHHas ¢
KOMMep4YecKkMMm Bonpocamu. Yaule
BCEro Ucrnonb3yeTcs B
OTHOLLEHUSAX ¢ BHeLlHnMm
3aKasuymkamu.
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Accounting Y4ét 3aTpar (Service Strategy) The (Ctpaterus ycnyr) Npouecc,
Process responsible for oTBevarLLmi 3a ngeHTudukaumo
identifying actual Costs of dakTnyeckmx 3aTpar Ha
delivering IT Services, npepoctaenexue UT-Ycnyrn, nx
comparing these with corocTasfieHne ¢ nraHoBbIMU
budgeted costs, and 3aTpaTtamu, u ynpaerneHue
managing variance from the | oTknoHeHuamu ot BrogxeTa.
Budget.

Accredited YnonHomoueH | Officially authorised to carry | OdwmumanbHO HageneHHbI

HbIN out a Role. For example an | NOIHOMOYMSIMWN NCNOSTHATbL Kakyto-
Accredited body may be nn6o Ponb. Hanpumep,
authorised to provide YNONMHOMOYEHHbIV MOXET ObITb
training or to conduct HazerneH NosIHOMOYUAMMN
Audits. NPOBOAMUTb TPEHUHIU U AyanThbl.

Active AKTMBHbIN (Service Operation) (3kcnnyartauusa ycnyr)

Monitoring MOHUTOPWHI Monitoring of a MoHuTopuHr KoHdurypaunmoHHbIX
Configuration ltem oran IT | eguHny nnn UT-Yenyr, npn
Service that uses KOTOPOM MCMOSb3ylTCA
automated regular checks aBTOMaTU3UPOBaHHbIE perynspHble
to discover the current NpOBEPKM ANs TOro, YTobbl
status. OTCnexuBaTb TEKYLLMI CTaTyC

06BbEKTA MOHUTOpPWHTA.
See Passive Monitoring. CmoTpu Takke NMaccuBHbIN
MOHUTOPVHT.

Activity HeaTtenbHocTb | A set of actions designed to | Habop aevicteni,
achieve a particular result. CMPOEKTMPOBAHHbIN C Lenblo
Activities are usually nony4eHns onpeaeneHHoro
defined as part of pesynbrata. [leatensHocTu
Processes or Plans, and 06bIYHO ONpeaensaTCcs Kak YacTu
are documented in Mpoueccos unu NnaHos., n
Procedures. DOKyMeHTupytoTcs B [Npoueaypax.

Agreed CornacoBaHHo | (Service Design) A (MpoekTnpoBaHue ycnyr)

Service Time € Bpems synonym for Service Hours, | CuHoHum BpemeHu

npegoctaeneH | commonly used in formal npeaocTaBneHuns ycnyrm, 06bIYHO

na ycnyru calculations of Availability. ncnornb3yeTtca Ana opmMarbHOro
See Downtime. BbluMcneHnsa JoCTynHOCTMU.
CmoTpu Takxke NpocTton.
Agreement CornaweHwue A Document that describes | [lokyMeHT, KOTOPbIA ONUCLIBAET U

a formal understanding
between two or more
parties. An Agreement is
not legally binding, unless it
forms part of a Contract.

dhopmanmayeT OTHOLLEHUS MEXAY
OByMsi unu 6onee cTopoHamu.
CornawueHune He onpegenseTcs
IopuamMyecknx obs3aTensCTB
CTOPOH, 3@ UCKIIOYEHMEM CIyYaeB,
Korga OHO SABNSIETCS YacTbio
[orosopa.
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See Service Level Cwmotpu Tarke CornaweHne o6
Agreement, Operational ypoBHe ycnyr, CornawieHve
Level Agreement. onepaLlmoHHOro YpPOBHS.

Alert Mpeaynpexae | (Service Operation) A (Okcnnyartauusa ycnyr)

Hue warning that a threshold MpeagynpexaeHue o TOM, Y4TO BbINo
has been reached, OOCTUrHYTO MOPOroBoe 3HayYeHue,
something has changed, or | 4TO-TO M3MeHUNOCHL NNn
a Failure has occurred. o6Hapy»xeH Coon.

Alerts are often created and | NpegynpexaeHns 4acTto

managed by System CO3al0TCs U KOHTPOSMPYIOTCSA

Management tools and are | cpeactBamn YnpaBsneHus

managed by the Event cucTeMamu, 1 ynpasnsaoTcs B

Management Process. Mpouecce YnpaeneHus
coOBbITUAMN.

Analytical AHanuTtuyecko | (Service Strategy) (Ctpaterns ycnyr)

Modelling e (Service Design) (NMpoekTupoBaHue ycnyr)
mogenuposaH | (Continual Service (MocTosiHHOE yny4leHue ycnyr)
ne Improvement) A technique | MeTtoguka, ncnonbayoLlas

that uses mathematical MaTtematudeckue Mogenv ans
Models to predict the NPOrHo3npoBaHnsa paboTbl
behaviour of a KoHrrypaumoHHbIX eanHnL unm
Configuration ltem or IT T Ycnyr. AHanuTuyeckue mogenm
Service. Analytical Models 06bI4YHO MCMONb3YyOTCS B

are commonly used in YnpaBrneHnn MOLLHOCTbIO UMK
Capacity Management and | YnpaBneHum gOCTYMHOCTbIO.
Availability Management.

See Modelling. CwmoTpu Tarke MogenupoBaHue.

Application MpunoxeHue Software that provides lMporpammHoe obecneyeHue,

Functions that are required | npegocTtaensaowee OyHKUMN,

by an IT Service. Each Heobxogmmble ans UT Ycnyru.

Application may be part of Kaxxgoe MpunoxeHun moxeT ObITb

more than one IT Service. yacTtblo 6onee yem ogHom UT-

An Application runs on one | Ycnyru. NpunoxeHne MoXeT ObiTb

or more Servers or Clients. | pa3BepHyTO Ha ogHOM unu Gonee
CepsepoB nnu KnneHTos.

See Application CmoTpu Takke YnpasneHue

Management, Application npunoxexuamu, Moptdens

Portfolio. NPUNOXEHUN.

Application YnpaBneHue (Service Design) (Service | (MpoekTpoBaHue ycnyr)

Management npunoxerHnsam | Operation) The Function (3kcnnyartauusa ycnyr) OyHkums,
" responsible for managing oTBevaroLlas 3a yrnpasreHue

Applications throughout
their Lifecycle.

[MpunoxeHnsiMn B Te4EeHNe BCEro
nx KnsHeHHoro uumkna.
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Application MopTdhens (Service Design) A (MpoekTnpoBaHue ycnyr) basa
Portfolio NPUNOXEHWIN database or structured OaHHbIX UMK CTPYKTYPUPOBaHHbIN
Document used to manage | [JoKkyMeHT, ucnosnb3yemsblin Ans
Applications throughout ynpasnenus NpunoxeHvsamm B
their Lifecycle. The TeyeHue Bcero nx >XMsHeHHoro
Application Portfolio umkra. NopTdens NpunoxeHun
contains key Attributes of all | cogepxuT kntoueBble ATpUbYThI
Applications. The Bcex [MpunoxeHun. MopTtdens
Application Portfolio is NPUNOXEHUI MOXET ABMNATLCA
sometimes implemented as | 4acTblo MopTdens ycnyr, unm
part of the Service Portfolio, | Cuctembl ynpaBneHus
or as part of the KOHUrypaunsMmu.
Configuration Management
System.
Application MocTaBwmk (Service Design) An (MpoekTupoBaHue ycnyr)
Service ycnyr External Service Provider BHeLHWN nocTaBLWmK ycnyr ,
Provider npuKnagHoro that provides IT Services KoTopbI npegoctasngaet UT
(ASP) MO (ASP) using Applications running Ycnyr ¢ ucnonb3oBaHMeM
at the Service Provider's [MpunoxeHun, passepHyTbIX Ha
premises. Users access the | mowHocTsx MNocTasLumka ycnyr.
Applications by network [Monb3oBaTtenu nony4arT 4OCTYN K
connections to the Service [MpunoxeHuam nocpeacTeoMm
Provider. CeTeBOro NOAKITYEHNS K
MocTaBLuky ycnyr.
Application OueHka (Service Design) The (MpoekTupoBaHue ycnyr)
Sizing TpeboBaHmi Activity responsible for [eaTenbHocTb, OTBEYaloLas 3a
NPUIOXEHWN understanding the noHnmaHue TpeboBaHui K
Resource Requirements pecypcam, HeobxoanmbiM ans
needed to support a new nogaepkv HoBOro
Application, or a major MpunoXxeHnamun, Nn 3Ha4YNMoro
Change to an existing VisMeHeHuns B cyLlecTByoLLEM
Application. Application MpunoxeHun. OueHka TpeboBaHMN
Sizing helps to ensure that | npunoxeHun nomoraet
the IT Service can meet its rapaHTuposartb, 4To T-ycnyra
agreed Service Level MOXET JOCTUYb YCTAHOBIEHHbIX
Targets for Capacity and LleneBbix nokasaTenen ypoBHs
Performance. ycnyru B Yactu MowHoctn 1
Mpoun3BoanTENBHOCTH.
Architecture ApxutekTypa (Service Design) The (MpoekTupoBaHue ycnyr)
structure of a System or IT | Ctpyktypa Cuctembl unm UT-
Service, including the ycnyru, Bkrovas
Relationships of B3anmooTHoLleHMA mexay
Components to each other KomnoHeHTamn n co cpenomn, B
and to the environment they | KoTopon oHU HaxoadaTcA.
are in. Architecture also ApxuTekTypa Takke BKMno4yaeT
includes the Standards and | CtangapTtbl u PykoBoasiine
Guidelines which guide the | gokymeHTbI, KOTOpbIE
design and evolution of the | onpegensTca npoekTUpoBaHne K
System. pa3suTne Cucremsi.
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Assembly CoctaBHasa KE | (Service Transition) A (MpeobpasoBaHue ycnyr)
Configuration Item that is KoHMrypaumoHHbI aNneMeHT,
made up from a number of | koTOpbI cocTaBneH u3 Habopa
other Cls. For example a apyrux KE. Hanpumep, KE Cepsep
Server Cl may contain Cls MOXeT BKnto4yaTb B cebs KE ans
for CPUs, Disks, Memory Ly, OQuckos, Mamsatn n 1.0.; KE
etc.; an IT Service Cl may WT-ycnyru MoxeT coCcToATb M3
contain many Hardware, MHOXeCTBa annapaTHoro,
Software and other Cls. nporpaMmmHoro obecneyeHns n

apyrux KE.
See Component ClI, Build. CmoTtpu Tarke KoMnoHeHT
coctaBHown KE, Cbopka.

Assessment OueHka Inspection and analysis to O6cnenoBaHue 1 aHanus,

cootBeTcTBUA | check whether a Standard HanpasneHHbIe Ha NMPOBEPKY

or set of Guidelines is being | cobntogeHus kakoro-nu6o

followed, that Records are CraHpgapTa unm Habopa

accurate, or that Efficiency PykoBogsiLLmx JOKYMEHTOB,

and Effectiveness targets TOYHOCTM BegeHusa 3anucen, unm

are being met. YPOBHS JOCTUXEHNS LieneBbIX
3Ha4YeHMn No APPEKTUBHOCTM U
PesynbTatuBHocTu.

See Audit. CmoTpu Tarke AyauT.

Asset AkTUB (Service Strategy) Any (Ctparterus ycnyr) lltobbie
Resource or Capability. Pecypc nnn CnocobHocTb. AKTUBbI
Assets of a Service MocTaBLumKa ycnyr BKNoYarT B
Provider include anything cebsi Bce, 4YTO 3a4eNCcTBOBaAHO B
that could contribute to the npeaocTaBneHnn Ycnyr. AKTuBbI
delivery of a Service. MOryT BbITb OTHECEHbI K OAHOMY
Assets can be one of the 13 cnegyowmx TUMNoB:
following types: YnpasneHue, OpraHu3auus,
Management, Organisation, | NMpouecc, 3HaHus, Iiogu,
Process, Knowledge, WHdopmauus, MpunoxeHns,
People, Information, MHdpacTpykTypa n PMHaHCOBbLIN
Applications, Infrastructure, | kanutan.
and Financial Capital.

Asset YnpaBnexuve (Service Transition) Asset | (Mpeo6pa3oBaHue ycnyr)

Management | aktuBamu Management is the Process | lNpouecc, oTBevatowmi 3a

responsible for tracking and
reporting the value and
ownership of financial
Assets throughout their
Lifecycle. Asset
Management is part of an
overall Service Asset and
Configuration Management
Process.

OTCNeXuBaHue 1 npeaocTaBneHne
OTYETHOCTU O LIEHHOCTU
(cTtonmocTn) 1 BNageHun
(PUHAHCOBbLIMU AKTMBaMKN Ha BCEM
NPOTSKEHUN NX XKN3HEHHOIO
UMKna. YnpasreHne akTMBamu -
3T0 YacTb 6onee nonHoro
[Mpouecca YnpaBneHve aktMsamu
N KOHUrypaumnsmu.
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See Asset Register. CwmoTpu Takke PeecTp akTuBoB.
Asset Register | Peectp (Service Transition) A list | (Mpeo6pa3oBaHue ycnyr)
aKTUBOB of Assets, which includes [MepeyeHb AKTMBOB C yKasaHuem
their ownership and value. MX Bnagenbua n CTOUMOCTH.
The Asset Register is PeecTtp aktmBoB HaxoauTcs no
maintained by Asset KOHTposieM YnpaBneHnsa akTmeamu.
Management.
Attribute ATpunbyT (Service Transition) A (Mpeo6pasoBaHue ycnyr)
piece of information about a | OnpegeneHHas YacTb
Configuration Item. nHcpopmaumm o
Examples are name, KoHurypaumoHHomn egnHuLe.
location, Version number, Hanpumep, Nms,
and Cost. Attributes of Cls MecTononoxeHue, Homep Bepcumn
are recorded in the n 3atpaTtbl. ATpubyTel KE
Configuration Management | 3anuceiBatoTcs B basy gaHHbIx
Database (CMDB). yrnpaBneHnsa KoHurypaumsamm
(CMDB).
See Relationship. CmoTpu Takke BaanmooTHowweHus.
Audit Ayout Formal inspection and dopmanbHoe obcnegosaHue m
verification to check npoBepka Ha npeameT
whether a Standard or set cobrnogeHns kakoro-nmbo
of Guidelines is being CraHpgapTa unu Habopa
followed, that Records are PykoBoasLmnx JOKYMEHTOB, Unu
accurate, or that Efficiency TOYHOCTU BegeHusa 3anvcen, unm
and Effectiveness targets YPOBHS AOCTUXKEHMUS LiereBblX
are being met. An Audit 3Ha4YeHMn No APPEKTUBHOCTM U
may be carried out by PesynbratMBHoCTN. AyauT MOXeT
internal or external groups. NPOBOAUTLCHA BHYTPEHHUMM UMN
BHELLHUMUW crnyxbamu.
See Certification, CwmoTtpu Takke CepTtudukanmio,
Assessment. OLueHKy COOTBETCTBUA.
Authority MaTpuua Synonym for RACI. CuHonum RACI.
Matrix ponen n
OTBETCTBEHHO
cTn
Automatic Call | ABTomatnyeck | (Service Operation) Use of | (Qkcnnyatauuna ycnyr)
Distribution oe Information Technology to Mcnons3oBaHne
(ACD) pacnpegeneH | direct an incoming MHdopMaLNOHHBIX TEXHOOMUI
Me 3BOHKOB telephone call to the most Ons agpecaumm BXoAsLero
(ACD) appropriate person in the BXOOALWMX TeNedOHHbIX

shortest possible time. ACD
is sometimes called
Automated Call Distribution.

ob6palleHunii Hanbonee
NOAXOAALMM agpecaTam
KpaTtyavime cpokn. ACD nHorga
HasbiBaloT ABTOMaTUYECKUM
pacnpegeneHnem 3BOHKOB.
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Availability HocTynHocTb (Service Design) Ability of | (MpoekTupoBaHue ycnyr)
a Configuration ltem or IT CnocobHocTb KoHgumrypauoHHoM
Service to perform its eavHuubl nnn NT-yenyrm
agreed Function when BbINOMNHATL UX COrNacoBaHHY0
required. Availability is ®yHKUMIO, KOrda 310 TpebyeTcs.
determined by Reliability, [ocTynHocTb onpefenseTcs Yyepes
Maintainability, HapexHocTb, ConpoBOXaaemMocTb,
Serviceability, Performance, | ObcnyxmBamocTb,
and Security. Availability is | MponssBoanTensHOCTb 1
usually calculated as a BesonacHocTb. [locTyrnHocTb
percentage. This calculation | 06bl4HO M3MepsieTCa B NpoLeHTaXx.
is often based on Agreed 9710 usmepeHne vacto 6asmpyertcs
Service Time and Ha CornacoBaHHOM BpPeMEHN
Downtime. It is Best npeaocTaBneHns ycnyrm n
Practice to calculate [MpocToe. Jlyywen npakTnkomn
Availability using SBNAETCH BblYMCNEHNE
measurements of the HocTynHoCTn Yepes nsmepeHue
Business output of the IT pesynbtatoB UT-ycnyru,
Service. 3Ha4YMMbIX Ons busHeca.
Availability YnpaBneHue (Service Design) The (Service Design) lNpouecc,
Management | goctynHocTblo | Process responsible for oTBeYaloLLmMin 3a onpeaenexHve,
defining, analysing, aHanus, lNnaHnpoBaHue,
Planning, measuring and N3MepeHne 1 ynyylleHne Bcex
improving all aspects of the | acnektoB [JoctynHoctn NT-ycnyru.
Availability of IT Services. YnpaBneHue gOCTYMHOCTbIO
Availability Management is | oTBeyaeT 3a 10, 4TOObLI BCSA UT-
responsible for ensuring WHppacTpykTypa, MNpouecchl,
that all IT Infrastructure, CpeactBa, Ponm n 1.4.
Processes, Tools, Roles etc | cooTBeTCTBOBanu cornacoBaHHbIM
are appropriate for the LleneBbiM nokasaTtensm ypoBHsi
agreed Service Level ycnyru B yactu [JocTynHocTL.
Targets for Availability.
Availability Cuctema (Service Design) A virtual (MpoekTnpoBaHue ycnyr)
Management ynpasneHuns repository of all Availability BupTyanbHbIi penosutapui ans
Information aocTtynHocTblo | Management data, usually BCEX AaHHbIX, HAaXOOALMXCS NoA
System (AMIS) stored in multiple physical KOHTporieM YnpasneHus
(AMIS) locations. poctynHocTn. OBbIYHO 3TO
dmanyeckn pacnpegeneHHoe
XpaHunuiue.
See Service Knowledge CwmoTpu Tarke Cucrtema
Management System. ynpaBneHnsa 3HaHUAMK Nno
ycnyram.
Availability MnaH (Service Design) A Plan to | (MpoektnpoBaHue ycnyr) [NnaHx,
Plan ynpaBneHusi ensure that existing and obecneumBatoLm dpdekTBHOE
pocTtynHocTbio | future Availability Mo 3aTpatam BbIMOMHEHNE TEKYLLMX

Requirements for IT
Services can be provided
Cost Effectively.

(cywecTBytowmx) n 6ygyuimx
(nnaHoBbIx) TpeboBaHui k
poctynHocTtu Kk UT-ycnyre.
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Back-out BosBpar (k Synonym for Remediation. CuHoHMM TepMuHa VcnpasneHue.
npeaeiayuiemy
COCTOSIHMIO)
Backup Pe3epBHoe (Service Design) (Service | (MpoekTpoBaHue ycnyr)
konupoBaHue | Operation) Copying data to | (QkcnnyaTauus ycnyr)
protect against loss of KonupoBaHune gaHHbIX C Lenbio nx
Integrity or Availability of the | 3awuTbl OT HapyLweHns
original. LlenoctHocTn unu JocTynHocTn
opurMHana.
Balanced Cucrema (Continual Service (MocTosiHHOE yny4dleHue ycnyr)
Scorecard cbanaHcuposa | Improvement) A VHCTpYMEHT ynpaBsreHus,
HHbIX management tool pa3paboTaHHbIn Drs. Robert
nokasaTenem developed by Drs. Robert Kaplan (Harvard Business School)
Kaplan (Harvard Business n David Norton. Cuctema
School) and David Norton. cbanaHcMpoBaHHbIX NoKasaTenen
A Balanced Scorecard Nno3BonseT 4EKOMMNO3NpoBaTh
enables a Strategy to be Crtpaternio go Knrouebix
broken down into Key nokasaTtenen NPon3BOAUTENbHOCTH
Performance Indicators. (KPI). CooTHeceHune
Performance against the MpounssogntensHocTu ¢ KPI
KPls is used to demonstrate | ncnone3ayetcsa ona geMoHcTpauum
how well the Strategy is YCMNEeLHOCTN NCMONHEHNS
being achieved. A Balanced | Ctpaternn. CbanaHcupoBaHHbIN
Scorecard has 4 major nokasaTtesb COCTOMT U3 4-X
areas, each of which has a | rnasHbIx 6rokoB (obnacren,
small number of KPIs. The HanpaBreHui), Kaxablin 13
same 4 areas are KOTOpbIX BKMNOYaeT B cebs
considered at different HebonbLwoe konnyectso KPI. Te
levels of detail throughout Xe camble 4 6noka
the Organisation. paccMaTpuBaloTCsl Ha pasHbIX
YPOBHSAX AeTanu3aumm B paspese
OpraHusaumm.
Baseline baszoBoe (Continual Service (MocTosiHHOE yny4lieHue ycnyr)
COCTOsIHME Improvement) A 3admKcMpoBaHHOE COCTOSHME,

Benchmark used as a
reference point. For
example:

NCMOMb3yeMoe Kak OpUEHTUP
(koHTponbHasi Touka). Hanpumep:

e AnITSM Baseline
can be used as a starting
point to measure the effect
of a Service Improvement
Plan

e BasoBoe cocTosiHME B
ITSM moxeT BbITb UCMONb30BAHO
Kak oTnpaBHasi Touka ans
namepeHust adppekta ot
peanusaumm NnaxHa
COBEPLLEHCTBOBAHUSA yCIyr
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Term [TepmuH] Definition ’ [OnpeneneHne]
e A Performance e ba3soBoe cocTosHUe no
Baseline can be used to Mpon3BoaANTENBHOCTN MOXET BbITb
measure changes in NCMonb30BaHO A5 U3MEPEHNS
Performance over the n3meHeHuin NponsBoanTensHOCTU
lifetime of an IT Service B TeYeHue BpeMeHU XusHu UT-
ycnyrm
e A Configuration e basoBsoe cocrosHve B
Management Baseline can | YnpasneHuu koHUrypaumsimm
be used to enable the IT MOXeT ObITb MCNONBb30BaAHO AIS
Infrastructure to be restored | Bo3Bpata UT-uHdpacTpykTyphbl K
to a known Configuration if | nasectHon (ncxogHown)
a Change or Release fails KoHdurypauumm B criyyae, ecnu
BHegpeHue MameHeHne nnn Penua
3aBEPLUMITOCh HEYAAYHO.
Benchmark 3admkcuposa | (Continual Service (MocTosiHHOE yny4leHue ycnyr)
HHOe Improvement) The CocTtosHue yero-nmbo,
COCTOSIHNe recorded state of something | 3acdukcupoBaHHoe Ha

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

onpegeneHHbIn MOMEHT BpEMEHW.
3admKcupoBaHHOE COCTOsIHME
MOXeT ObITb CO34aHO Ans
KoHdpurypaumu, MNpouecca nnu
noboro apyroro Habopa AaHHbIX.
Hanpumep, 3adukcmpoBaHHoe
COCTOSIHNE MOXeT ObITb
NCNONb30BaHO B CrEAYOLLMX
cnyvasx:

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

e [locTosiHHOE ynydweHune
ycnyr, Ang ukcaumm TekyLlero
COCTOSIHUA 1 ynpaBneHns
YNyYLEHNAMMU.

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

e YnpasneHue
MOLLIHOCTSIMU, ANS
OOKYMEHTUPOBaHWS 3HaYEHNI
napameTpoB
MpoussognTensHocTy,
XapakTepusyoLLMX HopMarnbHbIr
pexuMm aKcnnyatauum.

e See
Benchmarking, Baseline.

e  CwmoTpu Takke
CpaBHeHue cocTtosHun, basoBoe
COCTOSIHUE.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Benchmarking | CpaBHeHune (Continual Service (MocTosiHHOE yrnyulleHune ycnyr)
COCTOSIHUN Improvement) Comparing CpaBHeHne 3aumkcmpoBaHHOro
a Benchmark with a cocTosiHuA ¢ ba3oBbiM cocTosiHME
Baseline or with Best unu ¢ Jlyywen npaktukon. TepmnH
Practice. The term CpaBHeHne COCTOSHUI Takke
Benchmarking is also used | ucnone3syetcs B criegyroiem
to mean creating a series of | cMbicne - co3gaHune cepun
Benchmarks over time, and | 3admkcnpoBaHHbLIX COCTOSIHWUI B
comparing the results to TeYeHnn onpeaeneHHoro oTpeska
measure progress or BPEMEHU 1 CpaBHEHMNE
improvement. MonyYeHHbIX pe3ynbLTaToB AN
OLEHKU Mporpecca unm
ynyyLleHuns.
Best Practice Jlyywas Proven Activities or OearenbHocTn nnu MNpouecchl,
npakTunka Processes that have been ycrnewHoe npumMeHeHne KoTopbIX
successfully used by noaTBEPXKAEHO MHOMMMN
multiple Organisations. ITIL | OpraHunsauusmu. ITIL - 310 0anH
is an example of Best 13 npumepos Jlyyen npakTmku,
Practice.
Brainstorming | Mosroson (Service Design) A (MpoekTupoBaHue ycnyr)
LITYpM technique that helps a team | MeToguka, koTopas nomoraet
to generate ideas. Ideas are | komaHge reHepupoBaTb naeu. MNMpu
not reviewed during the 3TOM Maen He AOMXKHbI
Brainstorming session, but KPUTUKOBATbLCH U
at a later stage. aHanusnpoBaTbCs BO Bpems
Brainstorming is often used | nposBeaeHns camoro Mo3rosoro
by Problem Management to | wTtypma, 310 nponucxoauT nocre.
identify possible causes. Mo3srosow LTypM YacTo
ucnornb3yeTcs B YpaBneHum
npobnemamu Ans noucka
BO3MOXHbIX MPUYMH.
British BputaHckuin The UK National Standards | OpraHusaums no HaumoHanbHbIm
Standards WUHCTUTYT body, responsible for Crangaptam O6beguHEHHOro
Institution cTaHgapToB creating and maintaining Koponesctea (The UK National
(BSI) (BSI) British Standards. See Standards body), oTBevatoLas 3a
http://www.bsi-global.com pa3paboTKy 1 CONpoBOXAEHUE
for more information. BputaHcknx CtaHgapTos.
JononHuTtensHyo nHdopmMaumio
MO>XHO NOMy4nTb NO agpecy
http://www.bsi-global.com.
See ISO. Cwmotpu Takke 1SO.
Budget BrogpxeT A list of all the money an MepeyeHb AeHeXHbIX CPeacTs,

Organisation or Business
Unit plans to receive, and
plans to pay out, over a
specified period of time.

koTopble OpraHusauus unm
BusHec-eguHMua nnaHupyet
NoNy4YnUTb UM NOTPaTUTb B
TeYeHue onpeaerieHHoro nepuoaa
BPEMEHMN.
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Term [TepmuH] Definition ’ [OnpeneneHne]
See Budgeting, Planning. CwmoTpu Takke BrogxeTnposaHue,
MnaHnpoBaHue.
Budgeting BiogpkeTtnposa | The Activity of predicting HearenbHoOCTb NO
Hue and controlling the spending | nporHoaupoBaHuio n
of money. Consists of a nocneayoLemMy KOHTPOITO
periodic negotiation cycle to | pacxogoB AeHeXHbIX cpeacTs.
set future Budgets (usually | CocTonT 13 nepmognyeckoro
annual) and the day-to-day | (0Obl4HO exerogHoro)
monitoring and adjusting of | cocTtaBnexus biogxeToB ByayLUMX
current Budgets. nepuoaoB U exxeHEBHOro
MOHUTOPWHra, yTOMHEHUS
BrogxeTta TekyLwlero nepuoaa.
Build Cb6opka (Service Transition) The (MpeobpasoBaHue ycnyr)
Activity of assembling a [esaTensHOCTb MO KOMMNOHOBKE
number of Configuration HecKonbkux n 6onee
Items to create part of an IT | KoHdurypaumoHHbIX eguHuy ons
Service. The term Build is dopmuposaHus yactm UT-Ycnyru.
also used to refer to a Tepmun CHopka Takke
Release that is authorised NCMONb3yeTCH B OTHOLLEHUMN
for distribution. For example | Penusa, KOTOpbI YyTBEPXKAEH AN
Server Build or laptop Build. | pacnpocTtpaHenus. Hanpumep,
Cb6opka cepBepa unm Cbopka
HoyTbyka.
See Configuration Baseline. | CmoTpu Takke basoBoe cocTtosiHue
KOHUrypaumm.
Build Cpepna cbopku | (Service Transition) A (MpeobpaszoBaHue ycnyr)

Environment

controlled Environment
where Applications, IT
Services and other Builds
are assembled prior to
being moved into a Test or
Live Environment.

KonTponupyemas Cpega, B
KoTopon cobupatotcs
(komnoHytoTCA) MNpunoxexus, UT-
Ycnyru n gpyrue Coopku nepeg nx
nepefavev B Cpegy TeCTUPOBaHUS
unu Cpeay NpOMbILLSIEHHON
aKcnyaTaumu.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Business BusHec (Service Strategy) An (Ctpaterus ycnyr)
overall corporate entity or OO6LwekoprnopaTuBHoe
Organisation formed of a obpasoBaHue unu OpraHusauus,
number of Business Units. cchopmMUpoBaHHbIE N3 HEKOTOPOro
In the context of ITSM, the konn4yecTtea busHec-eanHuu. B
term Business includes KoHTekcTe ITSM TepmnH BuaHec
public sector and not-for- pacnpoCTpaHAEeTCS Kak Ha
profit organisations, as well | Hekommep4yeckne opraHmMsaLmmn n
as companies. An IT rocyAapCTBEHHbIN CEKTOP
Service Provider provides 3KOHOMMUKHM, TakK N Ha
IT Services to a Customer KOMMepYECKME KOMMaHUN.
within a Business. The IT Mocraswwmk UT-ycnyr
Service Provider may be npepocrtasngaet NT-ycnyrn onga
part of the same Business 3akasuyumka B pamkax busHeca.
as their Customer (Internal MoctaBwwmk NT-ycnyr moxeT ObiTb
Service Provider), or part of | yacTblo TOro xxe camoro busHeca, k
another Business (External | koTopomy oTHOCUTCS 3aka3unk
Service Provider). (BHYTpEHHUI NOCTaBLUMK YCNyr),
1nun YacTbto apyroro busHeca
(BHeLWwHW NocTaBLLMK YCIyT).
Business YnpaBnexuve (Service Design) In the (CtpaTerus ycnyr) B koHTekcTe
Capacity MOLLHOCTSMU context of ITSM, Business ITSM, YnpaBneHue MOLLHOCTAMMU
Management OunsHeca Capacity Management is Ou3Heca - 310 [lesaTensHoCTb,
(BCM) (BCM) the Activity responsible for oTBeYaloLMin 3a NoHMMaHue
understanding future Ooyaywmnx TpeboBaHuin Gu3Heca ¢
Business Requirements for | uenbio MCNONb30BaHUSA 3TUX
use in the Capacity Plan. AaHHbIX B NnaHe obecnevenuns
MOLLIHOCTEN.
See Service Capacity CwmoTpu Takke YnpaBneHue
Management. MOLLIHOCTSIMU YCIYTW.
Business BusHec-kelic (Service Strategy) (CtpaTterus ycnyr) O6ocHoBaHue
Case Justification for a significant | kakon-nn6o 3HauMTENbLHOM CTaTbn

item of expenditure.
Includes information about
Costs, benefits, options,
issues, Risks, and possible
problems.

pacxonos. BkrnitovaeT
nHpopmaumio o 3atpaTax, Beiroge,
BapuaHTax peanusaumu,
CNOXHOCTSX, Pnckax 1 BO3MOXHbIX
npobnemax.

See Cost Benefit Analysis.

CwmoTpu Takke AHanu3 BbIrog 1
3aTpar.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Business YnpaBnexuve (Service Design) The (MpoekTupoBaHue ycnyr)
Continuity HenpepbIBHOCT | Business Process BusHec-npouecc, oTeevatownin 3a
Management b0 Bu3Heca responsible for managing ynpasneHune Prckamu, KoTopble
(BCM) (BCM) Risks that could seriously MOTYT Cepbe3HO NOBMUATL Ha
impact the Business. BCM BusHec. BCM oxpaHsieT MHTepecs!
safeguards the interests of | knto4eBbIX 3aMHTEPECOBAHHBIX
key stakeholders, CTOPOH, penyTauuto, bpeHa un
reputation, brand and value | geAaTenbHOCTb NO CO34aHUIO
creating activities. The BCM | ueHHocTwn. Npouecc BCM
Process involves reducing BKIOYaeT B cebS CHMKeHne
Risks to an acceptable level | Puckos oo npveMnemoro ypoBHS 1
and planning for the nnaHvpoBaHue cnocobos
recovery of Business BOCCTaHoBMeHns busHec-
Processes should a NpPOLIECCOB B Cry4ae HapyLleHus
disruption to the Business BusHeca. BCM ycTaHaBnvBaeT
occur. BCM sets the Llenun, OxBat n TpeboBaHus no
Objectives, Scope and OTHOLLEHUIO K YNpaBneHuto
Requirements for IT Service | HenpepbiBHOCTN NT-ycnyr.
Continuity Management.
Business MnaH (Service Design) A Plan (MpoekTnpoBaHue ycnyr) [Nnax
Continuity obecneyeHus | defining the steps required onpepgensieT warun, HeobxoaMMmble
Plan (BCP) HenpepbIBHOCT | to Restore Business ansa BoccraHosneHus busHec-
n GusHeca Processes following a NPOLIECCOB B Cry4ae HapyLleHus
(BCP) disruption. The Plan will dyHKLMOHMpoBaHUA. NnaH Takke
also identify the triggers for | gpomkeH cogepxaTb MHPOPMALIMIO
Invocation, people to be 0 CObbITUSIX, KOTOPbIE ABNSATCA
involved, communications OCHOBaHueM Aris ero
etc. IT Service Continuity MHuummpoBaHus, nogen, kotopble
Plans form a significant part | gomxHbl 6bITb 324€NCTBOBaHbI B
of Business Continuity peanusaumm ninaHa, Nx KOHTaKTbl U
Plans. CpeACTBa KOMMYHMKaLMIA 1 T.M.
MnaHbl o6ecneveHuns
HenpepbiBHOCTU UT-ycnyr
SABMNSIIOTCA 3HAYUMOW YaCTbio
lMnaHoB obecneveHns
HenpepbIBHOCTM Gu3Heca.
Business BusHec- (Service Strategy) A (CtpaTerns ycnyr) Nonyyatens
Customer 3aKas4mk recipient of a product or a npoaykKTa unu Ycnyru,

Service from the Business.
For example if the Business
is a car manufacturer then
the Business Customer is
someone who buys a car.

npegocrtaensemoro busHecom.
Hanpumep, ecnu busHec
3aHMMaeTCs NPON3BOACTBOM
aBTomobunen, To buaHec-
3aKa34MKoM siBnsieTcs nobon
nokynaTtenb aBTomobunen.




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009
ITIL® V3 Translation Project

Term

Business
Impact
Analysis (BIA)

[TepmuH]

AHanus
BINUAHUA Ha
6usHec (BIA)

Definition

(Service Strategy) BlA is
the Activity in Business
Continuity Management that
identifies Vital Business
Functions and their
dependencies. These
dependencies may include
Suppliers, people, other
Business Processes, IT
Services etc.

’ [OnpeneneHne]

(Ctpaterus ycnyr) BIA -
[esTenbHOCTb B paMkax npolecca
YnpaBneHMn HenpepbIBHOCTbIO
Ou3Heca, KOTophLI onpeaenseT
KputnyHble 6usHec-yHKUMM 1
3aBMCUMOCTb OT haKTOpOB
OKpY>KeHUs. STMK pakTopamm
MoryT ObITb MocTaBLUWKK, NOAMW,
apyrue busHec-npoueccol, AT-
YCNyrv U T.4.

BIA defines the recovery
requirements for IT
Services. These
requirements include
Recovery Time Objectives,
Recovery Point Objectives
and minimum Service Level
Targets for each IT Service.

BIA onpegensieT TpeboBaHus Kk
BOCcCTaHoBneHuo UT-ycnyr. 31u
TpeboBaHua BknoYatoT Lienesble
BpeMeHa BOCCTaHOBIEHWS,
LleneBble TOYKM BOCCTAHOBIEHMS 1
MUHUManbHBIN Lieneson
nokasaTernb YPOBHS YCMyru Ans
kaxkgon UNT-ycnyru.

Business BusHec-Lenb (Service Strategy) The (Ctparterus ycnyr) Liens busHec-
Objective Objective of a Business npouecca unu busHeca B yenom.
Process, or of the Business | BusHec-uenu nogaepxusatt
as a whole. Business Buoenue busneca, aenstoTca
Objectives support the opueHtupamn gnsa UT Ctpateruum,
Business Vision, provide 1 3a4acTyto nogaepxusatorcs UT-
guidance for the IT ycryramu.
Strategy, and are often
supported by IT Services.
Business OnepauuoHHa | (Service Strategy) The (Ctparterus ycnyr) [NloBcegHeBHOE
Operations A day-to-day execution, BbIMOSIHEHNE, MOHUTOPUHT U
aedarenbHocTb | monitoring and ynpaenenune busHec-npoueccamu.
OunsHeca management of Business
Processes.
Business BusHec- (Continual Service (MocTosiHHOE yny4dleHue ycnyr)
Perspective nepcnekTnea Improvement) An MpeactaeneHue o MNMocTasLumKax

understanding of the
Service Provider and IT
Services from the point of
view of the Business, and
an understanding of the
Business from the point of
view of the Service
Provider.

yenyr n UT-ycnyrax ¢ To4ku
3peHns busHeca, un
npeacrasneHne o brusHece ¢ Toukn
3peHus NocTasLumKa ycnyr.
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Business BusHec- A Process that is owned Mpouecc, BnageHve u ynpaesneHne
Process npowecc and carried out by the KOTOpPbIM BblNoNHAeTCs buaHecom.
Business. A Business BusHec-npouecc cnocobcTeyeT
Process contributes to the npeaocTaBneHnto NpoayKTa nnu
delivery of a product or Yenyrn ana busHec-3akasyunka.
Service to a Business Hanpumep, npeanpustue
Customer. For example, a PO3HUYHOW TOProBfN MOXET UMETb
retailer may have a [Npouecc 3aKkynok, KOTOPbIN
purchasing Process which nomoraeT NpeaocTaBnsaTb Ycnyry
helps to deliver Services to | ero busHec-3aka34uky. MHorve
their Business Customers. BusHec-npoueccol 3aBucart ot UT-
Many Business Processes YCIIyr.
rely on IT Services.
Business YnpaBneHuve (Service Strategy) The (Ctpaterus ycnyr) Npouecc unu
Relationship B3anmMooTHow | Process or Function dyHKUMA, OTBEYalOLWME 3a
Management €HusAMK ¢ responsible for maintaining | conpoBoxaeHne
Oun3Hecom a Relationship with the BsanmooTHoweHu ¢ BusHecom.
Business. BRM usually BRM 006bI4HO BKMOYaET:
includes:
e Managing e YnpaeneHue
personal Relationships with | nepcoHanbHbIMK
Business managers B3anmooTHoOLEHMS C
MeHegxepamu busHeca
e  Providing input to e  ObGecneveHune npouecca
Service Portfolio YnpasneHue noptdenem ycnyr
Management BXOZHbIMY JaHHbIMU
e  Ensuring that the o  OOGecne4eHune, 4YTo
IT Service Provider is MoctaBwwuk NT-ycnyr
satisfying the Business yoosneTBopseT busHec
needs of the Customers noTpebHocTaAM 3akaszymKkoB
This Process has strong OT0T lNpouecc TeCHO CBA3aH C
links with Service Level YnpaBneHnem ypoBHEM YCIyr.
Management.
Business Menepxep no | (Service Strategy) A Role (CtpaTerus ycnyr) Porb,
Relationship B3auUMOOTHoLL | responsible for maintaining | oTBevaroLlasi 3a conpoBoxaeHue
Manager €HUAM C the Relationship with one or | B3anmMoOTHOLIEHWIA C OOHUM NN
(BRM) 6usHecom more Customers. This Role | Heckonbkummn 3akasunkamu. 31a
(BRM) is often combined with the Pornb yacTto coBmellaeTcsi ¢

Service Level Manager
Role.

Pornbtio MeHegkepa npouecca
YnpaBneHus ypoBHEM YCHyT.

See Account Manager.

CmoTpu Takke MeHemxkep no
paboTe ¢ 3aKkazymkamu.
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Business BusHec-ycnyra | An IT Service that directly WT-ycnyra, KoTopas Hanpsimyto

Service supports a Business nogaepxusaet brusHec-npouecc, B
Process, as opposed to an | IpOTMBONONOXHOCTb
Infrastructure Service which | NHdpacTpykTypHOn ycnyre,
is used internally by the IT KoTopas Ucnonb3yeTcs BHYTPU
Service Provider and is not | MNMocTtaBwwuka NT-ycnyr n 06bI4HO
usually visible to the He SBNAeTCs 04eBMOHOM Ans
Business. BusHeca.
The term Business Service | TepmuH busHec-ycnyra takxke
is also used to mean a ncnonb3yeTtcs ana 0003HaveHus
Service that is delivered to Ycnyru, koTopas npegocTaBnseTcs
Business Customers by BusHec-3aka3zunkam ot busHec-
Business Units. For eavHuy. Hanpumep,
example delivery of npegocraeneHne pmHaHCoBbIX
financial services to ycnyr 3akasyvvkam 6aHka unm
Customers of a bank, or TOBapoB 3akaszynmkam pO3HUYHOIo
goods to the Customers of MarasuHa. YcnewHoe
a retail store. Successful npepoctaeneHne busxec-ycnyrm
delivery of Business 4YacTo 3aBUCUT OT OAHOMN UMK
Services often depends on | 6onee UT-ycnyr.
one or more IT Services.

Business Ynpaenexue (Service Strategy) (Ctparterus ycnyr)

Service Oun3Hec- (Service Design) An (MpoekTnposaHue ycnyr) Noaxon

Management ycrnyramum approach to the K ynpasneHnuto NT-ycnyramu,

(BSM) (BSM) management of IT Services | koTopbIi npegnonaraet, 4Yto UT-
that considers the Business | ycnyru nogaoepxwsatot busHec-
Processes supported and npouecc 1 NoBbliwao LEeHHOCTb,
the Business value dopmupyemyto brusHecom.
provided.
This term also means the OTOT TepMUH Takke 0603HavaeT
management of Business ynpaeneHune busHec-cepsucamu,
Services delivered to npegocraensembiMn busHec-
Business Customers. noTpebutensm.

Business Unit | BusHec- (Service Strategy) A (Ctpaterunsa ycnyr) CermeHt

eanHuua segment of the Business BusHeca, KoTopbIN NMeeT cBOU

which has its own Plans,
Metrics, income and Costs.
Each Business Unit owns
Assets and uses these to
create value for Customers
in the form of goods and
Services.

cobcTBeHHble MnaHbl, MeTpukuy,
poxoa n 3atpartkl. Kaxgasa busnec-
eavHunua Bnageet AKTuBamu m
NCNonNb3yeT X ANngd co3aaHus
LleHHOCTM AN 3aKka3ynkos B
dopme TOBapoOB 1 YCnyr.
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Call TenedoHHoe (Service Operation) A (3kcnnyartauusa ycnyr)
obpalueHne telephone call to the TenedoHHOe obpalLeHne
Service Desk from a User. Monb3oBatens B Cnyx6y Service
A Call could result in an Desk. TenedoHHoe obpalleHre
Incident or a Service MOXeT ObITb 3aperMcTpupoBaHo
Request being logged. Kak MIHUMAaeHT unm 3anpoc Ha
obcnyxumBaHue.
Call Centre LleHTp (Service Operation) An (dkcnnyarauus ycnyr)
06paboTkm Organisation or Business Opranusaumsa nnu busHec-
TenedOHHbIX Unit which handles large eQvHuua, KoTopble obpabaTbiBatoT
obpaLyeHui numbers of incoming and OonbLUOE KONMNYECTBO BXOAALLMX U
outgoing telephone calls. ncxoaswmnx TenedoHHbIX
obGpaLleHunn.
See Service Desk. Cwmotpwm Takke Cnyxba Service
Desk.
Call Type Tun (Service Operation) A (Okcnnyartauusa ycnyr)
obpalieHns Category that is used to KaTeropus, koTopas ncnonbayeTcs
distinguish incoming O5s1 COPTUPOBKM NOCTYMNaLWNX B
requests to a Service Desk. | Cnyx06y Service Desk 3anpocos.
Common Call Types are OOblYHBIMM TUNamu obpaLleHun
Incident, Service Request sasnsaTca MHunaeHT, 3anpoc Ha
and Complaint. obcnyxusaHune n XKanoba.
Capability CnocobHocTb | (Service Strategy) The (CtpaTterus ycnyr) Bo3amoxHOCTb
ability of an Organisation, OpraHusaunm, Yenoseka,
person, Process, Mpouecca, MNMpunoxeHus,
Application, Configuration KoHurypaumoHHon eanHmLbl unu
Item or IT Service to carry WT-ycnyru ocywiecTenaTb
out an Activity. Capabilities | OestenbHocTb. CnOCOGHOCTU - 3TO
are intangible Assets of an HemaTepuanbHble AKTVBbI
Organisation. OpraHusaumm.
See Resource. CwmoTpm Takke Pecypc.
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Term

Capability
Maturity Model
(CMM)

" [TepmuH]

Mogenb
3penocTu
(CMM)

" Definition

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

ITIL® V3 Translation Project

' [OnpeneneHne] ‘

(MocTosiHHOE yrnyuleHune ycnyr)
Mopgenb 3penoctu gns
lMporpaMmmHoro obecneyeHus
(Tarke nssectHaa kak CMM n SW-
CMM) - aTo Mogens,
ucnonb3yemas ang onpegenexHus
JlydLimx npakTuk ¢ Lenbio noucka
Cnoco0oB NoBbILLEHNSA 3penocTn
npoueccos. CMM 6bina
paspaboTtaHa VIHCTUTYTOM
NPOEKTUPOBAHUSA NPOrpaMMHOro
obecne4veHns YHMBepcuteTa
KapHern-MennoHa (Software
Engineering Institute (SEI) of
Carnegie Mellon University). B
2000 rogy SW-CMM 6bina
nepecMoTpeHa, B pedynbTaTe 4Yero
Obina co3gaHa CMMI®
(KomnnekcHasa mogernb 3penoctu).
B HacToswee Bpems SEI He
OTBEYaeT 3a CONPOBOXAEHME KaK
camont SW-CMM, a Tarxke
COMYTCTBYIOLUMX OL€HOYHbIX
MEeTOAMK 1 Y4ebHbIX MaTepunanos.
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Term [TepmuH] Definition ' [OnpeneneHne]
Capability KomnnekcHass | (Continual Service (MocTosiHHOE ynyulleHune ycnyr)
Maturity Model | mogens Improvement) Capability KomnnekcHasa moaenb 3penoctu
Integration 3penocTu Maturity Model® Integration | (CMMI) - ato nogxoa K
(CMMI) (CMMI) (CMMI) is a process COBEpPLUEHCTBOBAHUIO NPOLECCOB B
improvement approach obnacTtv MHPOPMALIMOHHBIX
developed by the Software | TexHonorui, paspaboTaHHbI B
Engineering Institute (SEI) MHCTUTYTE NpoeKkTMpoBaHus
of Carnegie Melon nporpaMmmHoro obecneveHus
University. CMMI provides YHuepcuteta KapHeru-MennoHa
organizations with the (Software Engineering Institute
essential elements of (SEI) of Carnegie Mellon
effective processes. It can University). CMMI npegnaraet
be used to guide process nepevyeHb OCHOBHbIX 3/IEMEHTOB
improvement across a AN NOCTpoeHUs apHEKTUBHBIX
project, a division, or an npoueccoB. OHa MOXET ObITb
entire organization. CMMI Mcnonb3oBaHa kak pykoBOACTBO Mo
helps integrate traditionally | cosepLueHcTBOBaHMIO NPOLECCOB
separate organizational OTAENbHO B3ATOrO NPoeKTa,
functions, set process OpraHM3aLOHHOro
improvement goals and nogpasgaeneHus unu onsa uenown
priorities, provide guidance | opranusauun. CMMI nomoraet
for quality processes, and WHTerpuposartb TpaanLNOHHO
provide a point of reference | 060cobneHHbIe PyHKLMM
for appraising current opraHusaLuu, yCTaHOBUTb Lienn u
processes. See NpUOpUTETHI COBEPLLEHCTBOBAHNS
http://www.sei.cmu.edu/cm | npouecca, 3agaeT opueHTMpbI And
mi/ for more information. COo30aHns Ka4eCTBEHHbIX
NpOLECCOB M OTNPaBHbIE TOYKU MPU
OLEHKe CyLLIeCTBYIOLLNX
npoueccoB. CMOTpY Takke
http://www.sei.cmu.edu/cmmi/.
See CMM, Continuous Cwmotpu Takke CMM,
Improvement, Maturity. HenpepbiBHOE yny4lleHune,
3penocTb.
Capacity MolyHocTb (Service Design) The (MpoekTupoBaHue ycnyr)
maximum Throughput that a | MakcumanbHas NponyckHas
Configuration ltem or IT CMOCOOHOCTb, KOTOPYHO MOXET
Service can deliver whilst obecneunTb KoHurypaumoHHas
meeting agreed Service eaviHuua unu UT-ycnyra B pamkax
Level Targets. For some cornacoBaHHbIx LleneBbix
types of Cl, Capacity may nokasatenewn ypoBHsa ycrnyru. [ns
be the size or volume, for HekoTopbIx TMNoB KE, MowHocTb
example a disk drive. MOXET ObITb BbIpaXXEHO pa3MepoMm
unu o6bemMom, Hanpumep,
XECTKOro amcka.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Capacity Ynpasnexuve (Service Design) The (MpoekTupoBaHue ycnyr)
Management MOLLHOCTSMU Process responsible for Mpouecc, oTBevatoLwnin
ensuring that the Capacity cooTBeTCcTBME MowHocTn UNT-ycnyr
of IT Services and the IT n UT-nHdbpacTpyKTypbl
Infrastructure is able to TpeboBaHMAM COrmacoBaHHbIX
deliver agreed Service LleneBbix nokasaTenemn ypoBHs
Level Targets in a Cost yCIyr1 CBOEBPEMEHHO U B pamMKax
Effective and timely OhhekTnBHbIX 3aTparT.
manner. Capacity YnpaBneHne MOLLHOCTSMU
Management considers all NPUHMMaeT BO BHUMaHWE Bce
Resources required to Pecypchbl, Heobxogumble ans
deliver the IT Service, and npepoctasneHusa NT-ycnyr, a
plans for short, medium and | Takke npon3BOAUT KPATKOCPOYHOE,
long term Business cpegHecpoYHOoe 1 JONrocpoyHoe
Requirements. nraHupoBaHue busHec-
TpeboBaHui.
Capacity Cucrema (Service Design) A virtual (MpoekTupoBaHue ycnyr)
Management ynpaBneHusi repository of all Capacity BupTyanbHoe xpaHunuiie ans
Information MOLLIHOCTAAMU Management data, usually BCEX [aHHbIX B pamMKax
System (CMIS) stored in multiple physical YnpaBneHusi MOLLHOCTSIMU,
(CMIS) locations. 00ObIYHO UMEEeT hU3NYECKU
pacnpefeneHHy0 apxXMTeKTypy.
See Service Knowledge CwmoTpu Tarke Cuctema
Management System. ynpaBneHnsa 3HaHUAMK Nno
ycnyram.
Capacity Plan | MNnaH (Service Design) A (MpoekTnpoBaHue ycnyr) NnaH
obecnedveHus | Capacity Plan is used to obecneyeHns MOLLHOCTEN
MOLLIHOCTEW manage the Resources ncnonb3yeTtcd Ang yrnpasneHus
required to deliver IT Pecypcamun, HeobxoanmbiMn ans
Services. The Plan contains | npegoctaBnenusa NT-ycnyr. 3toT
scenarios for different nnaH coaepXnT cueHapumn ons
predictions of Business NPOrHO3npoBaHUA cnpoca co
demand, and costed CTOpPOHbLI BusHeca, 1 oLeHKy
options to deliver the 3aTpaT, HeobXxoANMbIX Ans
agreed Service Level obecneveHust cornacoBaHHbIX
Targets. LleneBbix nokasaTenen ypoBHs
ycnyru.
Capacity MnanunpoBaHu | (Service Design) The (MpoekTupoBaHue ycnyr)
Planning e mowHocTen | Activity within Capacity [eAaTtenbHOCTb B pamKax

Management responsible
for creating a Capacity
Plan.

YnpaBneHust MOLLIHOCTAMMU,
OTBETCTBEHHas 3a pa3paboTky
MnaHa obecrneyeHnst MOLLIHOCTEN.
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Capital KanutanbHble | (Service Strategy) The (CtpaTernsa ycnyr) 3atpaTtbl Ha
Expenditure 3aTpaThbl Cost of purchasing 3aKynky 4yero-nubo,

(CAPEX) \nsnepxku, something that will become | paccmaTtpuBaemoro kak
pacxoabi\ a financial Asset, for UHaHCOBbLIN AKTUB, Hanpuvep,
(CAPEX) example computer KOMMNbIOTEPHOE 060OpyaOBaHME UNn

equipment and buildings. 3aaHus. CtoumocTb AKTUBa
The value of the Asset is AmopTu3MpyeTCcs B TeYeHmne
Depreciated over multiple HECKOSbKNX (PUHAHCOBbIX
accounting periods. nepuoaos.

Capital Item OO0bekT (Service Strategy) An (CtpaTermnsa ycnyr) AKTuB,
kanuTanbHbiX | Asset that is of interest to NpeacTaBnSIOWNA MHTEPEC AN
3artpart Financial Management YnpaBneHus puHaHcamm , T.K. ero

because it is above an CTOMMOCTb MpeBbILLaeT
agreed financial value. onpegeneHHy NOpPorosyto
BEMUYMHY.
Capitalization | Kanutanusauu | (Service Strategy) (Ctpaterus ycnyr) OTHeceHue
A Identifying major Cost as 3Ha4YMMBbIX 3aTpar Kak

capital, even though no KanuTanbHbIX, aXe ecnv 3Th

Asset is purchased. This is | 3aTpaTbl He cBSi3aHbl C MOKYMNKOMN

done to spread the impact AkTuBa. 310 AenaeTcsa Ansi

of the Cost over multiple pacnpegeneHus 3atpaTt Mmexay

accounting periods. The HeCKONbKUMU (PMHaHCOBbLIMUA

most common example of nepuogamu. Hambonee TUNMYHBLIM

this is software NpPUMEpPOM ABIIAIOTCS 3aTpaThl Ha

development, or purchase pa3paboTKy NporpaMMHOro

of a software license. obecneyeHnss nu NOKynKky
NNLEH3NIN Ha NporpaMmMHoe
obecneyeHue.

Category KaTeropus A named group of things ViImeHoBaHHasi rpynna kakmx-nmbo
that have something in 06BHEKTOB MMM CYLLHOCTEMN,
common. Categories are MMeLMX YTO-TO obLLiee.
used to group similar things | KaTteropuun ucnonesytortcs gns
together. For example Cost | 06begMHEHUS NOXOXMNX OOBEKTOB.
Types are used to group Hanpumep, Tunel 3atpat
similar types of Cost. MCNoNb3yTCH ANg rpynnupoBKn
Incident Categories are ogHoTuNHbIX 3aTpaT, Kateropun
used to group similar types | MHUMAOEHTOB - OOHOTUMHBIX
of Incident, Cl Types are MHumpeHTos, Tunbl KE -
used to group similar types | ogHOTMNHLIX KOHOUIypaunoHHbIX
of Configuration Item. eanHul.




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009
ITIL® V3 Translation Project

Term [TepmuH] Definition ’ [OnpeneneHne]

Certification Ceptndukaum | Issuing a certificate to OdbopmneHue cepTtudmkara,

e confirm Compliance to a noareepxpgatowiero CoorseTcTeme
Standard. Certification Cranpgaprty. CepTtudukauus
includes a formal Audit by BKIoYaeT B cebs npoBeaeHne
an independent and dopmansHoro AyauTa
Accredited body. The term He3aBMCUMOW N AKKpeanToBaHHOM
Certification is also used to | uHcTaHumen. TepmnH
mean awarding a certificate | CepTudmkauunsa Tarke o3HayaeT
to verify that a person has Bblgady 4Yenoseky cepTudmkara B
achieved a qualification. noaTBEPXXAEHME TOro, YTO 3TOT

yenosek obnagaet onpegeneHHon
KBanudukaumen.

Change N3meHeHne (Service Transition) The (MpeobpasoBaHue ycnyr)
addition, modification or [obaeneHne, moandukaumst unm
removal of anything that yoaneHue 4ero-nmbo, cnocobHoro
could have an effect on IT okasaTb BnusHue Ha UT-ycnyru.
Services. The Scope should | OxBaT gormkeH BkntodaTb Bce UT-
include all IT Services, ycnyru, KoHdurypaumoHHble
Configuration Items, eanHnupl, MNMpoueccl,

Processes, Documentation | JokymeHTauuto un 1.4.
etc.

Change KomuteT no (Service Transition) A (Mpeo6pasoBaHue ycnyr) Npynna

Advisory M3MEHEHUAM group of people that nogemn, KOHCYNbTUPYOLLIMX

Board (CAB) (CAB) advises the Change MeHepxepa no VisameHeHusaM npu
Manager in the BbINOSIHEHUN UM OUEeHKN
Assessment, prioritisation COOTBETCTBMS, NpruopuTesaumm n
and scheduling of Changes. | nnaHnpoBaHusi MIameHeHuin. AToT
This board is usually made | komuteT 0B6bIYHO hopmumpyeTCa U3
up of representatives from npencraBvTenen Bcex
all areas within the IT 3aMHTEPECOBAHHbIX CTOPOH -
Service Provider, the MoctaBwuka UT-ycnyr, BusHeca wn
Business, and Third Parties | TpeTbux CTOPOH, Taknx Kak npoyune
such as Suppliers. MocTaBLumKN.

Change Case | CueHapun (Service Operation) A (MpeobpasoBaHue ycnyr)

M3MEHEHNS technique used to predict MeTtoavka, ucnonbsyemas ons

the impact of proposed
Changes. Change Cases
use specific scenarios to
clarify the scope of
proposed Changes and to
help with Cost Benefit
Analysis.

NpPOrHo3npoBaHusa BnnsHus
NpeanoXeHHbIX VI3ameHeHn.
CueHapuu U3MeHeHuI - 3To
cneundunyeckne Moagenu pasBuTus
COBbITUI, Ncnonb3yemble A
YTOYHEHNS OXBaTa NPEeANOXeHHbIX
MN3meHeHunIn n nomoratouime
BbINOMHUTL AHANN3 BbIroa u
3aTpar.

See Use Case.

CwmoTtpu Takke CueHapuii
NCNonb30BaHusI.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Change UcTtopus (Service Transition) (MpeobpasoBaHue ycnyr)
History M3MEHEHUN Information about all MHdopmauus o6o Bcex
changes made to a N3MEHEHUAX B OTHOLLEHUM
Configuration Item during its | koHkpeTHon KoHdumrypaumoHHom
life. Change History eVHWLbI B TEYEHUN BCEro cpoka
consists of all those Change | ee cnyx6bl (xn3Hu). ctopus
Records that apply to the N3MEHEHMWIN COCTOUT U3 BCEX
ClL. 3anucei 06 3MeHeHMAX
NpUMeEHUTENbLHO K faHHon KE.
Change YnpaBnexue (Service Transition) The (MpeobpasoBaHue ycnyr)
Management nameHeHnsmu | Process responsible for Mpouecc, oTBevatowmn 3a
controlling the Lifecycle of ynpasreHne XXn3HeHHoro umkna
all Changes. The primary Bcex ViameHeHun. MpuoputetHas
objective of Change 3apjaya YnpasrneHust U3MeHeHUSIMU
Management is to enable - cnocobcTBOBaTH peanuaaunm
beneficial Changes to be nonesHbIX NameHeHui ¢
made, with minimum MWUHVMYMOM HapyLUeHWU B
disruption to IT Services. PYHKLMOHMPOBAHMM
npepoctasnsaembix NT-ycnyr.
Change Model | Mogenb (Service Transition) A (MpeobpasoBaHue ycnyr)
peanusauun repeatable way of dealing [MpoBepeHHbIN 1 perynsapHo
N3MEHEHMS with a particular Category of | npumeHsilowmncs cnocob

Change. A Change Model
defines specific pre-defined
steps that will be followed
for a Change of this
Category. Change Models
may be very simple, with no
requirement for approval
(e.g. Password Reset) or
may be very complex with
many steps that require
approval (e.g. major
software Release).

06paboTkn N3meHeHus
onpegeneHHon Kateropuw.
Mopenb peanusauum n3ameHeHUs
onucelBaeT crneyuduryeckne
npegonpeneneHHble Wwaru,
KOTOpbIM HEO6XOAUMO CreaoBaThb
npu obpaboTke VameHeHus
OanHHon Kateropun. Mogenu
peanu3aumm N3MeHeHus MoryT
ObITb O4EHb NPOCTbIMU, HE
copepxawumm TpeboBaHui K
cornacoBaHuto (Hanpumep, cbpoc
napons), NN o4eHb CrIOXHbLIMU, C
BGoNbLIMM KONMYECTBOM 3TanoB
ob6sA3aTenbHOro cornacoBaHus
(Hanpumep, 3Ha4YMMbIN Penua
nporpaMmmMHoOro obecneyeHus).

See Standard Change,
Change Advisory Board.

Cwmotpu Tarke CtaHgapTHoe
M3meHeHue, KomuteT no
N3MEHEHMUAM.
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Change 3anuck 06 (Service Transition) A (MpeobpasoBaHue ycnyr)
Record U3MeHeHun Record containing the 3anuce, cogepxallasn getanbHyto
details of a Change. Each uHdopmaLmio 0o MiameHeHuu.
Change Record documents | Kaxpgast 3anucb 06 nameHeHun
the Lifecycle of a single OOKyMeHTUpyeT XKU3HEHHbIN LK
Change. A Change Record | ogHoro MameHeHus. 3annck 06
is created for every Request | nsmeHeHuun cosgaetcsa ans
for Change that is received, | kaxpgoro nony4yeHHoro 3anpoca Ha
even those that are MN3meHeHne, gaxe ecnu oH
subsequently rejected. BMOCNeACTBUM OTKINOHEH
Change Records should (oTBeprHyT). 3anucb 06 n3mMeHeHun
reference the Configuration | gomkHa cogepxaTe MHGOPMaLMIO
Items that are affected by 0 KoHpurypaumoHHbIX eanHmnuax,
the Change. Change KOTOpble 3aTparnBaeT gaHHoe
Records are stored in the M3meHeHune. 3anucu 06
Configuration Management | nameHeHusx xpaHsarcs B Cucreme
System. yrnpaBneHnsa KoHurypaumsamu.
Change 3anpoc Ha Synonym for Request for CuHoHMM 3anpoca Ha U3MeHeHue.
Request n3mMeHeHve Change.
Change Mpaduk (Service Transition) A (Mpeo6pasoBaHue ycnyr)
Schedule U3MeHeHun Document that lists all [lokyMeHT, B KOTOpOM
approved Changes and nepeyncrieHbl Bce yTBEPXAEHHbIE
their planned V3mMeHeHnsa 1 nx nnaHoBble CPOKU
implementation dates. A BHeapeHus. ['padmk nameHeHunn
Change Schedule is mHoraa HasbiBaT CornacoBaHHbIM
sometimes called a Forward | rpacdomkom nameHeHun, XoTa OH
Schedule of Change, even | Takke cogepXuT uHcgopmaumo ob
though it also contains l3mMmeHeHusaxX, KoTopble yxe
information about Changes | BHegpeHsl.
that have already been
implemented.
Change TexHonornyec | (Service Transition) A (Mpeo6pasoBaHue ycnyr)
Window KOe OKHO AN regular, agreed time when PerynsapHble, 3apaHee
M3MEHEHUN Changes or Releases may onpeaeneHHble 1 corfiacoBaHHble
be implemented with OTpEe3KM BPEMEHU, B TEYEHNe
minimal impact on Services. | kKOTOpbIX BHeAPEHUE VI3MeHeHUN
Change Windows are unu Penun3oB MOXeT ObITb
usually documented in BbINOMIHEHO C MUHMMAaNbHbIM
SLAs. HeraTMBHbIM BO3ENCTBMEM Ha
Yenyrn. TexHonornyeckne okHa
ANs UIBMEHEHN 06bIYHO
dukcnpytotca B CornarueHnsix ob
ypoBHe ycriyru (SLA).
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Charging Bo3wmelieHne | (Service Strategy) (CtpaTernsa ycnyr) C6op
3atpaTt Requiring payment for IT nnatexen 3a UT-ycnyru.
Services. Charging for IT BosamelleHune 3aTtpat Ha UT-ycnyrm
Services is optional, and He saBnsieTcs 06s13aTenbHbIM
many Organisations choose | BUOoOM AessTENBHOCTH, U MHOTUE
to treat their IT Service OpraHusaumm paccmaTpuBairT
Provider as a Cost Centre. MoctaBwwuk UT-ycnyr kak LieHTp
3aTpar.
Chronological | XpoHonoruuec | (Service Operation) A (dxcnnyaraums ycnyr) MeTtoauka,
Analysis KWW aHanus technique used to help ncnonb3yemas 4ns BbiABNEeHUN
identify possible causes of BO3MOXHbIX NPUYNH Kaknx-nnbo
Problems. All available data | Npo6nem. Bce goctynHeie gaHHbIe
about the Problem is o Mpobneme cobupatoTtes un
collected and sorted by date | copTupytoTca no gate u no
and time to provide a BPEMEHM C LIENbI0 onpeaenieHms
detailed timeline. This can nocrnegoBaTenbHOCTU COObITUI BO
make it possible to identify Bcex getansx. Takon nogxon
which Events may have Nno3BosisieTca onpeaenuTb
been triggered by others. BO3MOXHbl€ MPUYNHHO-
CNeACTBEHHbIE CBA3WN MEXAY
CobbITnamu.
Cl Type Tun KE (Service Transition) A (MpeobpaszoBaHue ycnyr)
Category that is used to KaTeropus, koTopas ncnonbayeTcs
Classify Cls. The CI Type ana knaccudukaumm KE. Trn KE
identifies the required onpegenseT, kakme ATpubyTbl 1
Attributes and Relationships | BsaumooTHoLweHust TpebyoTcsa ansi
for a Configuration Record. | 3anucu o KE. OBblYHO nepeyeHb
Common CI Types include: | Tunos KE Bknto4aeT B cebs:
hardware, Document, User | o6opygoBaHue, [JokymMmeHTaLu IO,
etc. Monb3oBaTtenen n 1.n.
Classification Knaccudukay | The act of assigning a [encTBre No oTHECEHMIO Yero-
ms Category to something. nnbo k kakon-nnbo Kateropun.
Classification is used to Knaccudukaumsa ncnonssyercs
ensure consistent ans obecnevyeHust
management and reporting. | nocrnegoBaTeNbHOrO U LLENOCTHOIO
Cls, Incidents, Problems, noaxona B yrnpasneHun un
Changes etc. are usually otyeTHocTU. KE, HUMAEHTHI,
classified. Mpobnemsbl, N3meHeHus u T.0.,
06bIYHO KnaccnuumpyoTcs.
Client Knuent A generic term that means OOBWwMiA TEPMUH, NCMONb3YeMbIN

a Customer, the Business
or a Business Customer.
For example Client
Manager may be used as a
synonym for Account
Manager.

ansa obo3HavyeHus 3akas4uka,
BusHeca nnu brusHec-3akasuuka.
Hanpumep, TepmnH KnneHt-
MeHeaxep MoXeT ObITb
MCMOnb30BaH Kak CUHOHUM Ans
MeHeaxep no pabote ¢
KNMeHTaMu.




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009

ITIL® V3 Translation Project

Term [TepmuH] Definition ’ [OnpeneneHne]
The term client is also used | 3TOT TepMUH Takke UCNoNb3yeTcs
to mean: ansa 06o3HavYeHus:

e A computer thatis o  KomnbloTep, KOTOpbIV
used directly by a User, for | ncnonbsyercs HenocpeacTBeHHO
example a PC, Handheld [Nonb3oBatenem. Hanpumep,
Computer, or Workstation. [MepcoHanbHbIN KOMMbIOTEP,

MopTaTUBHbLIN KOMMLIOTEP UIK
Paboyas ctaHums.

e Thepartofa e  YacTtb NpunoxeHus c
Client-Server Application KNUEHT-CEPBEPHON apXUTEKTYPON,
that the User directly ¢ koTopow Nonb3oBaTtenb
interfaces with. For example | HenocpencTBeHHO
an email Client. B3aMmoaencTByeT. Hanpumep,

noyToBbIN KnneHT.
Closed 3akpbIT (Service Operation) The (Okcnnyarauusa ycnyr)
final Status in the Lifecycle | ®uHanbHbIn CTaTyc B 2KU3HEHHOM
of an Incident, Problem, uunkne NHunperTa, Npobnemsl,
Change etc. When the M3ameHeHusa n T.4. HasHayeHve
Status is Closed, no further | ganHoro CtaTyca He
action is taken. npegnonaraeT ganbHenwen
06paboTkM 06BbEKTA.
Closure 3akpbiTne (Service Operation) The (Okcnnyartauua ycnyr) [encteme
act of changing the Status no npuceoeHuio Ctatyca
of an Incident, Problem, WHumaeHTy, MNpobneme,
Change etc. to Closed. VameHeHuo 1 T.0., 3Ha4YeHus
3akphbIT.
COBIT COBIT (Continual Service (MocTosiHHOE yny4ylieHue ycnyr)
Improvement) Control Control Objectives for Information
Objectives for Information and related Technology (COBIT)
and related Technology ABNAETCH PYKOBOACTBOM U JlyyLluen
(COBIT) provides guidance | npakTukorn no ynpaeneHuo NT-
and Best Practice for the npoueccamn. COBIT ony6nukoBaH
management of IT IT Governance Institute. bonee
Processes. COBIT is noapobHO CMOTPU Takke
published by the IT http://www.isaca.org/
Governance Institute. See
http://www.isaca.org/ for
more information.
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Term

Code of
Practice

[TepmuH]

CBopg npakTuk

Definition

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

’ [OnpeneneHne]

PykoBoasiLnin OOKYMEHT,
BbIMYLLEHHbIA rOCYAapCTBEHHbLIM
opraHom nnun OpraHusauuen no
ctaHgapTam, Takon kak ISO nnn
BSI. MHorne CtaHgapTbl COCTOSIT
n3 Coga npakTuk n
Cneuundomkaumnn. Ceog 3HaHWUN
ONUCbIBAET peKOMeHAYyeEMbIE
Jlyqwne npaktmku.

Practice.
Cold Standby | XonogHoe Synonym for Gradual CwuHoHuMm MNocTteneHHoro
pesepBupoBaH | Recovery. BOCCTaHOBIEHNSI.
ne

Commercial [oToBbIE (Service Design) (MpoekTupoBaHue ycnyr)

off the Shelf peLueHus Application software or MpunoxeHue unu Ceasytowlee IO,

(COTS) (COTS) Middleware that can be KOTOpOE MOXET ObITb 3aKyMneHo y
purchased from a Third TpeTben CTOPOHbI.

Party.

Compliance CootBetctBue | Ensuring that a Standard or | O6ecneveHne yBepeHHOCTU B TOM,
set of Guidelines is yTo cobntogaetca CtaHAapT wUnu
followed, or that proper, Habop PykoBoasiLMX JOKYMEHTOB,
consistent accounting or UNN B NOSTHOTE U LLeNOCTHOCTH
other practices are being yJyeTa 4yero-nvbo, nnu B
employed. NCNonb30BaHUKU onpeneneHHbIX

YCTaHOBIEHHbIX NpaBusl.

Component KomMnoHeHT A general term that is used | OB TEPMUH, KOTOPLIN

to mean one part of
something more complex.
For example, a computer
System may be a
component of an IT Service,
an Application may be a
Component of a Release
Unit. Components that need
to be managed should be
Configuration ltems.

ncnonb3yeTtcsa ana 06o3HaveHus
OLHOW 4acCTh Yero-nmbo CrOXHOro,
KomnnekcHoro. Hanpumep,
KomnbloTepHas Cucrema mMoxeT
ObITb KOMNOHEHTOM UT-ycnyru,
MpunoxeHne MoxeT 6bITb
KOMMOHEHTOM EanHMLbI penuaa.
KoMMoHeHThI, KoTopble
HeobxoauMOo KOHTPONMPOBaTb,
JOMKHbI ObITb
KoHurypaumoHHbIMK eanHuLamu.
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Component YnpaBnexuve (Service Design) (MpoekTupoBaHue ycnyr)

Capacity MOLLHOCTSMU (Continual Service (MocTosiHHOE yny4lieHue ycnyr)

Management KE (CCM) Improvement) The Process | lNpouecc, oTBevaroLmn 3a

(CCM) responsible for noHnmaHue MoluHocTu, 3arpysku u
understanding the Capacity, | lNponssoguTensHocTh of
Utilisation, and KoHgUMrypaumoHHbIX eguHunL.
Performance of [aHHble, Heobxoanmble Ans
Configuration ltems. Data is | coctaBneHus lNnaHa obecneveHus
collected, recorded and MOLLHOCTeN cobupatoTces,
analysed for use in the perncTpupyoTcs u
Capacity Plan. aHanuanpyoTcs.
See Service Capacity CwmoTpu Takke YnpaBneHune
Management. MOLLIHOCTSIMU YCIYTW.

Component Cl | KoMnoHeHT (Service Transition) A (MpeobpasoBaHue ycnyr)

coctaBHon KE

Configuration Item that is
part of an Assembly. For
example, a CPU or Memory
Cl may be part of a Server
Cl.

KoHdurypaumoHHas egmHmua,
KoTopas SIBNsSieTCHA YacTbto
CoctaBHon KE. Hanpumep, KE
Tvina "Uny" vnm "Mamars" moryt
ObITb cocTaBHOM YacTbio KE Tvna
"Cepaep".

Component AHanus (Service Design) A (MpoekTupoBaHue ycnyr)
Failure Impact | BnusaHus technique that helps to MeTtoauka, koTopas nomoraeT
Analysis cboesB identify the impact of ClI onpegenutb BNnsiHve cbos B
(CFIA) komnoHeHToB | failure on IT Services. A pabote KE Ha UT-ycnyru.
(CFIA) matrix is created with IT Cospnaetcs matpuua ¢ UT-
Services on one edge and ycnyramu no ogHon ctopoHe u KE
Cls on the other. This no Opyrom CTopoHe. 310
enables the identification of | no3BonseT BbIABUTL KpUTUYHBIE KE
critical Cls (that could cause | (koTopble MOryT GbITb NPUYNHOWN
the failure of multiple IT cbosi B npegocTaBneHnmn
Services) and of fragile IT MHoxecTBa UT-ycnyr) un yssBuMble
Services (that have multiple | UT-ycnyru (koTopble nmetot
Single Points of Failure). MHOXeCTBO EAMHbIX TOYeK oTkasa).
Computer KomnbtoTepHo | (Service Operation) CTlis | (Okcnnyartauusa ycnyr) CTI -
Telephony -TenedoHHasi | a general term covering any | obLuii TEPMUH, NPUMEHSIEMbIV K
Integration MHTEerpaums kind of integration between | nio6omy TNy MHTErpaLUn mMexagy
(CTI) (CTI) computers and telephone KOMMbIOTEPHBLIMU U TENEOHHbIMN

Systems. It is most
commonly used to refer to
Systems where an
Application displays
detailed screens relating to
incoming or outgoing
telephone calls.

Cuctemamm. O6bI4HO
NCronb3yeTcsi B OTHOLLEHUN
CucTtem, BKIOYaOLMX
MpunoxeHus, oTobpaxatoLine
noapobHyto MHpopmaumo o
BXOASALLMX U UCXOASALLIMX 3BOHKAX
Ha aKpaHe.




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009
ITIL® V3 Translation Project

Term [TepmuH] Definition ’ [OnpeneneHne]
See Automatic Call CmoTpu Takke ABTOMaTU4eckoe
Distribution, Interactive pacrnpegeneHne 3BOHKOB,
Voice Response. MHTepakTuBHas ronocosas
cuctema.
Concurrency MapannenbHo | A measure of the number of | KonuuecTtBo (moporoBsoe, 3agaHHoe
CTb Users engaged in the same | nnu namepeHHoe) MNonb3oBatenen,
Operation at the same time. | 3agencTBOBaHHLIX B BbINOSIHEHU
ofHom n Ton xe Onepauun B oguH
MOMEHT BPEMEHMN.
Confidentiality | KoHdwmaoeHuma | (Service Design) A security | (lMpoektupoBaHue ycnyr) OguH
NbHOCTb principle that requires that 13 npuHUMNoB 6e3onacHoCTy,
data should only be KOTOpbIN TpebyeT, YTOObLI JOCTYN K
accessed by authorised JaHHbIM MMenn TONbKO
people. aBTOPWU30BaHHbIE MOaMN.
Configuration KoHdpurypaum | (Service Transition) A (MpeobpasoBaHue ycnyr) O6wun
A generic term, used to TEPMUH, UCNONb3yeMbli AN
describe a group of onucaHusa rpynnbl
Configuration Items that KoHurypaumoHHbIX eanHuL,
work together to deliver an KOTopble OYHKUMOHNPYIOT
IT Service, or a COBMECTHO ANnd NpedocTaBneHuns
recognizable part of an IT WT-ycnyr, unu obpasytot cobon
Service. Configuration is onpegeneHHyto yactb UT-ycnyr.
also used to describe the KoHdurypaums Takke
parameter settings for one ncnonb3yeTtcs ana 006o3HavyeHus
or more Cls. Habopa napameTpoB (HacTpoek)
onHou unu 6onee KE.
Configuration BbaszoBoe (Service Transition) A (MpeobpasoBaHue ycnyr)
Baseline COCTOSIHNE Baseline of a Configuration | Ba3soBoe coctosiHne
koHdurypauum | that has been formally KoHdurypaumm, kotopoe 661510
agreed and is managed dopmarnsHO cornacoBaHo n
through the Change HaxoAMTCA Nog, KOHTpoOsieM
Management process. A npowecca YnpasneHus
Configuration Baseline is nameHeHusiMn. basosoe coctosiHme
used as a basis for future KOHUrypauum ncnonb3yeTcs Kak
Builds, Releases and ocHoBa ans oyayumx COopok,
Changes. PenunaoB n MameHeHunn.
Configuration KoHTponb (Service Transition) The (MpeobpasoBaHue ycnyr)
Control koHdurypauum | Activity responsible for [earenbHOCTb, OTBEYaloLLlas 3a To,

ensuring that adding,
modifying or removing a Cl
is properly managed, for
example by submitting a
Request for Change or
Service Request.

4yTO ynpaeneHve gobaBneHnem,
MoauduKaumen unu yaaneHmem
KE BbINONHAETCA OOMKHBIM
obpasom, Hanpumep, Yepes
odopmIieHne 3anpocoB Ha
N3MeHeHus unu 3anpocoB Ha
obcnyxvBaHue.
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Configuration UpeHtudmkay | (Service Transition) The (MpeobpasoBaHue ycnyr)
Identification ms Activity responsible for [earenbHOCTb, OTBEYaloLLas 3a
koHdurypauwmm | collecting information about | c6op nHdopmaumm o
Configuration Items and KoHurypaumoHHbIX eanHmuax un
their Relationships, and nx BaanmooTHOLLEHUsIX, 1 BBOS,
loading this information into | aTon nigopmauumn 8 CMDB.
the CMDB. Configuration VaeHTudukaumsa koHdpurypauum
Identification is also TakKe OTBeYaeT 3a MapKMpoOBKY
responsible for labelling the | camux KE ansa toro, 4to6bl
Cls themselves, so that the | cootBeTcTBYIOLWME Banucu o KE
corresponding MOXHO 6bIno nerko Hant B8 CMDB.
Configuration Records can
be found.
Configuration KoHdpurypaum | (Service Transition) Any (Mpeo6paszoBaHue ycnyr) Jliobor
Item (CI) OHHas Component that needs to KOMMOHEHT, KOTOpPbLIN Hy)XaaeTcs B
eavHuua (KE) | be managed in order to ynpasneHnn ans Toro, YToobl
deliver an IT Service. npepoctasnate NT-ycnyry.
Information about each Cl is | UHdopmaums o kaxagon KE
recorded in a Configuration | peructpupyetcsa B oopme 3anucu
Record within the o KE B Cucteme ynpaBneHusi
Configuration Management | koHurypaumsamm un
System and is maintained COMpPOBOXAAeTCH B TeYEHWE BCEro
throughout its Lifecycle by YKnsHeHHOro yukna npoueccom
Configuration Management. | YnpaBneHus koHdurypaumamm. KE
Cls are under the control of | HaxogaTcs nog KOHTporem
Change Management. Cls YnpaBneHus n3aMeHeHUsIMMU.
typically include IT TunnyHeiMy npumepamu KE
Services, hardware, asnsatca UT-ycnyry,
software, buildings, people, | obopynoBaHue, nporpammHoe
and formal documentation obecneyeHue, 3gaHus, noam u
such as Process OOKYMeHThI, Takune Kak lNpoueccHas
documentation and SLAs. [okymeHTaumsi u CornawleHusi oo
ypoBHe ycnyr (SLA).
Configuration | Ynpasnenwue (Service Transition) The (MpeobpasoBaHue ycnyr)
Management KoHdurypauusa | Process responsible for Mpouecc, oTBevatowun 3a
MU maintaining information ynpasrneHne nHopmaumen o

about Configuration Items
required to deliver an IT
Service, including their
Relationships. This
information is managed
throughout the Lifecycle of
the Cl. Configuration
Management is part of an
overall Service Asset and
Configuration Management
Process.

KoHurypaumoHHbIX eanHuuax,
HeobOxoaumon Ans
npepocTasnenus NT-ycnyr,
BKNtovasi ux BaanmooTHoLLeHus.
OTa uHpopMaLmsa KOHTPONUPyeTCs
B TeyeHue Bcero KN3HeHHoro
uukna KE. YnpaesneHue
KOHUrypaunsamm siBnsietcs
yacTblo 6onee obuero lNpouecca
YnpaBneHust akTuBamu u
KOHpurypaumsmm.
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Configuration basza gaHHbIx | (Service Transition) A (Mpeo6pasoBaHue ycnyr) basa
Management ynpaBneHuns database used to store OaHHbIX, ucrnonb3yemasa ang
Database koHdurypaums | Configuration Records xpaHeHus 3anucen o KE Ha Bcem
(CMDB) mu (CMDB) throughout their Lifecycle. NPoTsXeHUU nx KN3HeHHOro
The Configuration uukna. Cuctema ynpasneHus
Management System KOHpurypauusamm ynpasnsaet
maintains one or more onHow n 6onee CMDBs, 1 kaxpgas
CMDBs, and each CMDB CMDB xpaHut ATpnbyTthl KE, 1
stores Attributes of Cls, and | BaanmooTtHoweHus ¢ gpyrumm KE.
Relationships with other
Cls.
Configuration | Cuctema (Service Transition) A set | (Mpeo6pa3oBaHue ycnyr) Habop
Management ynpaBneHusi of tools and databases that | uHCTpymMeHTOB 1 6a3 AaHHbIX,
System (CMS) | koHdurypauusa | are used to manage an IT KOTOpble NCMOMb3YHTCA NS
mu (CMS) Service Provider's yrnpaBneHnsa gaHHbIMKU O
Configuration data. The KoHdpurypaumsax NocTtasLmkom
CMS also includes NT-ycnyr. CMS Takke cogepxut
information about Incidents, | nHdopmaumio o MHumaeHTax,
Problems, Known Errors, Mpobnemax, M3BecTHbIX owmnbkax,
Changes and Releases; M3ameHeHuax n Penusax; n moxet
and may contain data about | cogepxaTb AaHHbIE O
employees, Suppliers, coTpyaHukax, lNocrasLumkax,
locations, Business Units, MecTononoxeHusx, busHec-
Customers and Users. The | eanHuuax, 3akasumkax u
CMS includes tools for Monb3oaTtensx. CMS BkntoyaeT B
collecting, storing, cebs MHCTpyMeHThI Ans cbopa,
managing, updating, and XpaHeHwus, ynpasreHus,
presenting data about all 06HOBNEHMA N NPeaACTaBNeHNs
Configuration Items and nMHpopMaumm 060 Bcex
their Relationships. The KoHguMrypaumoHHbIx eguHuLax n
CMS is maintained by nx BaanmooTHoweHusix. CMS
Configuration Management | Haxogutcs nog ynpaBneHnemM
and is used by all IT Service | npouecca YnpasneHus
Management Processes. KOHUrypaumsMu 1 Ucnosnb3yeTcs
Bcemu lNMpoueccamn YnpasneHus
UT-ycnyramu.
See Configuration CmoTpu Tarke basa gaHHbIX
Management Database, yrnpaBneHns KoHurypaumsamu,
Service Knowledge CucTtema ynpaBreHus 3HaHUsIMu
Management System. no ycrnyram.
Configuration | 3anuce o KE (Service Transition) A (MpeobpasoBaHue ycnyr)
Record Record containing the 3anucb, cogepallas geTtanbHyto

details of a Configuration
Iltem. Each Configuration
Record documents the
Lifecycle of a single CI.
Configuration Records are
stored in a Configuration
Management Database.

UHpopmMaumio o
KoHdurypaumnmoHHon eguHmue.
Kaxgas 3anuck o KE
DOKYMeHTUpYeT XKU3HEHHbIN LUK
eauHcTBeHHon KE. 3anucn o KE
xpaHatcsa B base gaHHbIX
ynpaBneHns KoHdurypaumsamu.
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Configuration CtpykTypa (Service Transition) The (MpeobpasoBaHue ycnyr)
Structure KoHdurypauum | hierarchy and other Wepapxunyeckne n gpyrme
Relationships between all B3anmooTHOLeHWA Mexay BceMu
the Configuration ltems that | KondwurypaumoHHbiMmn egnHilamu,
comprise a Configuration. KOTOpble obpa3ytoT
KoHdourypauuto.
Continual MocTosiHHOE (Continual Service (MocTosiHHOE yrnyuleHune ycnyr)
Service ynydweHune Improvement) A stage in Cragns XXusHeHHoro uukna UT-
Improvement | ycnyr (CSI) the Lifecycle of an IT ycnyru, a Takke HassaHne ogHou
(CSI) Service and the title of one | n3 6asoBbix nybnukaumn ITIL.
of the Core ITIL
publications.
Continual Service [MocTosiHHOE ynydlieHne ycnyr
Improvement is responsible | oTBeyaeT 3a ynpasneHve
for managing improvements | ynyJyweHusmu
to IT Service Management (coBepLueHCTBOBaHUEM) B
Processes and IT Services. | lNpoueccax Ynpaenenus NT-
The Performance of the IT ycnyramu u npegoctasneHmmn UT-
Service Provider is ycnyr. [pon3BoAnTENbHOCTb
continually measured and MoctaBwwmka NT-ycnyr NOCTOAHHO
improvements are made to | nsmepsietcs, n paspabaTtbiBaloTCs
Processes, IT Services and | mepbl No yny4weHuto MNMpoueccos,
IT Infrastructure in order to UT-ycnyr n UT-nHdbpactpykTypbl C
increase Efficiency, Lenbto
Effectiveness, and Cost yBennyeHnst OcppeKkTMBHOCTH,
Effectiveness. PesynbTatmsHocTv 1
OdhdhekTnBHOCTM 3aTpaT.
See Plan-Do-Check-Act. CwmoTpu Takke NnaHmpoBaHue —
BbinonHeHue — NposBepka —
Koppektuposka (PDCA).
Continuous HenpepbiBHasi | (Service Design) An (MpoekTnpoBaHue ycnyr) Noaxop
Availability OOCTYMNHOCTb approach or design to K MPOEKTMpOBaHWeE, HanpaBeHHbIN
achieve 100% Availability. A | Ha goctmxeHne 100%
Continuously Available IT HoctynHocTn. HenpepbiBHO
Service has no planned or poctynHasa UT-ycnyra He umeeTt
unplanned Downtime. NsaHoOBOro UM BHENSIaHOBOTO
[MpocTos.
Continuous HenpepbiBHasa | (Service Design) An (MpoekTupoBaHue ycnyr) lNMogxosa
Operation akcnnyataums | approach or design to K MPOEKTMPOBAHUIO,

eliminate planned
Downtime of an IT Service.
Note that individual
Configuration ltems may be
down even though the IT
Service is Available.

HanpaBreHHbIA Ha yCTpaHeHne
nnaHosbIx Mpoctoes NT-ycnyr.
3ameuaHue: oTaenbHas
KoHdurypaunoHHasa eguHuua
MOXeT ObITb OTKIMOYEHA, B TO
Bpems kak NT-ycnyra saensetcs
HocTynHomn.
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Contract Horosop A legally binding Agreement | CornaiwueHne mexagy AByMs 1
between two or more Honee cTtopoHamu, nvetLlee
parties. IOPUONYECKYIO Cuny.

Contract MopTtdhens (Service Strategy) A (CtpaTterus ycnyr) basa faHHbIX

Portfolio J0roBopoB database or structured UNU CTPYKTYPUPOBaHHbIN
Document used to manage | [lokyMeHT, ucnonb3yemslin Ans
Service Contracts or ynpaeneHunsa [loroBopamu Ha
Agreements between an IT | okazaHue ycnyr nnm
Service Provider and their CornalwueHunsimm mexay
Customers. Each IT Service | MNMocTtaswmkamu UT-ycnyr n nx
delivered to a Customer 3akasumkamu. Kaxxgon UT-ycnyre,
should have a Contract or npegocTaBnsiemMas 3akasuuky,
other Agreement which is [OJSKEH cooTBeTCcTBOBaTh [JoroBop
listed in the Contract unu gpyroe CornawiueHve,
Portfolio. ynomsiHyThle B [NopTdene

[0roBOpPOB.
See Service Portfolio, CwmoTpu Takke MopTdens ycnyr,
Service Catalogue. KaTanor ycnyr.

Control KoHTponb A means of managing a Cnocob ynpasnexus Puckom,
Risk, ensuring that a obecneynBaloLLMA JOCTUXKEHNE
Business Objective is BusHec-uenel nnun cobnoaeHne
achieved, or ensuring that a | npasun n npoueayp lMNMpoueccam.
Process is followed. Mpumepom KoHTpornen moryT
Example Controls include cnyxuTtb MNonutukk, MNpoueaypsl,
Policies, Procedures, Roles, | Ponu, gnckosbin maccus (RAID),
RAID, door-locks etc. A OBepHble 3aMku U T.M. KoHTponem
control is sometimes called | nHorga HasbiBaloT KOHTpMepy unu
a Countermeasure or OoXpaHy.
safeguard.

Control also means to KoHTponb Takke o3HavaeT
manage the utilization or ynpaeneHne Ucrnosb3oBaHUeM Unm
behaviour of a nosegeHnem KoHumrypaumoHHbIX
Configuration Item, System | eguHnu, Cuctem unm UT-ycnyr.

or IT Service.

Control COBIT See COBIT. Cwmotpu Takke COBIT.

Objectives for

Information

and related

Technology

(COBIT)
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Control MepcnektnBa | (Service Strategy) An (Ctpaterus ycnyr) Nogxopn kK
perspective KOHTpONS approach to the ynpasnenuto NT-ycnyramu,
management of IT Services, | MNpoueccamu, PyHKLMAMMY,
Processes, Functions, AktmnBamu 1 1.n. MoxeTt
Assets etc. There can be CyLLecTBOBaTb HECKOJbKO Pa3sHbIX
several different Control [MepcnekTnB KOHTPOSA A5 O4HOW
Perspectives on the same n Tou xe UT-ycnyru, MNpouecca u
IT Service, Process etc., T.4. OTO NO3BOMSAET pasHbIiM
allowing different individuals | niogam n komangam
or teams to focus on what is | dhokycupoBaTbCa MMEHHO Ha TOM,
important and relevant to YTO BaXXHO MMM CYLLECTBEHHO AN
their specific Role. Example | ux cneumdwuyeckon Ponu.
Control Perspectives Mpumepamun NMepcnekTnB KOHTPOS
include Reactive and MOryT cnyxutb PeakTtneHoe 1
Proactive management [NpoakTnBHOE ynpasneHve B
within IT Operations, or a pamkax OnepaumoHHOro
Lifecycle view for an ynpasnenuna UT, unu B3rnsaa Ha
Application Project team. KnsHeHHbIn umkn NMpunoxeHue co
CTOPOHbI kKoMaHAb! NpoekTa.
Control Mpouecchbl The ISO/IEC 20000 'pynna npoueccos B ISO/IEC
Processes rpynnbl Process group that includes | 20000, koTopas cocTouT 13
KOHTpOnA Change Management and YnpaeneHnsa U3sMeHeHUsMu 1
Configuration Management. | YnpasneHusi KoHUrypaunsamm.
Core Service BasoBas (Service Strategy) An IT (Crparterus ycnyr) UT-ycnyra,
ycnyra Service that delivers basic KOTOpbI NpegocTaBnsaeT 6a3oBble
Outcomes desired by one Beixodbl (pesynbTathl),
or more Customers. Heobxoaumble OgHOMY UMK
HECKONbKNM 3akasuuky.
See Supporting Service, CwmoTpm Takke BecnomorarensHas
Core Service Package. ycnyra, [NakeT 6a30BbIX ycnyr.
Core Service Maket (Service Strategy) A (CtpaTernsa ycnyr) [letanbHoe

Package 6a3oBbix ycnyr | detailed description of a onucanune Basoso ycnyru,

(CSP) (CSP) Core Service that may be KOTOpPOE MOXET pa3feneHo Mexay
shared by two or more OByms n 6onee NakeTamu ypoBHS
Service Level Packages. ycnyr.
See Service Package. CwmoTpu Takke NMakeT ycnyru.

Cost 3aTpaTsbl The amount of money spent | Cymma geHer, nspacxogoBaHHbIX

on a specific Activity, IT
Service, or Business Unit.
Costs consist of real cost
(money), notional cost such
as people's time, and
Depreciation.

Ha onpefeneHHyto [leatensHoCTb,
UT-ycnyry nnun busHec-egunnuy.
3aTpatbl COCTOAT M3 pearnbHbIX
3aTparT (AeHbru), yCcrioBHbIX 3aTpar
(Takux kak cToumocTb paboyero
BpEMeHM ntogen) n AMopTtusauun.
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Term

Cost Benefit
Analysis

[TepmuH]

AHanu3a BbIroa
n 3aTpart

Definition

An Activity that analyses
and compares the Costs
and the benefits involved in
one or more alternative
courses of action.

’ [OnpeneneHne]

[eatenbHOCTb, B paMKax KOTOpOW
aHanM3upyTca U CpaBHMBAKOTCS
3aTparthbl 1 BeIrobl OT peanusauum
0N OHOrO UINN HECKOSbKMX
anbTEepPHaTUBHbIX BAPMAHTOB
OEeNCTBUN.

See Business Case, Net
Present Value, Internal
Rate of Return, Return on
Investment, Value on
Investment.

CwmoTpun Takke busHec-kelic,
YuncTtasn npvBegeHHasi CTOMMOCTb,
BHyTpeHHsas Hopma npubbinu,
BosBpaT nHBecTuumn,
[JobaBneHHas LEeHHOCTb OT
VHBECTULMNA.

Cost Centre

LleHTp 3aTpar

(Service Strategy) A
Business Unit or Project to
which Costs are assigned.
A Cost Centre does not
charge for Services
provided. An IT Service
Provider can be run as a
Cost Centre or a Profit
Centre.

(CtpaTerunsa ycnyr) busHec-
eauHuua unm MNpoekT, Ha KoTopble
oTHocaTca 3atpatbl. LieHTp 3atpat
He nony4aet onnary 3a Ycnyru,
KOTOpble OH NpefoCcTaBnseT.
MoctaBwumk NT-ycnyr moxeT ObiTb
LleHTpom 3aTpat unu LieHTpom
npuobInu.

Cost
Effectiveness

OdhpekTnBHOC
Tb 3aTpar

A measure of the balance
between the Effectiveness
and Cost of a Service,
Process or activity, A Cost
Effective Process is one
which achieves its
Objectives at minimum
Cost.

Mepa 6anaHca mexagy
PesynbTtatMBHOCTBIO U 3aTpaTamu
Ha Ycnyry, [Npouecc nnn
HeaTtenbHocTb. Mpouecc,
aPEKTMBHBIN NO 3aTpaTam - 3TO
Takomn npowecc, KOTopbIn
pocturaet ceomx Llenen ¢
MUHUMarnbHbIMK 3aTpaTamu.

See KPI, Return on
Investment, Value for
Money.

CwmoTtpu Takke KPI, BosspaT
nHBecTUUMin, COOTHOLLEHWE LieHa-
KayecTBo.
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Cost Element | OnemeHT (Service Strategy) The (Ctpaternsa ycnyr) Kateropus
3aTpart middle level of category to CpeAHero ypoBHsi, No KOTOPOW

which Costs are assigned in | pasHocsaTcs 3aTpatbl B
Budgeting and Accounting. | BrogxeTtupoBaHuu 1 YueTe 3aTpart.
The highest level category KaTteropusa BepxHero ypoBHs - Tun
is Cost Type. For example a | 3aTtpaT. Hanpumep, Tun 3atpat
Cost Type of “people” could | “nepcoHan” MOXeT COCTOATb M3
have cost elements of Takux OrieMEHTOB 3aTparT, Kak
payroll, staff benefits, Bapnnarta, NMpemuun, ObyyeHue,
expenses, training, overtime | lNepepaboTku, TekyLiue pacxonbl 1
etc. Cost Elements can be T.N. QNemMeHTbl 3aTpaT MOoryT GbITb
further broken down to give | pa3buTbl Ha EguHuubl 3aTtpar.
Cost Units. For example the | Hanpumep, OnemeHT 3atpar
Cost Element “expenses” “Tekywime pacxogbl" MOXeT
could include Cost Units of | coctoaTb 13 Takmx EanHuny 3aTpar,
Hotels, Transport, Meals kak OTtenu, TpaHCNopTHbIE
etc. pacxogbl, NMutanne n 1.4.

Cost YnpaBnexuve (Service Strategy) A (CtpaTernsa ycnyr) O6wmn

Management 3aTpaTtamu general term that is used to | TepMuH, nCnonNb3yemblit
refer to Budgeting and NPUMEHUTENBHO K
Accounting, sometimes BrogxeTnpoBaHuio 1 YueTy 3aTpar,
used as a synonym for W MHOTAa, Kak CUHOHUM
Financial Management YnpaBneHus prHaHcamum.

Cost Type Twn 3atpar (Service Strategy) The (CtpaTterus ycnyr) Kateropus
highest level of category to | BepxHero ypoBHsi, No KOTOpOW
which Costs are assigned in | pasHocsaTcs 3aTpatbl B
Budgeting and Accounting. | BrogxeTtnpoBaHum n YyeTe 3aTpar.
For example hardware, Hanpumep, obopygosaHue,
software, people, nporpaMmmHoe obecneyeHue,
accommodation, external nepcoHan, pasmeLleHne, BHeLlHe
and Transfer. n TpaHcdep.
See Cost Element, Cost CmoTpu Takke QnemeHT 3aTpar,
Type. Twn 3aTpar.

Cost Unit EaovHuua (Service Strategy) The (CtpaTernsa ycnyr) Kateropus

3aTpart lowest level of category to HWXHEro YpOBHS, NO KOTOPOW

which Costs are assigned,
Cost Units are usually
things that can be easily
counted (e.g. staff numbers,
software licences) or things
easily measured (e.g. CPU
usage, Electricity
consumed). Cost Units are
included within Cost
Elements. For example a
Cost Element of “expenses”
could include Cost Units of
Hotels, Transport, Meals
etc.

pasHocaTca 3aTpaThl. EQuHMLbI
3aTpart - 3T0 006bIYHO NEerko
ncuncnvMMmble (Hanpvmep,
YNCMNEHHOCTb COTPYAHMKOB,
KOnm4ecTBO nuueHsuin Ha MO) nnu
namepumble 00BLEKTLI (Hanpumep,
3arpyska LIy, notpebneHHas
anekTpoaHeprus). EauHnuel 3aTtpat
ABMNSAIOTCA COCTABHbLIMY YaCTAMU
OnemMeHTOB 3aTpar.
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See Cost Type. CwmoTpu Takke Tun 3atparT.
Countermeasu | KoHTpmepa Can be used to refer to any | MoxeT 6bITb UCNONb30BaHO B
re type of Control. The term OTHoLeHun ntoboro Buaa
Countermeasure is most KoHTpons. OToT TepMuH Hanbonee
often used when referring to | yacto ucnonesyetcs
measures that increase NPUMEHUTENBHO K MepaM, KoTopble
Resilience, Fault Tolerance | noBbilWalOT YCTONYMBOCTD,
or Reliability of an IT OTKa30yCTONYMBOCTb UMK
Service. HapexHoctb UT-ycnyru.
Course Koppektupyto | Changes made to a Plan or | MiameHeHus B [naHe nnm
Corrections e mepbl Activity that has already [esaTensHoOCTH, KOTOpbIE YXe
started, to ensure that it will | BeinonHsATCA. 3TN N3meHeHus
meet its Objectives. Course | Heobxoanmbl Ang Toro, YTobbI
corrections are made as a obecneunTb JOCTKEHUE
result of Monitoring noctaeneHHbIx Llenen.
progress. KoppekTupytoLime mepbl
paspabaTbiBaloTcs no
pesynbtatam MoHUTOpUHra
UCMONHEHNS.
CRAMM CRAMM A methodology and tool for | MeTogonorua n MHCTpYMeHT Ans
analysing and managing aHanusa n ynpasneHuns Puckamu.
Risks. CRAMM was CRAMM 6bin0 paspaboTaHo
developed by the UK MpaButenscTBOoM
Government, but is now Benukobputanum (UK
privately owned. Further Government), HO B HacToALLMUIA
information is available from | MmomeHT sBNAeTCA YacTHON
http://www.cramm.com/ COOCTBEHHOCTLIO.
HononHuTtensHas uHopmaums
OOCTynHa Ha cante
http://www.cramm.com/.
Crisis AHTukpuancHo | The Process responsible for | MNMpouecc, oTBevatowmii 3a
Management € ynpaeneHve | managing the wider ynpasneHne HenpepbiBHOCTbLIO

implications of Business
Continuity. A Crisis
Management team is
responsible for Strategic
issues such as managing
media relations and
shareholder confidence,
and decides when to invoke
Business Continuity Plans.

On3Heca B CaMOM LLUMPOKOM
cMmbicne. KomaHga
AHTUKPU3NCHOIO ynpaBrneHus
oTBeyvaeT 3a Ctparternyeckue
BOMPOCHI, Takne Kak ynpaerneHue
B3aUMOZENCTBMEM CO CpeACTBaMMU
MacCcoBOW UHopmaLmm 1
OOBEepUeM akUMOHepPOB, a Takke
NPUHUMAaET peLueHne 06
nHuumaumm MNnaHoB obecneveHust
HenpepbIBHOCTM GusHeca.
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Critical Kputnyeckni Something that must CobbITne, koTopoe ob6a3aTenbHO
Success dakTop happen if a Process, OOMKHO NPON30NTH, €CNN
Factor (CSF) ycnexa (CSF) | Project, Plan, or IT Service | lNMpouecc, lNpoexT, MNnaH, nnm UT-
is to succeed. KPIs are ycnyra peanusyetca ycnewwHo. KPI
used to measure the NCMOMb3YTCA ANA U3MEPEHNS
achievement of each CSF. [JOCTWXEHUS Kaxkgoro
For example a CSF of Kputnyeckoro caktopa ycnexa
"protect IT Services when (CSF). Hanpumep, CSF "3awumTa
making Changes" could be | UT-ycnyru Bo Bpemsa peanunsaumm
measured by KPIs such as | VameHeHus" moxeT GbITb M3MepeH
"percentage reduction of Takumm KPI, kak "ymeHbLueHne
unsuccessful Changes", KOnM4yecTBa HeyCneLHbIX
"percentage reduction in M3meHeHun B npoueHTax",
Changes causing Incidents" | "npoueHTHOE YyMeHbLLEHNE
etc. Konunyectsa ameHeHun,
npvBeALINX K BO3HNKHOBEHUIO
MHumpeHToB" 1 T.N.
Culture KynbTypa A set of values that is Habop ueHHocTen, obwmnx ans
shared by a group of rpynnbl SIl0AEN, BKoYas
people, including OXMaaHus B OTHOLLEHMMN
expectations about how noBseaeHus nogemn, odWHOCTb
people should behave, naen, yoexxaeHumn n npakTuk.
ideas, beliefs, and
practices.
See Vision. CwmoTpu Tarke BugeHwe.
Customer 3akas4uk Someone who buys goods | lNMokynatens ToBapoB Uiy YCnyr.
or Services. The Customer | 3akasuuk ans MNoctaBwuka NT-
of an IT Service Provideris | ycnyr - 370 4enosek nnu rpynna
the person or group who niogen, kKotTopble onpegensioT u
defines and agrees the cornacoBbiBatoT Llenesble
Service Level Targets. The | nokasatenb ypOBHs ycnyru.
term Customers is also TepMmuH 3akasunkm Takke nHorga
sometimes informally used | ucnone3yetcs ans 0603HayYeHNs
to mean Users, for example | lNonb3oBartenen, HanpMmep B
"this is a Customer KOHTEKCTe "KIMeHTOo-
focussed Organisation". opveHTnpoBaHHon OpraHusaummn”.
Customer MopTtdhens (Service Strategy) A (CtpaTterus ycnyr) basa faHHbIX
Portfolio 3aKa34ynKoB database or structured UK CTPYKTYPUPOBAaHHbIN

Document used to record all
Customers of the IT Service
Provider. The Customer
Portfolio is the Business
Relationship Manager's
view of the Customers who
receive Services from the IT
Service Provider.

[okyMeHT, ncnonb3dyemble ons
XpaHeHus nHdopmMauum 060 Bcex
3akasymkax MNoctaswmka UT-
ycnyr. Noptdens 3akaszynkos - 310
B3rnag Menegxepa no
B3aUMOOTHOLLEHMAM C BU3HECOM
Ha 3aka3uyMKoB, KOTOpbIE MONTyYarT
Ycenyrm ot Noctaswmka UT-yenyr.
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See Contract Portfolio, Cwmotpu Takke MopTdens
Service Portfolio. Joroeopos, [NopTdens ycnyr.
Dashboard MaHenb (Service Operation) A (dkcnnyartauua ycnyr)
MOHUTOpPWHIa graphical representation of | Npadmyeckoe npeacrasneHne
overall IT Service 06061 eHHON nHopMaLuun ob
Performance and MpoussogutensHocTn UT-ycnyrmn u
Availability. Dashboard HocTtynHocTun. N3o6paxeHuns
images may be updated in [MaHenn mMoHUTOpPWHIa MoryT
real-time, and can also be OBHOBNATLCH B PEXUME pearnibHOro
included in management BpPEMEHU, MOTYT BKIOYaTLCS B
reports and web pages. yrpaBreHYecKyto OTYETHOCTb MK
Dashboards can be used to | ny6nukoBaTtbcsi Ha web-cTpaHuLax.
support Service Level [MaHenu MoHuTOpUHra
Management, Event NCMNOMb3YTCA Kak MHCTPYMEHT
Management or Incident YnpaBneHusi ypOBHEM YCRYT,
Diagnosis. YnpaBneHus cobbITUAMM UK
[OwnarHoctnkn HuMaeHToB.
Data-to- [aHHble- A way of understanding the | Cnoco6 npegcraBnenuns
Information-to- | MHdpopmaums- | relationships between data, | B3aumocBsizen mexay AaHHbIMU,
Knowledge-to- | 3HaHus- information, knowledge, and | niHdopmauunen, 3HaHneEM K
Wisdom MyapocTb wisdom. DIKW shows how mMyapocTbio. KoHuenums DIKW
(DIKW) (DIKW) each of these builds on the | nokasbiBaeT, kakum obpasom
others. Kaxkgoe 13 nepeyvncrieHHbIX
MOHATMI CTPOMTCH Ha OCTarbHbIX.
Definitive BrubnuoTteka (Service Transition) One (Npeo6pasoBanHue ycnyr) OgHo
Media Library | sTanoHHoro or more locations in which MINN HECKONMbLKO 3alMLLEHHBbIX
(DML) Mo (DML) the definitive and approved | xpaHunuul, B KOTOpPbIX HAXOAATCS

versions of all software
Configuration ltems are
securely stored. The DML
may also contain
associated Cls such as
licenses and
documentation. The DML is
a single logical storage area
even if there are multiple
locations. All software in the
DML is under the control of
Change and Release
Management and is
recorded in the
Configuration Management
System. Only software from
the DML is acceptable for
use in a Release.

onpegeneHHble N aBTOPN30BaHHbIE
Bepcumn Bcex KoHdurypaumoHHbIxX
e[VHUL, OTHOoCALWMeCs K
nporpaMmMHoMy obecrneyeHumto.
DML Takke moxeT cogepxatb KE,
accoummpoBaHHble ¢ 10, Takue Kak
nuueHsun n gokymeHtauus. DML
SIBNSAETCA NIOrMYECKN €ANHbIM
XpaHUNMLEeM, gaxe ecnv
PU3NYECKN MecTa XpaHeHust
pacnpegeneHsl. Bce nporpammHoe
obecneverne B DML HaxoaunTcs
noA KOHTponem YnpaeneHus
N3MEHEHMAMM 1 YNpaBneHns
penusamu, n AOSMKHO ObiTb
3apernctpmpoBaHo B Cucreme
ynpaeneHuns koHdpurypauuamm. B
Penuse moxeT 6biTb
NCNONb30BaHO TOJbKO
nporpaMmmHoe obecneveHne us
DML.
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Deliverable PesynbTtat Something that must be Yto-nnbo, 4To AOMKHO BbITb
provided to meet a npenocTaBfieHO B kKadecTse
commitment in a Service NogTBEPXXAEHUS BbINOSNTHEHNS
Level Agreement or a obsi3aTenscTB no CornatueHuno 06
Contract. Deliverable is also | ypoBHe ycnyrv nnm Jorosopy.
used in a more informal way | TepmuH Pesynbtat Takke
to mean a planned output of | ucnone3yetcsi B 6onee
any Process. Hed)opManbHOW MaHepe Ansi

0603HavYeHns 3annaHNpPoOBaHHbIX
BbIXOA0B Kakoro-nubo lMNpouecca.
Demand YnpaBnexuve Activities that understand [edarenbHoOCTN, KOTOPbIE
Management crnpocom and influence Customer obecneynBaloT NOHUMaHWE U
demand for Services and BNUSHME B OTHOLLEHMM cnpoca
the provision of Capacity to | 3akasumkoB B Ycnyrax, u
meet these demands. At a npepocrtaeneHns MowHocTu,
Strategic level Demand Heobxoaumown ans
Management can involve YyOOBIIETBOPEHUSA 3TUX
analysis of Patterns of notpebHocTten. Ha
Business Activity and User | CtpaTernyeckom ypoBHe
Profiles. At a Tactical level it | YnpaBneHne cnpocom MOXeT
can involve use of ucnonb3oBaTtb aHanus Npodunen
Differential Charging to BusHec-0esTenbHOCTU U
encourage Customers to Mpodunen nons3osartenen. Ha
use IT Services at less busy | TakTuyeckom ypoBHe YnpasneHue
times. CNPOCOM MOXET BKIMoyaTh B cebs
ncnonb3oBaHue PasHoCcTHOe
BO3MeLLeHMe 3aTpaT Aans Toro,
4yT0ObI NO6YXXAaTb 3aKa3ymKoB K
notpebnexuno NT-ycnyr B
nepuoabl HAMMeHbLLEN 3arpysKku.

See Capacity Management. | CmoTpu Takke YnpasneHve
MOLLIHOCTSIMMU.

Deming Cycle | Uukn Oemunra | Synonym for Plan Do CwvHoHuM [NnaHnpoBaHue —
Check Act. BbinonHeHune — MNpoBepka —

Koppektuposka (PDCA).
Dependency 3aBucumoctb | The direct or indirect Mpamoe unu HenpsmMmoe BAnsiHue

reliance of one Process or
Activity upon another.

ogHoro lMpouecca nnn
[eatenbHOCTV Ha ApYromn.




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009
ITIL® V3 Translation Project

Term [TepmuH] Definition ’ [OnpeneneHne]
Deployment PaseepTbiBaH | (Service Transition) The (Mpeo6pasoBaHue ycnyr)
ne Activity responsible for [eatenbHOCTb, OTBEYaloLLas 3a
movement of new or nepemeLLeHne HOBOro MUnu
changed hardware, n3MeHeHHoro obopynosanus, MO,
software, documentation, AoKyMeHTaumu, MNpouecca, u T.N., B
Process, etc to the Live Cpeqay npombILNeHHOM
Environment. Deployment is | akcnnyaTtauun. PassepTbiBaHue -
part of the Release and aT0 YacTb pouecca YnpasneHue
Deployment Management penusamun 1 pasBepTbiBaHUEM.
Process.
See Rollout. CmoTpn Takke PassepTbiBaHue
(Rollout).

Depreciation AmopTtumsaumsa | (Service Strategy) A (CtpaTernsa ycnyr) Mepa
measure of the reduction in | CHWKeHUss CTOMMOCTM (LEHHOCTH)
value of an Asset over its AKTUBa B TEYEHUN CPOKa ero
life. This is based on cnyx06bl. 3TO NoHsTNE BasnpyeTcs
wearing out, consumption Ha n3Hoce, NoTpedneHun nnu
or other reduction in the Apyrux cnocobax ymeHbLUEeHWS
useful economic value. Nnone3Hon 9KOHOMUYECKOMn

LEHHOCTW.
Design MpoektnpoBaH | (Service Design) An (MpoekTupoBaHue ycnyr)
ne Activity or Process that HearenbHocTb unu Mpouecc,
identifies Requirements and | koTopbIi geHTUMUMpyeT
then defines a solution that | Tpe6oBaHnus 1 ganee onpegensiet
is able to meet these pelueHue, cnocobHoe
Requirements. yOOBNeTBoOpUTb 3TK TpeboBaHus.
See Service Design. CwmoTpu Takke MNMpoekTnpoBaHme
yCnyr.
Detection O6HapyxeHue | (Service Operation) A (dkcnnyaTtauusa ycnyr) OguH us

stage in the Incident
Lifecycle. Detection results
in the Incident becoming
known to the Service
Provider. Detection can be
automatic, or can be the
result of a User logging an
Incident.

aTanoB YKN3HeHHOro uukna
MHumaeHTa. B pesynbTaTe
O6HapyxeHus MNocTaBLymk ycnyr
y3HaeT 06 MiHumaeHTe.
O6HapyxeHne MoXeT 6bITb
aBTOMAaTUYECKMM UNU CneacTBUEM
cooOuleHus MNonb3oBaTtens 0o
NHumnpeHTe.

Development

PaspaboTka

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

(MpoekTupoBaHue ycnyr)
Mpouecc, oTBevatowmm 3a
cosgaHue n mogndukaumo NT-
ycnyr unu lMpunoxenus. Takke
ucnonb3yeTcs Ans 0603HavYeHus
Ponwn ninu rpynnel niogen, kKotopble
yyacTtByloT B PaspaborTke.
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Development Cpegpa (Service Design) An (MpoekTnpoBaHue ycnyr) Cpeaa,
Environment pa3paboTku Environment used to create | ncnonb3dyemas ons cosgaHns unu
or modify IT Services or moaundmkaummn NT-yenyr nnm
Applications. Development | Mpunoxexuin. Cpeabl paspaboTku
Environments are not 00bIYHO He SABMAKTCSA NPegMeToM
typically subjected to the TaKoro e npucTanbHOro
same degree of control as KOHTpons, kak Cpeapbl
Test Environments or Live TectupoBaHusa unu Cpeaa
Environments. NPOMbILLNIEHHON 3KCMnyaTaumm.
See Development. CwmoTpu Tarke PaspaboTka.
Diagnosis OnarHocTtuka (Service Operation) A (3kcnnyartaumsa ycnyr) OavH uns
stage in the Incident and aTanoB YKM3HEHHbIX LINKIOB
Problem Lifecycles. The MHumaeHTta unu Mpobnemel.
purpose of Diagnosis is to HasHaueHune [narHocTukum -
identify a Workaround for onpegenute OB6xoaHoM NyTb And
an Incident or the Root MHumaeHTa unu KopHesyto
Cause of a Problem. npu4nHy Mpobnemei.
Diagnostic CueHapun (Service Operation) A (Okcnnyartauusa ycnyr)
Script ONarHoCTMKK structured set of questions CTpyKTyp1pOBaHHbI Habop
used by Service Desk staff | Bonpocos, ncnonb3yembix
to ensure they ask the nepcoHanom Cnyx6bl Service
correct questions, and to Desk ans Toro, 4tobbl ObITb
help them Classify, Resolve | yBepeHHbIM, YTO OHY 3agatoT
and assign Incidents. npasBuibHble BONPOCHI, U 414 TOrO,
Diagnostic Scripts may also | 4ToGbl TOMOYb UM
be made available to Users | KnaccuduuyuposaTts, Paspewats n
to help them diagnose and Ha3HavaTtb VIHumaeHTbl. CueHapum
resolve their own Incidents. | gnarHocTVMky MOryT BbITb Takke
poctynHel Nonb3oBatenam ang
TOro, YTO6bI NOMOYL UM
BbINOSMHATb ANArHOCTUKY Y
paspeLlleHue cBomx VHumaeHToB
CaMOCTOSITENBHO.
Differential OndpbdepeHun | A technique used to support | MeToaunka, ncnosnesyemas B
Charging poBaHHOe Demand Management by YnpaBneHun cnpocom u
BO3MELLEeHNe charging different amounts 3akntoyatoLascst B TOM, YTO 3a
3artpar for the same IT Service NCnosfb30BaHNEe O4HOMN 1 TOM Xe

Function at different times.

®yHkummn UT-ycnyron B pasHoe
BpeMsi HaumcnseTcsa pasHas
CTOUMOCTb.
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Direct Cost Mpamble (Service Strategy) A cost (CtpaTernsa ycnyr) 3atpaTtbl Ha
3aTparhbl of providing an IT Service npepocTasnenve UT-ycnyru,
which can be allocated in KOTOpbI€ MOMHOCTBIO MOTYT ObITh
full to a specific Customer, OTHeCeHbl Ha onpeaeneHHoro
Cost Centre, Project etc. 3akasuuka, LleHTp 3atpar, [NpoekT
For example cost of n T.n. Hanpumep, 3aTpaTbl Ha
providing non-shared 3KcnryaTauuio cepBepos uUnu
servers or software nnueHsun Ha MO, koTopble
licenses. ABMNSAIOTCA KOMMOHEHTaMM TONbKO
oaHown UT-ycnyrn nnm
NCNOMb3YTCA TOMBKO OAHUM
3akasunkom.
See Indirect Cost. CmoTpu Tarke KocBeHHble
(HaknagHble, HeENpsiMble) 3aTparThbl.
Directory Cnyx6a (Service Operation) An (dkcnnyartauusa ycnyr)
Service KaTanoros Application that manages [MpunoxeHue, koTopoe ynpasnseT
information about IT MHdopmaumen o komnoHeHTax UT-
Infrastructure available on a | nHdpacTpyKTyphbl, JOCTYMHbIX
network, and corresponding | Yepes ceTb, U COOTBETCTBYHOLLNX
User access Rights. MpaBax goctyna lNMonb3oBatens.
Do Nothing "Hunyero He (Service Design) A (MpoekTnpoBaHue ycnyr) OavH
aenatb" Recovery Option. The 13 BapuaHtoB Crnocoba
Service Provider formally BOCCTaHoBreHud. NocTaBLymk
agrees with the Customer yenyr n 3akasymk opmanbHo
that Recovery of this IT cormnacoBanu CBO 00LLyto
Service will not be NMo3nUUI0 B OTHOLLIEHUN TOTO, YTO
performed. BocctanHosneHne paHHom UT-
YCINyru BbINOMNHATLCA He OyaeT.
Document [oKymeHT Information in readable WHdopmauus, npeacraBneHHas B
form. A Document may be yao6HoOM ans yteHns hopme.
paper or electronic. For [OKyMEHT MOXeT ObITb ByMaXKHbIM
example a Policy statement, | unu anektpoHHbIM. Hanpumep,
Service Level Agreement, MonwuTtuka, CornaweHne o6 ypoBHe
Incident Record, diagram of | ycnyru, 3anucb 06 nHumaeHTe,
computer room layout. nraHMpoBKa MaLUMHHOrO 3ana.
See Record. CmoTpu Takke 3anuce.
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Downtime MpocTon (Service Design) (Service | (MpoekTupoBaHue ycnyr)
Operation) The time when | (3kcnnyaTtauma ycnyr) OTpesok
a Configuration Item or IT BpPEMEHU, B paMKax
Service is not Available CornacoBaHHOro BpemMeHu
during its Agreed Service npenocTaBrieHns yCcryru, B
Time. The Availability of an | TeyeHne koToporo
IT Service is often KoHdurypaumoHHasa eamHmua unu
calculated from Agreed WT-ycnyra He JocTynHa.
Service Time and dakTnyeckasa JoctynHoctb AT-
Downtime. YCIyrv 4acTo BbIMUCMAETCSH Yepes
CornacoBaHHoe Bpems
npenocTaBreHns ycryru n
[MpocTon.
Driver OeuxyLiasn Something that influences Heuto, Bnustowee Ha Ctparteruio,
cuna Strategy, Objectives or Llenun nnun TpeboBaHus.
Requirements. For example | Hanpuwmep, HoBoe
new legislation or the 3aKoHOAaTenbLCTBO UMK
actions of competitors. [eATeNbHOCTb KOHKYPEHTOB.
Early Life Moppepxka B | (Service Transition) (MpeobpasoBaHue ycnyr)
Support Havane Support provided for a new | MNogaepxka, npegocTaBnsiemas B
akcnnyataumm | or Changed IT Service for OTHOLUEHUN HOBOTO NN

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

M3meHeHHon UT-ycnyru B TedeHne
HEKOTOPOro BpeMeHu
HenocpeAcTBEHHO Mochne Toro, Kak
ycnyra sowwna B Penua. Bo Bpems
Mopaepxkn B Havane
akcnnyatauum MNMoctaswmk NT-
ycnyr MoXeT nepecmaTpmsaTh KPI,
YpoBHu ycnyr n Habrnogaemblie
NMoporoBble 3HaYEHUs, a Takke
3aQencTBOBaThb AOMOMHUTESNbHbIE
Pecypcbl anga Ynpasnexusi
WMHUMOeHTaMu 1 YnpasneHus
npobnemamu.

Economies of
scale

OKkoHoMUSA Ha
MacLutabe

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

(CtpaTerus ycnyr) YMeHbLueHVEe
cpenHux (pacnpeneneHHbiX)
3aTpart 3a cyeT yBennyeHus
obbemMa noTpebneHus
(ncnonb3oBaHus) UT-ycnyrm nnm
AkTumBa.

See Economies of Scope.

CmoTpu Takke QKOHOMUSA Ha
oxsare.
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Term

Economies of

[TepmuH]

3OKkoHOMUS Ha

Definition

(Service Strategy) The

’ [OnpeneneHne]

(CtpaTerunsa ycnyr) YMeHbLleHVE

scope oxearte reduction in Cost that is 3aTparT 3a c4eT 0 4HOBPEMEHHOIO
allocated to an IT Service NCrorib30BaHUA CyLLECTBYHOLLEro
by using an existing Asset AkTunBa, sBnsoLLerocs
for an additional purpose. KOMMOHEHTOM HekoToporo UNT-
For example delivering a ycnyru, Ons pelleHus
new IT Service from JOMONHUTENbHbIX 3a4a4, He
existing IT Infrastructure. OTHOCSLLMXCSA HENOCPEACTBEHHO K
hanHHon UT-ycnyre. Hanpuwvep,
npepocTasneHve Hosow NT-ycnyrm
Ha 6ase cywiecTBytoen NT-
WHPPacTpyKTypbI.
See Economies of Scale. CmoTpun Takke SKOHOMUA Ha
macLuTabe.
Effectiveness PesynbtatueH | (Continual Service (MocTosiHHOE yrnyulleHune ycnyr)
OoCTb Improvement) A measure Kputepui goctmxeHus Lienen
of whether the Objectives of | Mpouecca, Ycnyrn nnu
a Process, Service or HearensHocTn. MNpouecc nnu
Activity have been [earenbHOCTb ABNAeTCs
achieved. An Effective PesynbTtatmMBHOM TOrga, Koraa
Process or Activity is one OOCTUrHYTbI NOoCcTaBneHHble Llenu.
that achieves its agreed
Objectives.
See KPI. Cwmotpu Tarke KPI.
Efficiency AdpektnBHoc | (Continual Service (MocTosiHHOE yny4yleHue ycnyr)
b Improvement) A measure Mepa uenecoobpasHocTu

of whether the right amount
of resources have been
used to deliver a Process,
Service or Activity. An
Efficient Process achieves
its Objectives with the
minimum amount of time,
money, people or other
resources.

NCMNOmnb30BaHUA pecypcoB Ans
peanunsaunm kakoro-nnbo
Mpouecca, Yecnyrn nnu
OesTenbHocTU. 3P EKTUBHbIN
[Mpouecc gocturaet ceoux Lenen
C MUHUManbHLIMU 3aTpaTamMm
BpeMeHU, OeHer, NI0ACKMX 1
OPYruX pecypcos.

See KPI.

Cwmotpun KPI.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Emergency CpoyHoe (Service Transition) A (Mpeo6pasoBaHue ycnyr)
Change nU3MeHeHve Change that must be ViameHeHune, KoTopoe AOMKHO
introduced as soon as ObITb BHEAPEHO KaK MOXHO
possible. For example to ObicTpee. Hanpumep, ans
resolve a Major Incident or paspeLleHnst 3HaYNTENBHOrOo
implement a Security patch. | nHuMaeHTa unu yctaHoBKK
The Change Management ncnpaenexus (patch)
Process will normally have BesonacHocTu. MNpouecc
a specific Procedure for YnpaBneHus N3MeHeHMAMM
handling Emergency 0BbIYHO COOEPXUT CNeLmnarnbHYIo
Changes. Mpoueaypy aonsa ynpaeneHus
CpOYHBbIMU U3MEHEHUSIMMU.
See Emergency Change Cmotpun Takke KomuteT no
Advisory Board (ECAB). CpoYHbIM n3meHeHusm (ECAB).
Emergency KomuteT no (Service Transition) A sub- | (Mpeo6pa3oBaHue ycnyr) pynna
Change CPOYHbBIM set of the Change Advisory | niogen B coctaBe KomuteTa no
Advisory N3MEHEHUSM Board who make decisions | nameHeHusM, KOTOpble NPUHUMALOT
Board (ECAB) | (ECAB) about high impact peLeHuns no CpoyHbIM
Emergency Changes. N3MEHEHNAM BbICOKOIo BMUAHUA.
Membership of the ECAB HeobxoaumocTb yyactua B ECAB
may be decided at the time | moxeT GbITb BbisiBNEHa
a meeting is called, and HenocpeacTBEHHO Npu Co3biBe
depends on the nature of (opraHusaumm) coseLLaHns u
the Emergency Change. onpefenseTcd, UCXo4sa U3 CyTu
CpOYHOro n3amMeHeHus.
Environment Cpena (Service Transition) A (MpeobpaszoBaHue ycnyr)

subset of the IT
Infrastructure that is used
for a particular purpose. For
Example: Live Environment,
Test Environment, Build
Environment. It is possible
for multiple Environments to
share a Configuration ltem,
for example Test and Live
Environments may use
different partitions on a
single mainframe computer.
Also used in the term
Physical Environment to
mean the accommodation,
air conditioning, power
system etc.

MNogmHoxecTtBo UT-
WHPpacTpyKTypbl KOTOPOE
NCMNOnb3yeTcs B pas3nuyHbIX Liensix.
K npumepy: Cpena
NPOMBbILLIIEHHON 3KCMyaTaumm,
Cpega TtectmnpoBanus, Cpeaa
cbopku. [Ansa cnoxHbix Cpea ectb
BO3MOXHOCTb "pa3gendarb”
KoHurypaumoHHble anemMeHTbl, K
npumepy Cpena n TectoBon u
NPOMBbILLNEHHOW 3KCnyaTaumm
MOTYT MCNOMb30BaTh pasfnyHbIe
pasgenbl Ha OgHOM ManHdpermve.
Takke ncrnonb3yeTcs B TEPMUHE
dunsmyeckoro cpeapl ons
0603HaYeHNs nomMeLLeHus,
KOHOVLMOHUPOBAHUS, CUCTEMBI
nUTaHWa W T.M.

Environment is also used as
a generic term to mean the
external conditions that
influence or affect
something.

Cpepfa Takke UCnonb3yeTcs Kak
o6Wwnin TepMnH gnst 0603HaYEHNsI
BHELLIHUX YCITOBUM,
BO3OEWCTBYIOLLMX NN BIIMSIOLLNX
Ha 4To-nnbo.




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009

ITIL® V3 Translation Project

Term [TepmuH] Definition ’ [OnpeneneHne]
Error Owunbka (Service Operation) A (Okcnnyartauusa ycnyr) M3bsH B
design flaw or malfunction NpoeKTe NN HeBepHoe

that causes a Failure of one | dyHKUMOHMPOBaHWS, BbI3bIBaKOLLEE

or more Configuration Iltems | Cbon ogHoro unu 6onee

or IT Services. A mistake KoHurypaumoHHoro anemeHTta

made by a person or a unu UT-ycnyrn. Ownbka,

faulty Process that impacts | coBepLueHHas COTPYAHMKOB UK

a Cl or IT Service is also an | HapyLweHue Mpouecca koTopoe

Error. BnuseT Ha KE wnun UT-ycnyry

Takke aBnsieTcs OwmnbKon.
Escalation Ockanauus (Service Operation) An (3kcnnyartauusa ycnyr)

Activity that obtains [eaTenbHOCTb, HaNpaBfneHHasa Ha

additional Resources when | nony4eHue gONONHUTENbHbIX

these are needed to meet Pecypcos, korga 310 HeobxoaMmMo

Service Level Targets or Ons goctmwkeHus Llenesbix

Customer expectations. nokasaTeneun ypoBHSA YCNyr Unm

Escalation may be needed oXmaaHun 3akasdynkoB. Ackanauns

within any IT Service MOXeT noTpeboBaTbCs B pamMKax

Management Process, but ntoboro lMNpouecca YnpaeneHus

is most commonly WT-ycnyramun, Ha Hanbonee 4YacTo

associated with Incident accoummpyeTcs ¢ YnpasneHuem

Management, Problem WMHUMAeHTamn, YnpasneHune

Management and the npobnemamu n ynpasneHnem

management of Customer »anobamu 3akasuuka.

complaints. There are two CyuiecTByeT ABa Tvna dckanaumm:

types of Escalation, ®PyHKUMOHaNbHasa ackanaums u

Functional Escalation and Mepapxuyeckas ackanaums.

Hierarchic Escalation.
eSourcing Mogenb (Service Strategy) A (CtpaTterus ycnyr) Cncrema,
Capability eSCM-CL framework to help nomoratowasa OpraHmsaynsam
Model for Organisations guide their PYKOBOAUTL UX aHanm3oMm 1
Client analysis and decisions on peweHnamun B Yactn Mogenen
Organizations Service Sourcing Models cTpaTterui no Bblbopy
(eSCM-CL) and Strategies. eSCM-CL NOCTaBLUMKOB YCNYT U NPOYMX

was developed by Carnegie | Ctpaterun. eSCM-CL

Mellon University. paspaboTtaHa Carnegie Mellon

University.

See eSCM-SP. CmoTpu Takke eSCM-SP.
eSourcing Mogenb (Service Strategy) A (Ctparerus ycnyr) Cucrema,
Capability eSCM-SP framework to help IT nomoratowas NMocrtaswmkam UT-
Model for Service Providers develop ycnyr paspabartbiBaTb
Service their IT Service Cnoco6HocTtu Ynpasnenus UT-
Providers Management Capabilities ycriyramu C TOYKU 3peHns
(eSCM-SP) from a Service Sourcing CTtparteruu no Boibopy

perspective. eSCM-SP was
developed by Carnegie
Mellon University.

noctasLyukoB ycrnyr. eSCM-SP
paspaboTtaHa Carnegie Mellon
University.
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See eSCM-CL. Cwmotpu Tarke eSCM-CL.

Estimation Mpubnusuten | The use of experience to Mcnonb3oBaHue onbiTa Ansg

bHasA OLUeHKa provide an approximate npegocTasneHus

value for a Metric or Cost. NPUMGNU3NTENBHBIX 3HAYEHWI

Estimation is also used in MeTpuk unu 3atpar.

Capacity and Availability MpubnuanTensHasi oLeHKa Takke

Management as the ncnornb3yeTcs B YrpasrneHum

cheapest and least accurate | mowwHOCTAMKM 1 YNpaBneHuu

Modelling method. OOCTYMNHOCTBIO KaK BbIrogHas v
[0CTaToOYHO TOYHas MeToauka
MogenupoBaHus.

Evaluation OueHka (Service Transition) The (Mpeo6pa3oBaHue ycnyr)
Process responsible for Mpouecc, OTBETCTBEHHbLIN 3a
assessing a new or npoBeZeHNe OLEHKU HOBOW Unmn
Changed IT Service to MameHsemon UT-ycnyrmn ana
ensure that Risks have obecneyeHust ynpasneHus
been managed and to help | Puckamn n nomouwin B NpUHATM
determine whether to peLLeHns 0 NPOSOSHKEHNN
proceed with the Change. nposeaeHunst VismeHeHus.
Evaluation is also used to OueHka Takke ucnonb3yeTcs Ang
mean comparing an actual 0603Ha4YeHNs1 cpaBHEHUS
Outcome with the intended akTnyeckmx Boixogos ¢
Outcome, or comparing one | oxvugaembiMu Beixogamu, nnu gns
alternative with another. CpaBHEHWs1 OAHOro BapmaHTa ¢

OpYyrvM.
Event CobbiTne (Service Operation) A (Oxcnnyarauus ycnyr)

change of state which has
significance for the
management of a
Configuration ltem or IT
Service.

VI3mMeHeHne CcoCTosIHMSA, KOTOpoe
UMeEeT 3HayeHue ans ynpaeneHus
KoHurypaumoHHon eanHmLbl unu
UT-ycnyru.

The term Event is also used
to mean an Alert or
notification created by any
IT Service, Configuration
Item or Monitoring tool.
Events typically require IT
Operations personnel to
take actions, and often lead
to Incidents being logged.

TepmuH CobbiTue Takke
ucnonb3yeTcs Ans o6o3HadeHus
MpenynpexaeHns unm
yBedoMneHus, cosgaHHoro UT-
ycnyron, KoHdmrypaumoHHom
eQVHWLEN nnn cpeacTBOM
MoHuTopuHra. CobbITUSA 06bIYHO
TpebyloT OT nepcoHana
OnepauuoHHoro ynpaenexus AT
BbINOMHUTb AEWCTBUSA, N YaCTO
NPVBOAAT K perucTpaumm
NHunpeHToB.
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Event Ynpasnexuve (Service Operation) The (dkcnnyartauusa ycnyr) lNpouecc,
Management coObITMAMMU Process responsible for OTBETCTBEHHbIN 3a yrnpasrieHne
managing Events CobbITnsAMK B TeveHne
throughout their Lifecycle. >KnsHeHHoro yukna. YnpasneHue
Event Management is one CcobbITUSMU OHA U3 rNaBHbIX
of the main Activities of IT HearenbHocTen OnepawlmoHHOro
Operations. ynpasneHus UT.
Exception OTt4eT 06 A Document containing [okyMeHT, cogepxaLuni
Report OTKITOHEHMUAX details of one or more KPIs | nogpobHyto nHcpopmaumo no
or other important targets OAHOMY WS HECKOSTbKUM
that have exceeded defined | KntoueBbim nokasaTtensm
Thresholds. Examples npoussogutensHoctu (KPI) nnn
include SLA targets being OpYrMm BaXkKHbIM NokasaTensam, no
missed or about to be KOTOpPbIM ObInu NpeBbIlEHbI
missed, and a Performance | yctaHoBneHHble NoporoBbie
Metric indicating a potential | 3HaveHus. MNMpumepsbl BKNOYAOT
Capacity problem. HeycnewHble uny 6nmnskme no
3HaYEHWAM K HeyCneLlHbIM
nokasaTtenu CornatueHuii o6
ypoBHe ycnyr (SLA) n MeTtpukm
NPOU3BOANTENBHOCTH,
OeMOHCTpupyoLmne
noTeHumarnbsHble Npobnemsbl
MouHocTen.
Expanded PacwwupenHbiv | (Availability Management) | (YnpaBneHue BocTynHoOCTbIO)
Incident XN3HEHHbIN Detailed stages in the OeTannsnpoBaHHble a3kl B
Lifecycle LIMKN Lifecycle of an Incident. The | >KusHeHHom unkne NHumnaeHTa:
MHUMOeHTa stages are Detection, O6HapyxeHue, [lnarHocTtuka,
Diagnosis, Repair, PemoHT, BoccTtaHoBneHue.
Recovery, Restoration. The | PaclumMpeHHbIN XU3HEHHbIV LINKIT
Expanded Incident Lifecycle | nHungeHTa ncnons3yetca ans
is used to help understand NMOHUMaHNA BCEX COCTaBMAOLMNX
all contributions to the Bnunsanus MHunoeHTa un
Impact of Incidents and to [MnaHnpoBaHnA BO3MOXHOCTEN UX
Plan how these could be KOHTPOIS UNN YMEHbBLUEHNS.
controlled or reduced.
External BHeLwHWni A Customer who works for 3akasuuk, KoTopbI paboTaeT B
Customer 3aKasyuk a different Business to the MHTEepecax MHOro, MO OTHOLLIEHUIO K

IT Service Provider.

MocTaBwwmky UT ycnyr, busHeca.

See External Service
Provider, Internal Customer.

CmoTpun Takke BHelwHMI
NoCTaBLUMK ycnyr, BHyTpeHHUI
3aKasuuk.
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External BHewwHaAs A Metric that is used to MeTpuka, koTOpasa ncnonb3yeTcs
Metric MeTpuKa measure the delivery of IT O5s USMepeHNd NpeaocTaBlieHus
Service to a Customer. WT-ycnyrm 3akasunky. BHewHme
External Metrics are usually | MeTpuku oBbIYHO onpeaeneHsl B
defined in SLAs and CornaweHusx o6 ypoBHe ycnyr
reported to Customers. (SLA) v BkntovatoTest B OTYETHI AN
3aKka34uKoB.
See Internal Metric. CwmoTpu Takke BHyTpeHHsSA
MeTpuKa.
External BHeLwHWni (Service Strategy) An IT (Ctpaterna ycnyr) lNoctaBwuk T
Service NMoCTaBLUVK Service Provider which is YCIyr, ABASOWUNCS YacTbio NHOM,
Provider ycnyr part of a different MO OTHOLLIEHUIO K 3aKa3uuky,
Organisation to their OpraHusauumn. MNoctaBwuk AT
Customer. An IT Service yCnyr MOXeT O4HOBPEMEHHO
Provider may have both nmMeTb BHYTpeHHUX 1 BHeLWHNX
Internal Customers and 3aKa34yunKoB.
External Customers.
See Type Ill Service Cwmotpu Tarke Tun I
Provider. MOCTaBLLUMKOB YCIyT.
External AyTCcopcuHr Synonym for Outsourcing. CWHOHVMM AYTCOPCUHT.
Sourcing
Facilities YnpaeneHue (Service Operation) The (AkcnnyaTtauma ycnyr) PyHkums,
Management VHXXEHEPHbIM Function responsible for oTBevaroLlas 3a yrnpasrieHue
obecneyeHne | managing the physical dusnyeckon Cpenomn, B KOTOpOMH
M Environment where the IT pacnonoxeHa NT-
Infrastructure is located. WHpacTpykTypa. YnpasneHue
Facilities Management WHXeHepHbIM obecneyeHvem
includes all aspects of BKMtO4aeT BCe acneKTbl
managing the physical ynpaenennsa guandeckon Cpeaon,
Environment, for example Harnpumep, NnTaHue n
power and cooling, building | oxnaxaeHwe, YnpasneHue
Access Management, and [O0CTynom B 3a4aHus U MOHUTOPWHT
environmental Monitoring. OKpyXXatoLLen cpeapbl.
Failure Cbon (Service Operation) Loss (Okcnnyartauusa ycnyr)

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

MoTeps cnocobHoCTH
®PyHKUMOHMPOBaTbL B COOTBETCTBUM
co Cneuundukaumen nnm
npeaocTaBnaTb Tpebyembliin
pesynbtat. TepmuH COon MoxeT
ObITb NCMONB30BaH NPU CCbINKax
Ha NT-ycnyru, MNMpoueccsl,
[earenbHoCTb,
KoHgourypaunoHHble eanHnubl n
T.n. COOM YacTo CAYXUT NPUYMHON
NHumnpeHTa.
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Term

Failure Modes

[TepmuH]

AHanua cboeB

Definition

An approach to assessing

’ [OnpeneneHne]

Moaxoa K oLeHKe NoTeHUManbHoro

and Effects " the potential Impact of Bnusinus Cooes. AHanns c6oeB u

Analysis nocneacTeui Failures. FMEA involves nocnencteuii (FMEA) Bkntovaet

(FMEA) (FMEA) analysing what would aHanus BeposiTHbIX NOCNeACcTBUNA
happen after Failure of each | C6os kaxgou KoHdurypaLmoHHowm
Configuration Item, all the €AVH1LbI, BNNOTb 40 BO34ENCTBUS
way up to the effect on the Ha busHec. AHanu3 cboeB n
Business. FMEA is often nocnencteun (FMEA) 4yacto
used in Information Security | ncnonesyetcs B YnpasneHuu
Management and in IT MHGOPMALIMOHHON 6e30MacHOCTLIO
Service Continuity Planning. | n YnpaBneHu1 HenpepbIBHOCTbIO

UT-ycnyr.

Fast Recovery | BricTpoe (Service Design) A (MpoekTnpoBaHue ycnyr) Cnocob
BoccTaHoBrneH | Recovery Option which is BOCCTaHOBIEHUSA Takke U3BECTHbIN
ne also known as Hot Standby. | kak lopsiuee pesepBrpoBaHuE.

Provision is made to MpepycmatpuBaeTcs
Recover the IT Service ina | BocctaHoBnenve UT-ycnyru 3a
short period of time, KOPOTKNI MPOMEXYTOK BPEMEHH,
typically less than 24 hours. | 06bl4HO MeHee 24 yacos. Npu
Fast Recovery typically BbicTpoM BoCCTaHOBMNEHWUM OBbLIYHO
uses a dedicated Fixed NCNonb3yeTcs BblAeNeHHbIN
Facility with computer CTtauunoHapHbIn pe3epBHbIN LEHTP
Systems, and software C KOMNbOTEPHBIMKM CuctemMamu n
configured ready to run the | IO, ckoHdUrypmpoBaHHble Ans
IT Services. Immediate paboTtbl T-ycnyr. HemegneHHoe
Recovery may take up to 24 | BoccTaHOBNEHME MOXET 3aHNMaTb
hours if there is a need to 00 24 yacos, ecrniv TpebyeTca
Restore data from Backups. | BocctaHoBneHue gaHHbIX
PesepBHOro konnposaHus.

Fault OTtkas Synonym for Error. CuHOHMM OLwmnbKn.

Fault OTtkasoycTtony | (Service Design) The (CtpaTermnsa ycnyr) CnocobHocTb

Tolerance MBOCTb ability of an IT Service or WT-ycnyrm nnum

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

KoHurypaumoHHown eanHuLbl
npoAosrkaTb NpaBUIIbHO
OkcnnyaTupoBaTbes nocne Coos
yactn KomnoHeHTa.

See Resilience,
Countermeasure.

CMoTpun Takke YCTONYMBOCTb,
KoHTpmepa.
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[TepmuH]

AHanus
aepesa
oTkasoB (FTA)

Definition

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

’ [OnpeneneHne]

(MpoekTupoBaHue ycnyr)
(MocTosiHHOE yrnyulieHune ycnyr)
MeToguka, KoTopas MoxeT
NCMOomnb30BaTbCs AN

onpegeneHns ueno4kn CobbITuiA,
npueogsaLmx K Npobneme. AHanus
Oepesa oTkasoB (FTA) nsobpaxaet
B BUAe amarpammbl Lenb CobbiTui,
ncnonb3ysi bynesy HoTauuio.

Financial YnpaBnexuve (Service Strategy) The (CtpaTernsa ycnyr) OyHkumna n
Management durHaHcamu Function and Processes Mpoueccol, 0OTBETCTBEHHbIE 3a
responsible for managing ynpaenenune BrogxetmpoBaHmem,
an IT Service Provider's YyeTom 1 Bo3amelleHunem 3atpar
Budgeting, Accounting and | lNocTaswumka NT-ycnyr.
Charging Requirements.
First-line MepBas nuHusa | (Service Operation) The (Okcnnyartauua ycnyr) lNepBbin
Support noaaepKkm first level in a hierarchy of YPOBEHb B nepapxuum pynn
Support Groups involved in | nogaepXk1, BOBIEYEHHbIX B
the resolution of Incidents. paspelueHne NHUnaeHToB.
Each level contains more Kaxxablin nocneayrowmii ypoBeHb
specialist skills, or has more | BkntoyaeT B cebs 6onee BbICOKYHO
time or other Resources. KBanvdpukaumio cneymanucTos,
nndo Gonbluee KONMYEeCTBO
BpeMeHu unu npoumnx Pecypcos.
See Escalation. CmoTpu Takke Ackanaums.
Fishbone Onarpamma Synonym for Ishikawa CuHoHuM [narpammbl Mwmkasbl.
Diagram NPUYNHHO- Diagram.
CNeACTBEHHbIX
cBA3en
(anarpamma
Nwnkasbl)
Fit for Purpose | CooTtBetctBmne | An informal term used to HedopmarnbHbI TEPMUH,
Ha3HaYeHuto describe a Process, NCNOnb3YLWNACS A8 OnncaHus

Configuration ltem, IT
Service etc. that is capable
of meeting its Objectives or
Service Levels. Being Fit for
Purpose requires suitable
Design, implementation,
Control and maintenance.

Mpouecca, KoHdurypaunmoHHom
eavHuubl, UT-yenyrm n T.n.,
CnocobHbIX AOCTUraTh CBOMX
Llenen unn YposHen ycnyr. ins
CooTBeTCTBMS Ha3HaYeHMIo
TpebyeTcs Haanexatllee
lMpoekTnpoBaHue, BHeapeHue,
KoHTponb 1 conpoBoXxaeHue.
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Fixed Cost MocTosAHHbIE (Service Strategy) A Cost | (CtpaTterus ycnyr) 3aTtpathl, He
3aTparthl that does not vary with IT 3aBuCALLME OT 0ObeMa
Service usage. For example | notpebnexusa UT-ycnyru.
the cost of Server Hanpumep, ctonmocTtb
hardware. annapaTtHoro obecneyeHus
Cepaepa.
See Variable Cost. CwmoTtpu Takke NepemeHHble
3aTparbl.
Fixed Facility CrauuoHapHbl | (Service Design) A (MpoekTupoBaHue ycnyr)

N pe3epBHbIN
LeHTp

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

MocTosiHHOE CTPOEHUE, [OCTYNHOE
ONS MCNONb30BaHuWs, Koraa aToro
TpebyeT NnaH obecneyeHnst
HenpepbiBHOCTU UT-ycnyr.

See Recovery Option,
Portable Facility.

CwmoTpu Tarke Crnocob
BoccTaHoBMNeHusi, MobunbHbIN
pe3epBHbI LIEHTP.

Follow the Sun | Cnegyw 3a (Service Operation) A (3kcnnyarauusa ycnyr)
COMHLEeM methodology for using MeTogonorusa ncnons3oBaHus
Service Desks and Support | Cnyx6 Service Desk u 'pynn
Groups around the world to | nogaepXku no BceMy MUpy Ans
provide seamless 24 * 7 npegocTaBneHus
Service. Calls, Incidents, HenpepbiBaloLlenca Ycnyrn B
Problems and Service pexume 24 * 7. TenedoHHble
Requests are passed obpauleHus, HuMaeHTbl,
between groups in different | MNMpo6nembl n 3anpockl Ha
time zones. obGCnyxmBaHue nepegaroTcs
Mexay rpynnamu, HaxoAasLwmMMmcs
B Pa3nnyHbIX BPEMEHHbIX 30HaX.
Fulfilment BbinonHeHue Performing Activities to BbinonHeHne [JestenbHOCTU AN
meet a need or yOOBNEeTBOPEHUSA NOTPEBHOCTM Unm
Requirement. For example | TpeboBaHusa. Hanpumep,
by providing a new IT npepoctasneHue Hoson UT-ycnyru
Service, or meeting a unu BbiNonHeHne 3anpoca Ha
Service Request. obcnyxusaHue.
Function DyHKLMA A team or group of people KomaHga wnv rpynna ntogemn, a

and the tools they use to
carry out one or more
Processes or Activities. For
example the Service Desk.

TakKkKe NHCTPYMEHTapPUI, KOTOPbLIN
OHW MCNONb3YHT ANsl BbINOMHEHUS
OOHOrO UMM HECKOMBKNX
MpoueccoB unu [lesatensHOCTU.
Hanpumep, Cnyx6a Service Desk.

The term Function also has
two other meanings

TepmuH OyHKUMA Takke MMeeT aBa
OpYyrux 3HavyeHus
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e Anintended o [lpegHasHayeHne
purpose of a Configuration KoHdurypaumoHHomn eanHuubl,
Item, Person, Team, Yenoseka, KomaHngbl, Npouecca
Process, or IT Service. For | nnn UT-ycnyrn. Hanpumep, ogHa
example one Function of an | n3 ®yHkumn Ycnyrn anekTpoHHON
Email Service may be to NOYTbl MOXET 3aKNo4aTbCA B
store and forward outgoing | coxpaHeHun 1 nepecbinke
mails, one Function of a ncxoasilen noYThbl, ogHa 13
Business Process may be dyHkuun BrnsHec-npouecca moxeTt
to dispatch goods to 3aKn4yaTbCs B OTNpaBke TOBApOB
Customers. 3akasunkam.
e To perform the . KoppekTHoe
intended purpose correctly, | BbINONHEHWE NpegHa3HavYeHus,
"The computer is "KomnbloTep doyHKUMOHMpYeT"
Functioning"
Functional dyHkumoHanb | (Service Operation) (Okcnnyartauusa ycnyr) Nepenava
Escalation Has Transferring an Incident, MHumaeHTa, Mpobnembl unu
ackanaums Problem or Change to a VI3aMeHeHnsa B TEXHUYECKYIO rpynny
technical team with a higher | ¢ 6onee BbICOKMM YpOBHEM
level of expertise to assist in | koMneTeHUMM B xoae Ackanauumu.
an Escalation.
Gap Analysis | AHanus (Continual Service (MocTosiHHOe ynyudleHue ycnyr)
pacxoxgeHun | Improvement) An Activity [eaTenbHOCTb, CpaBHUBAOLLLAA
which compares two sets of | gBa Habopa gaHHbIX K
data and identifies the BbiSiBNSOWAsA pasnuyung. AHanuma
differences. Gap Analysis is | pacxoXaeHun 4acTo UCMNonb3yeTcs
commonly used to compare | gnsi cpaBHeHMs Habopa
a set of Requirements with | TpeboBaHui ¢ hakTnyeckum
actual delivery. COCTOSIHUEM.
See Benchmarking. CwmoTpu Takke CpaBHeHME
COCTOSIHUN.
Governance PykoBoacteo Ensuring that Policies and ObecneyeHure TOro, 4ToObI

Strategy are actually
implemented, and that
required Processes are
correctly followed.
Governance includes
defining Roles and
responsibilities, measuring
and reporting, and taking
actions to resolve any
issues identified.

Monutukn n CtpaTterus
OencTBuTenbHO Obinv BHEAPEHbI, U
4yTOGbLI TPEDBYeMele MNpoLecchl
BbINOSNIHANNCH KOPPEKTHO.
PykoBoacTBo BknoyaeT
onpeaenenune Ponen n
06a3aHHOCTEN, U3MEPEHME,
OTYETHOCTb U BbIMOMHEHNE
0EenCTBMI ANS peLueHnst
BbISIBITEHHbIX TPYAHOCTEMN.
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Gradual MoctenenHoe | (Service Design) A (MpoekTnpoBaHue ycnyr) Cnocob
Recovery BoccTaHoBrneH | Recovery Option which is BOCCTaHOBIEHUS, TaKkKe
ne also known as Cold M3BECTHbIN Kak XonogHoe
Standby. Provision is made | pe3epsupoBaHue.
to Recover the IT Service in | MNpegycmatpuBaeTcs
a period of time greater BoccTtaHoBneHnue UT-ycnyru B
than 72 hours. Gradual TeuyeHune bonee yem 72 yacos. [pu
Recovery typically uses a [NocTeneHHOM BOCCTaHOBNEHUN
Portable or Fixed Facility 06bI4HO 3a7encTBoBaH
that has environmental Mo6unbHbIA nnn CTaunoHapHbIN
support and network pe3epBHbIV LIEHTP, OCHALLEHHbIN
cabling, but no computer anemMeHTamu NoaaepXKu
Systems. The hardware and | okpyxatoLen cpegbl 1 CeTEBbIMU
software are installed as kabensmun, HoO 6e3 KOMMbIOTEPHbIX
part of the IT Service Cuctem. AnnapaTHoe 1
Continuity Plan. nporpammHoe obecneveHune
yCcTaHaBnvBatoTcs B pamkax lNnana
obecne4veHuns HenpepbiBHOCTN UT-
yCnyr.
Guideline Pykosogawun | A Document describing [okyMmeHT, onucbeiBatoLwmi Jlyuiyto
OOKYMEHT Best Practice, that NPaKTUKY N pEKOMEHAYOLLNIA
recommends what should Heobxoaumble gencteusd. O6bIMHO
be done. Compliance to a CooTBeTCcTBME PYKOBOAALLEMY
guideline is not normally OOKYMEHTY He ABnseTcs
enforced. ob6s3aTenbHbIM.
See Standard. CwmoTtpu Takke CtaHaaprT.
Help Desk Cnyx6a (Service Operation) A (Okcnnyartauusa ycnyr) Touka
noanepXkn point of contact for Users to | koHTakTa gns lNonb3oBaTtenen ons
log Incidents. A Help Desk pernctpaumm NHUMOEHTOB.
is usually more technically Cnyx6a nogaepxkm 0Obl4HO
focussed than a Service Bbonee TeXHNYECKN
Desk and does not provide | opueHTupoBaHa, 4em Cnyxba
a Single Point of Contact for | Service Desk, u He npegoctasnseT
all interaction. The term EnunHon Toukm koHTakTa (SPOC)
Help Desk is often used as | ons Bcex B3aMmMogencTBum.
a synonym for Service TepmuH Cniyx6a nogaep kv 4acTto
Desk. NCNOMnb3yeTcs Kak CUHOHWUM
Cnyx6bl Service Desk.
Hierarchic Wepapxmnyecka | (Service Operation) (Okcnnyarauusa ycnyr)
Escalation A ackanaums Informing or involving more | NHdopmupoBaHue nnu

senior levels of
management to assist in an
Escalation.

BOBJEYEHME pykoBoaMTENen
Bonee BbICOKOrO YPOBHS B X04€e
Sckanaumn.
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High Bbicokas (Service Design) An (MpoekTnpoBaHue ycnyr) Noaxon
Availability OOCTYMHOCTb approach or Design that unu MNMpoekTnpoBaHne, KoTopble
minimises or hides the MVHVMWU3UPYIOT UM CKPbIBaKOT
effects of Configuration Item | nocnegcteus Coos
Failure on the Users of an KOH(UrypaunoHHOM eauHULbI Ang
IT Service. High Availability | Monb3oBatenen NT-ycnyru.
solutions are Designed to PelueHunsa Bbicokon AOCTYMHOCTU
achieve an agreed level of CnpoekTnpoBaHbl 4Nl 4OCTMXKEHUS
Availability and make use of | cormacoBaHHOro ypoBHs
techniques such as Fault [locTyrnHOCTU 1 NCMOMb3YIOT Takne
Tolerance, Resilience and MeToabl, kak OTKa3oyCTONYNBOCTb,
fast Recovery to reduce the | YcronumsocTs (resilience) n
number of Incidents, and ObicTpoe BoccTaHoBneHne ans
the Impact of Incidents. YMEHbLUEHNSA KONn4yecTea
NHunpeHToB 1 nx Bnnauuma.
Hot Standby lopsyee Synonym for Fast Recovery | CnHoHUM BbicTporo
pesepBupoBaH | or Immediate Recovery. BOCCTaHOBIIEHUS 1NN
ne HemepaneHHOro BOCCTaHOBMNEHUS.
Identity Noentndumkar | (Service Operation) A (Okcnnyarauusa ycnyr)
op unique name that is used to | YHuKanbHoe HanmeHoBaHwWe,
identify a User, person or ncnone3yemoe Ans
Role. The Identity is used to | ngeHtTudukauum MNMonbsosatens,
grant Rights to that User, yenoseka unu Ponu.
person, or Role. Example VaeHTudukaTop ncnonb3yetcs
identities might be the Ons npegoctasnenund Npas
username SmithJ or the [Monb3oBaTento, YenoBeky uUnm
Role "Change manager". Ponw. Mpumepamm
nageHTudmkaumm mMoryTt ObiTb UMs
nons3oBartens ViBaHoslBaH nnu
Ponb "MeHepxep 3ameHeHnn".
Immediate HemeaneHHoe | (Service Design) A (MpoekTnpoBaHue ycnyr) Cnocob
Recovery BoccTaHoBrneH | Recovery Option which is BOCCTaHOBIEHUS, TaKkKe
ue also known as Hot Standby. | ussecTtHbIi kak Mopsyee

Provision is made to
Recover the IT Service with
no loss of Service.
Immediate Recovery
typically uses mirroring,
load balancing and split site
technologies.

pes3epBupoOBaHMe.
MpenycmaTpuBaeTcs
BoccraHnoBnenve UT ycnyrm 6e3
npepbiBaHus Ycnyru.
HemenoneHHoe BOCCTaHOBIEHME
06bI4HO UCMONb3YEeT TEXHOOMNN
3epKanunpoBaHns, 6anaHCcMpoBKM
3arpysku 1 pasfeneHusi nnowanok
YCTaHOBKM 060pyaoBaHuS.
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Impact Bnusaxne (Service Operation) (Okcnnyarauusa ycnyr)
(Service Transition) A (Mpeo6pasoBaHue ycnyr) Mepa
measure of the effect of an | Bo3gencTeusa MHunaeHTa,
Incident, Problem or Mpobnembl unn NameHeHus Ha
Change on Business BusHec-npouecchkl. BnusHue 4acto
Processes. Impact is often DasupyeTcsa Ha CTeneHmn
based on how Service BO30EWCTBUS HA YPOBHN YCIYr.
Levels will be affected. BrimsiHne n CpoyHocTb
Impact and Urgency are NCNOMnb3YTCA AN onpeaeneHus
used to assign Priority. [MpuopuTeTa.
Incident UHumaeHT (Service Operation) An (Okcnnyartauusa ycnyr)
unplanned interruption to an | HesannaHnpoBaHHOe npepbiBaHMe
IT Service or areductionin | AT ycnyrn nnm cHmwkeHue
the Quality of an IT Service. | KauectBa UT-ycnyrn. Coon
Failure of a Configuration KoHurypaumoHHom eanHmubl,
Item that has not yet KOTOPbLIN eLle He NOBNUAN Ha
impacted Service is also an | Ycnyry, Takke siBnsieTcs
Incident. For example WHumaeHtom. Hanpumep, Cbon
Failure of one disk from a OAHOro Aucka u3 maccusa
mirror set. 3epKanupoBaHusl.
Incident YnpaBneHuve (Service Operation) The (OkcnnyaTtauusa ycnyr) Npouecc,
Management nHunpgeHtammn | Process responsible for OTBeYaloLLMi 3a ynpasneHne
managing the Lifecycle of YKN3HEHHBIM LIMKITOM BCeX
all Incidents. The primary WHuunperTtos. OcHoBHag Llenb
Obijective of Incident YnpaBneHus UHUMOEHTaMM -
Management is to return the | ckopenwee BoccTtaHoBneHue UT-
IT Service to Users as ycnyrn gng MNMone3oBaTenen.
quickly as possible.
Incident 3anucb 06 (Service Operation) A (3kcnnyartauua ycnyr) 3anuce,
Record MHUNOEHTe Record containing the cogepxawas nogpobHocTH
details of an Incident. Each | MHunaenTa. Kaxkpas 3anuck 06
Incident record documents MHumpeHTe onucbiBaeT
the Lifecycle of a single YKU3HEHHbIN LUMKIT 0gHOro
Incident. KOHKpeTHoro NHumaeHTa.
Indirect Cost KocBeHHble (Service Strategy) A Cost | (CtpaTterus ycnyr) 3atpatbl Ha
(HaknagHble, of providing an IT Service npegocrtaeneHne NT-ycnyru,
HenpsiMble) which cannot be allocated KOTOpbIE HE MOryT ObITb
3artparhl in full to a specific NMOJSTHOCTbIO OTHECEHbI Ha

Customer. For example
Cost of providing shared
Servers or software
licenses. Also known as
Overhead.

KOHKpeTHOro 3akas4uka.
Hanpumep, 3atpaTbl Ha o6wme
CepBepbl v NULEH3NK
nporpaMmMHoOro obecneyeHus.
Takke nsBecTHble kak KocBeHHble
3aTparbl.

See Direct Cost.

CmMmoTpu Takxke MpsiMble 3aTpaThbl.
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Information YnpaBnexuve (Service Design) The (MpoekTupoBaHue ycnyr)
Security nHdopmaunoH | Process that ensures the Mpouecc, koTopbii 0becneynBaeT
Management HOM Confidentiality, Integrity and | KoHcuaeHumnansHocTb,
(ISM) 6e3onacHocTb | Availability of an LlenoctHocTb 1 [locTynHOCTb
to (ISM) Organisation's Assets, AKTMBOB, MHCpOPMALIMN, AaHHbIX U
information, data and IT WT-ycnyr Opranusauun.
Services. Information YnpasneHue nHpopmMaLMoHHOM
Security Management ©e30nacHOCTbIO 0ObIYHO ABMSIETCA
usually forms part of an yacTbto OpraHnsaumMoHHOro
Organisational approach to | noaxoga k YnpaBneHuio
Security Management ©e30nacHOCTbI0, KOTOPbLIV UMeET
which has a wider scope fonee wMpokyo obnacTte oxeaTa
than the IT Service yem MocTtaBwmk UT-ycnyr, n
Provider, and includes BKMOYaeT 06paboTKy ByMarkHbIX
handling of paper, building OOKYMEHTOB, AOCTYN B 30aHus,
access, phone calls etc., for | TenegoHHbIe 3BOHKM U T.M., 4N
the entire Organisation. Bcen OpraHmsauum.
Information Cuctema (Service Design) The (MpoekTupoBaHue ycnyr)
Security ynpasneHuns framework of Policy, Cuctema Monutuk, MNMpoueccos,
Management MHpopmaumoH | Processes, Standards, CraHpgapToB, PykoBogsLLmx
System HoWM Guidelines and tools that OOKYMEHTOB U CpefcTB, KOTopble
(ISMS) 6e3onacHocTb | ensures an Organisation obecneunBaroT OpraHusaumm
o (ISMS) can achieve its Information | goctmkenune Llenen YnpasneHus
Security Management NHOPMALIMOHHON
Obijectives. ©e3onacHoOCTbH.
Information Monutuka (Service Design) The (MpoekTupoBaHue ycnyr)
Security Policy | uHdopmaumoH | Policy that governs the MNonuTuka, kKoTopas onpeagenset
HOM Organisation’s approach to | nogxog OpraHusaumm K
6e3onacHoctn | Information Security YnpaBneHuo nHpopMaLMOHHOM
Management. ©e3onacHoCTbH0.
Information MHugpopmaumno | The use of technology for Vicnonb3oBaHue TEXHONOMMIA Ans
Technology HHblE the storage, communication | xpaHeHus, obmeHa nnm o6paboTkm
(IT) TexXHosormm or processing of nHdopmaLmun. TexHonornm obbI4HO
nT) information. The technology | Bknto4aloT KOMNBIOTEPHI,

typically includes
computers,
telecommunications,
Applications and other
software. The information
may include Business data,
voice, images, video, etc.
Information Technology is
often used to support
Business Processes
through IT Services.

TenekoMMyHuKaLmu, MNprnoxeHns
1 Npoyee nporpammMHoe
obecneyeHune. Mudhopmaums
MOXET BKIoYaTb AaHHble busHeca,
roriocoBble AaHHble, 30bpaxeHus,
BMAeo, 1 T.N. MIHhopmaumoHHbIe
TEXHOMOrMM 4acTo UCNOoNb3YyTCH
Ansa nogaepxkn busHec-
NpoLleccoB Yepes npegocTaBneHve
NT-ycnyr.
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Infrastructure UudppacTpykty | An IT Service that is not WT-ycnyra, koTopas He

Service pHag ycnyra directly used by the ucnonbsyetcsa brusHecom
Business, but is required by | Hanpsimyto, Ho TpebyeTcs
the IT Service Provider so MocTaswwmky UT-ycnyr ans
they can provide other IT npegoctasneHus npodmnx NT-
Services. For example ycnyr. Hanpumep, Cnyx6a
Directory Services, naming | kaTtanoros, ycryrm HauMeHoBaHuWs
services, or communication | MM KOMMYHUKaUMOHHbIE YCITYTW.
services.

Insourcing MHcopcuHr Synonym for Internal CuWHOHMM NHCOpPCUHT.
Sourcing.

Integrity LlenoctHocTb | (Service Design) A security | (lpoekTupoBaHue ycnyr)
principle that ensures data MpuHLMN 6e30MacHOCTM, KOTOPbIN
and Configuration Items are | obecneumBaeT, 4TOObI AAHHbIE U
only modified by authorised | KoHdurypaumoHHble eanHmub
personnel and Activities. MOAMPULMPOBASIUCE TONBKO
Integrity considers all aBTOPU3NPOBAHHbBIM NEPCOHANOM U
possible causes of HedarenbHocTblo. LlenoctHocTb
modification, including NpUHMMaeT BO BHUMaHNE Bce
software and hardware BO3MOXHbIE MPUYUHBI
Failure, environmental MoAandmkaumin, BKoYas
Events, and human nporpaMmMHble 1 annapaTtHble
intervention. C6owu, CobbITus oKpyxatoLLen

cpenpbl M BMELIaTenbCTBO
YyenoBeka.

Interactive WHtepaktmBHa | (Service Operation) A form | (SkcnnyaTauus ycnyr)

Voice s1 ronocoBas of Automatic Call PasHoBugHocTb ABTOMaTM4YECKOrO

Response cuctema (IVR) | Distribution that accepts pacnpegeneHnst 3BOHKOB, Npw

(IVR) User input, such as key KOTOpOM, N5 onpeaeneHms

presses and spoken
commands, to identify the
correct destination for
incoming Calls.

npaBubHOrO agpecaTa BXo4sLero
TenedoHHoro obpalyeHus,
NpUHMMalOTCA KOMaHabl OT
Monb3oBaTens, Takue Kak HaxaTus
KNaBuLL U peyeBble KoMaHabl.
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Intermediate MpomexyToyH | (Service Design) A (MpoekTnpoBaHue ycnyr) Cnocob
Recovery oe Recovery Option which is BOCCTaHOBIEHUS, TaKkKe
BoccTaHoBreH | also known as Warm M3BECTHbIN Kak Tennoe
ve Standby. Provision is made | pe3epsupoBaHue.
to Recover the IT Service in | MNpegycmatpuBaeTcs
a period of time between 24 | BocctaHoBneHne UT-ycnyrn B
and 72 hours. Intermediate | TeyeHune 24 - 72 yacos. Npwu
Recovery typically uses a [MpomexxyTo4HOM BOCCTaHOBEHUN
shared Portable or Fixed 00bI4HO Ucnonb3yeTcst 0oLWui
Facility that has computer MoOunbHbI unu CTaumoHapHbIv
Systems and network pe3epBHbIV LLEHTP, OCHALLEHHbIN
Components. The hardware | Cuctemamn n ceteBbiMn
and software will need to be | KomnoHeHTamu.
configured, and data will KoHduryprpoBaHme annapaTHOro
need to be restored, as part | n nporpammHoro obecnedexus, a
of the IT Service Continuity | Takke BoCCTaHOBMEHWE OaHHbIX
Plan. BbINONHAOTCA B pamkax [NnaHa
obecneyveHuns goctynHocTn UT-
yCnyr.
Internal BHyTpeHHMI A Customer who works for 3akasuuk, paboTatowmi ans Toro
Customer 3aKasyuk the same Business as the e busHeca, 4to u NMoctaBwumk UT-
IT Service Provider. ycnyr.
See Internal Service CmoTpu Takke BHyTpeHHUN
Provider, External nocTaBLMK ycnyr, BHewwHun
Customer. 3aKa34uK.
Internal Metric | BHyTpeHHAs A Metric that is used within | MeTpuka koTopas ncnonbayeTcs
MeTpurKa the IT Service Provider to noctasLwukom UT-ycnyr ans
Monitor the Efficiency, MOHUTOPUHra 3MEKTUBHOCTMU,
Effectiveness or Cost pe3ynbTaTUBHOCTM MUIN
Effectiveness of the IT 3(hPEKTUBHOCTU C TOUKUN 3PEHMS
Service Provider's internal 3aTpaTt BHYTPEHHMX NPOLLEeCCOoB
Processes. Internal Metrics | noctaswmka AT-ycnyr.
are not normally reported to | BHyTpeHHME METPUKM 0ObIYHO He
the Customer of the IT npeaocTaBnalTCs 3akasvmkam UT-
Service. See External ycnyr. CMoTpu Takke BHeluHAs
Metric. MeTpuKa.
Internal Rate BHyTpeHHAA (Service Strategy) A (CtpaTerua ycnyr) Metoguka,
of Return HopMa technique used to help ucriornibdyemas gns npuHATUNA
(IRR) npubbIinu make decisions about peLUEHNN OTHOCUTENBbHO
(IRR) Capital Expenditure. IRR KanutanbHbIx 3aTpaT. BHyTpeHHASA

calculates a figure that
allows two or more
alternative investments to
be compared. A larger IRR
indicates a better
investment.

Hopma npubbinK (IRR)
paccUnTbIBAET YUCIIEHHbIV
nokasaTenb A11s CpaBHEHUS ABYX
W HECKOMbKMX anbTepHaTUBHbIX
mHBecTUUMnN. bonee BbICOKMI
nokasartenb BHyTpeHHen HOpMbI
npmbbinu (IRR) nokasbiBaeT
nyywime NHBECTULUN.
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See Net Present Value, CwmoTpu Takke Yncrasa
Return on Investment. npveeaeHHas ctoumocTb (NPV),
Bosspat uxsectuumn (ROI).
Internal BHyTpeHHU (Service Strategy) An IT (CtpaTterus ycnyr) [NocTasLuuk
Service NoCTaBLUMK Service Provider which is UT-ycnyr, KoTopbIn ABNAETCA
Provider ycnyr part of the same yacTbio Ton e OpraHusauum, Yto
Organisation as their n 3akasuuk. MNMoctaswmk NT-ycnyr
Customer. An IT Service MOXET O4HOBPEMEHHO NMETb
Provider may have both BHyTpeHHMX 1 BHeLIHMX
Internal Customers and 3aKa34ymKoB.
External Customers.
See Type | Service CmoTpu Tarke Tun | nOCTaBLLMKOB
Provider, Type Il Service ycnyr, Tun |l nocTaBLKMKOB ycnyr,
Provider, Insource. MHcopcuHr.
Internal WHcopcuHr (Service Strategy) Using (CtpaTerns ycnyr)
Sourcing an Internal Service Provider | icnonb3oBaHue BHyTpeHHero
to manage IT Services. nocTaBLUuKa ycnyr ons
ynpasneHus UT-ycnyramu.
See Service Sourcing, Type | CmoTpu Takke CTparterus no
| Service Provider, Type Il BbIGOpPY nocTaBLmkoB ycnyr, Tun |
Service Provider. noctasLukos ycnyr, Tun Il
MOCTaBLUUKOB yCIyr
International MexayHapogH | The International MexgyHapoaHas opraHusauus no
Organization as Organization for ctaHgapTtusauum (1ISO) -
for opraHusaums Standardization (ISO) is the | kpynHelmin B MMpe pa3paboTyuuk
Standardizatio | no world's largest developer of | CtangapTos. ISO - aTo
n (1ISO) cTtangapTtusay | Standards. ISO is a non- HenpaBuTenbCTBEHHAas
un (ISO) governmental organization opraHuMsaums, ceTb HauNOHanbHbIX
which is a network of the WHCTUTYTOB CTaHgapTu3aumm 156
national standards institutes | ctpaH.
of 156 countries.
Further information about [ononHuTtenbHas nHpopmaunsi 06
ISO is available from ISO poctynHa Ha
http://www.iso.org/ http://www.iso.org/
International Opranusaums | See International CwmoTtpu Tarke MexayHapoaHas
Standards no Organization for opraHusaums no ctaHgapTusaumm
Organisation mexgyHapogH | Standardization (1SO) (ISO)
bIM

cTaHgapTam
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Term [TepmuH] Definition ’ [OnpeneneHne]

Internet UHTepHeT- An External Service BHeLHMN NocTaBLLMK yCnyr,

Service nposangep Provider that provides nNpeaoCcTaBnaoLWmA A0CTYN K

Provider (ISP) | (ISP) access to the Internet. Most | Internet. BonbWWHCTBO MHTEpPHET-
ISPs also provide other IT npoBangepoB Takke
Services such as web npepocTasnaet npoyve UT-ycnyru,
hosting. Takue Kak ycrnyrm XoCcTuHra.

Invocation WunuumposaH | (Service Design) Initiation | (MpoekTupoBaHue ycnyr)

ne of the steps defined in a VHuumaums waros, onpegeneHHbIX
plan. For example initiating B nnaHe. K npumepy, nHmumaums
the IT Service Continuity MnaHa no obecneyeHnto
Plan for one or more IT HenpepbiBHOCTU UT-ycnyrmn gns
Services. OfHOWM MUNun Heckonbkux NT-ycnyr.

Ishikawa Onarpamma (Service Operation) (3kcnnyartauusa ycnyr)

Diagram NuwwkaBbl (Continual Service (MocTosiHHOE yny4lieHue ycnyr)
Improvement) A technique | MeTtoguka, nomoratoLlas KomaHae
that helps a team to identify | onpegenntb BCe BO3MOXHbIE
all the possible causes of a | npn4nHbl Npobnemsl.

Problem. Originally devised | MNepBoHavanbHo Gbina

by Kaoru Ishikawa, the paspaboTtaHa Kaopy NwvkaBow

output of this technique is a | (Kaoru Ishikawa), pesynbtatom

diagram that looks like a paboTbl 3TON METOAUKM SABNSIETCA

fishbone. aunarpamma, noxoxasi Ha pbloun
cKener.

ISO 9000 1ISO 9000 A generic term that refers to | OB TEPMUH, NCNONb3yEMbII
a number of international Anst o6o3HaveHus rpynnebl
Standards and Guidelines mMexayHapoaHbelx CTaHaapToB U
for Quality Management PykoBogsLwmx 4OKyMeHTOB AN
Systems. CucTtem ynpaBneHnst Ka4eCTBOM

(QMS).
See http://www.iso.org/ for CwmoTpu Takke http://www.iso.org/.
more information.
See ISO. Cwmotpu Takke 1SO.

1ISO 9001 ISO 9001 An international Standard MexagyHapoaHbin CtaHaapT gns
for Quality Management Cuctem ynpasneHust Ka4eCcTBOM
Systems. (QMS).

See ISO 9000, Standard. CmoTtpm Takke ISO 9000,
CraHgapr.
ISO/IEC ISO/IEC (Continual Service (MocTosiHHOE yny4lieHue ycnyr)
17799 17799 Improvement) ISO Code of | CBoa npaktuk ISO ans

Practice for Information
Security Management.

YnpaBneHus nHPOpMaLMOHHOM
©e3onacHoCTbIo.

See Standard.

CwmoTpwm Takke CtaHaapT.
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Term [TepmuH] Definition ’ [OnpeneneHne]

ISO/IEC ISO/IEC ISO Specification and Code | Cneuundukaums ISO n Ceoa

20000 20000 of Practice for IT Service npakTuk anga YnpasneHusa AT-
Management. ISO/IEC ycnyramm (ITSM). ISO/IEC 20000
20000 is aligned with ITIL cornacosaH ¢ Jlyywmmu
Best Practice. npaktnkamm ITIL.

ISO/IEC ISO/IEC (Service Design) (MpoekTupoBaHue ycnyr)

27001 27001 (Continual Service (MocTosiHHOE ynyuleHune ycnyr)
Improvement) ISO Cneundukaums 1ISO gns
Specification for Information | YnpaBneHus nHdpopmaLMoHHON
Security Management. The | 6e3onacHOCTbIO.
corresponding Code of CooteTtcTBYtOWMM CBOAOM
Practice is ISO/IEC 17799. | npakTuk aBnsietcsa ISO/IEC 17799.
See Standard. Cwmotpu Tarke CtaHgapT.

IT Directorate | AT- (Continual Service (MocTosiHHOE ynyulieHue ycnyr)

PYKOBOACTBO Improvement) Senior Bbliclwee pykoBOACTBO

Management within a [MocTaBwumka ycnyr, oTBevatoLlee
Service Provider, charged 3a pa3paboTky U NpeaocTaBneHne
with developing and WT-ycnyr. Hanbonee yacto
delivering IT services. Most | TepMuH ncnonb3yeTcs B
commonly used in UK JenapTaMeHTax npaBuTeNnbCTBa
Government departments. BenukobpuTtaHuu.

IT nT- All of the hardware, Bce annapaTtHoe 1 nporpaMmHoe

Infrastructure UHdpacTpykTy | software, networks, facilities | obecneueHue, ceTu, nomelLeHns

pa etc. that are required to T.M., Heobxoaumble ons

Develop, Test, deliver, Pa3paboTku, TecTvpoBaHus,
Monitor, Control or support | goctaeku, MOHUTOPWHra,
IT Services. The term IT KoHTponsa unu nogaepxkun UT-
Infrastructure includes all of | ycnyr. TepmuH UT-
the Information Technology | MHdpacTpykTypa BKnoyaeT Bce
but not the associated KOMMOHEHTbI IHpopMaLMOHHbIX
people, Processes and TEXHOSIOrMI1, KpOMe nepcoHana,
documentation. MpoueccoB 1 fOKyMeHTauuun.

IT Operations | OnepaunoHHo | (Service Operation) (3kcnnyaraums ycnyr)

e ynpaeneHue
718

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

[esaTenbHOCTH, BbINONHAEMbIE
dyHKumnen KoHtpons
onepaumoHHoro ynpaeneHua UT, B
TOM YMCrE KOHCONbHOE
ynpaenenwue, [NnaHnposaHune
3apad, PesepBHoe konvpoBaHue,
BocctaHoBneHue, MNMevaTb 1
yrnpaBsreHne BblBOAOM.

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

OnepaumnoHHoe ynpasneHue UT
TakkKe NCNonb3yeTcsl Kak CUHOHUM
QkcnnyaTauun ycnyr.
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Term [TepmuH] Definition ’ [OnpeneneHne]
IT Operations | KoHTponb (Service Operation) The (OkcnnyaTtauusa ycnyr) OyHkums,
Control onepaumoHHor | Function responsible for oTBevatoLasi 3a MOHUTOPWHT 1
o ynpasnexusi | Monitoring and Control of KoHTtpone UT-ycnyr n UT-
uT the IT Services and IT WHPPacTPyKTYpBbI.
Infrastructure.
See Operations Bridge. CmoTpun Takke MecTo
akcnnyaTaumu.
IT Operations | Ynpasnexue (Service Operation) The (Okcnnyartaumnsa ycnyr) OyHKums
Management onepaunoHHo | Function within an IT MoctaBwwmka UT-ycnyr, koTopas
" Service Provider which BbIMOMHAET NOBCEAHEBHYIO
pesTenbHocTb | performs the daily Activities | JeatensHoOCTb, HeOGXxoouMYO ANs
o UT needed to manage IT ynpasnenusa UT-ycnyramm n
Services and the supporting | nogaepxkun UT-uHppacTpykTypbI.
IT Infrastructure. IT YnpasneHue onepawuoHHOM
Operations Management pedarenbHocTblo UT BKMtovaeT
includes IT Operations KoHTponb onepaunoHHOro
Control and Facilities ynpaenenusa AT n YnpasneHue
Management. WHXeHepHbIM obecneyeHnem.
IT Service NT-ycnyra A Service provided to one WT-ycnyra, npepocrasnsemas

(NT-cepsuc)

or more Customers by an IT
Service Provider. An IT
Service is based on the use
of Information Technology
and supports the
Customer's Business
Processes. An IT Service is
made up from a
combination of people,
Processes and technology
and should be defined in a
Service Level Agreement.

OOHOMY MM MHOMMM 3akasdmkam
Mocraswwmkom UT-ycnyr. UT-
ycnyra 6a3sunpyetcs Ha
NCMOMb30BaHUN MHAOPMALMOHHBIX
TEeXHOMNOrMn 1 nogaepxmeaeT
BusHec-npouecchl 3akasumka. UT-
ycnyra BKMo4YaeT B cebs nogen,
Mpoueccobl, TEXHONOrMN 1 JOMKHA
ObITb onpeaeneHa B CornatleHmm
06 ypoBHe ycniyr (SLA).

HonyckaeTcs ncnonb3oBaHve ans
IT Service BapnaHTa nepesoga AT-
CepBuc, 0gHaKO AaHHbIA BapuaHT
He pekoMeHayeTcs K
NCMOMb30BaHUIo.
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Term [TepmuH] Definition ’ [OnpeneneHne]
IT Service YnpaBnexuve (Service Design) The (MpoekTupoBaHue ycnyr)
Continuity HenpepbIBHOCT | Process responsible for [Mpouecc, 0TBETCTBEHHbBIN 3a
Management blo UT-ycnyr managing Risks that could yrnpasneHne puckamu, Kotopble
(ITSCM) (ITSCM) seriously impact IT BnuaoT Ha UT-ycnyru. ITSCM
Services. ITSCM ensures obecneynBaeT BO3MOXHOCTb
that the IT Service Provider | noctaBwmky UT-ycnyr
can always provide npegocrasnseT MUHUMaNbHO
minimum agreed Service COrnacoBaHHbIN YPOBEHb YCHYT,
Levels, by reducing the Risk | yepes cHuxeHue puckoB 4o
to an acceptable level and NpMemMnemMoro ypoBHs u
Planning for the Recovery nnaHMpOBaHWst BOCCTAHOBMEHMS
of IT Services. ITSCM WT-ycnyr. ITSCM gormkeH 6biTb
should be designed to CMPOEKTMPOBaH Tak, Y4TobbI
support Business Continuity | obecneumBatb noaaepxky
Management. npouecca ynpasneHus
HenpepbIBHOCTU BusHeca (BCM).
IT Service MnaH (Service Design) A Plan (MpoekTnpoBaHue ycnyr) lNnaH,
Continuity obecnedveHunsn | defining the steps required onpeaensaLwmnn warw,
Plan HenpepbiBHOCT | to Recover one or more IT Heobxoaumble ans
n UT-ycnyr Services. The Plan will also | BocctaHoBneHus ogHom nnm
identify the triggers for Heckonbkux UT-ycnyr. [NnaH Takke
Invocation, people to be [OOJIMKEH onpenensaTb coobITus,
involved, communications KOTOpble SIBNAIOTCA OCHOBaAHNEM
etc. The IT Service ansa ero MHmunaumn, nogen,
Continuity Plan should be KOTOpble AOMMKHbI ObITb
part of a Business 3aQencTBOBaHbI, cpeacTea
Continuity Plan. KOMMYHMKaumn v T.n. Nnax
obecneyveHmns HenpepbiBHOCTUN UT-
YCNyr OOMKEH ABNATLCH YaCTbio
lMnaHa obecneyeHus
HenpepbIBHOCTU GuaHeca (BCP).
IT Service YnpasneHue The implementation and BHeapeHve n ynpaeneHune
Management UT-ycnyramm management of Quality IT KavectBom UT-ycnyr, koTopble
(ITSM) (ITSM) Services that meet the COOTBETCTBYIOT TPEOOBaAHUAM

needs of the Business. IT
Service Management is
performed by IT Service
Providers through an
appropriate mix of people,
Process and Information
Technology.

BusHeca. YnpasneHue UT-
ycnyramu (ITSM) peanusyetca
MoctaBwwmkamu UT-ycnyr nytem
ncnonb3oBaHus Hanbonee
YMECTHOro coyeTaHus foaen,
MpoueccoB 1 MHdopMaLMOHHbIX
TEXHOMOrN.

See Service Management.

CmoTpu Takke YnpasneHue
ycnyramu.
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Term [TepmuH] Definition ’ [OnpeneneHne]
IT Service dopym no The IT Service dopym no Bonpocam ynpaBneHns
Management Bonpocam Management Forum is an UT-ycnyramm (itSMF) ato
Forum (itSMF) | ynpaBneHusi independent Organisation HesaBucmmasa OpraHusauus,
NT-ycnyramn | dedicated to promoting a KoTopas 3aHUMmaeTcs
(itSMF) professional approach to IT | npogswkeHem
Service Management. The | npodeccnoHanbHOro nogxona K
itSMF is a not-for-profit Ynpaenenuo UT-ycriyramu (ITSM).
membership Organisation itSMF 310 HEkOMMep4eckas
with representation in many | OpraHusauus c
countries around the world npencraBvMTenbCTBaMun B
(itSMF Chapters). The DOonbLlWMHCTBE CTpaH Mupa
itSMF and its membership (otpeneHus itSMF). itSMF n ee
contribute to the npeacTaBUTENN CNOCOOCTBYIOT
development of ITIL and pa3suTuto ITIL 1 cBA3aHHbIX
associated IT Service CraHpgapToB ynpaeneHus NT-
Management Standards. ycnyramum (ITSM). Bonee
See http://www.itsmf.com/ nogpobHO cMoTpuU
for more information. http://www.itsmf.com/.
IT Service MocTaBLumK (Service Strategy) A (CtpaTterus ycnyr) [NoctasLyuk
Provider UT-ycnyr Service Provider that WT-ycnyr, npegoctasnsaowmn UT-
provides IT Services to ycnyr BHyTpeHHUM nnu BHewHumM
Internal Customers or 3aKasymnkam.
External Customers.
IT Steering Ynpaenawowwii | A formal group that is ['pynna, oTBeTCTBEHHas 3a
Group (ISG) KOMWUTET NO responsible for ensuring obecnevyeHne B3aMMHOIo
T (ISG) that Business and IT cooTBeTCTBUS CTpaTerni un
Service Provider Strategies | lNnaHoB busHeca u MNocTaBLwuka
and Plans are closely WT-ycnyr. B Ynpasnsiowui
aligned. An IT Steering komuteT no UT BxogaT
Group includes senior npeacrtaBuTenu busHeca n
representatives from the Mocraswwwmka NT-ycnyr.
Business and the IT Service
Provider.
ITIL ITIL A set of Best Practice Habop pekomeHgauumii no Jlyywmm

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

npakTukam B YnpasneHum AT-
ycnyramm (ITSM). ITIL
npuHagnexmt OGC u Bknoyaet
Habop nybnukauummn, cogepxaiimx
pekomMeHaaLuum no opraHM3aumum
npepocTaBneHns KayecTBeHHbIX
WT-ycnyr, a Takke lNpoueccos n
KOMMOHEHTOB, Heo6XoaANMbIX AN
UX NOAAEPXKKU.

[ononHuTeneHoO cMoTpU
http://www.itil.co.uk/.
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Job HomkHocTHast | A Document which defines | [JokymeHT, koTopbI onpeaensieT
Description VMHCTPYKUUA the Roles, responsibilities, pornn, 30Hbl OTBETCTBEHHOCTH,
skills and knowledge HaBbIKN 1 3HaHWS, Tpebyemble OT
required by a particular onpegeneHHoro COTpyaHuKa.
person. One Job [omKHOCTHas MHCTPYKUUSA MOXeET
Description can include BKMNtOYaTb HECKOSBbKO porien,
multiple Roles, for example | Hanpumep ponu MeHeoxep
the Roles of Configuration KoHGurypauuin n MeHepxep
Manager and Change N3MEHEHUIN MOTYT BbINOMHATHCS
Manager may be carried out | 0AHUM COTPYOHNKOM.
by one person.

Job MnaHupoBaHn | (Service Operation) (Okcnnyarauusa ycnyr)

Scheduling € 3agay Planning and managing the | NnaHupoBaHue n ynpasnexHvne
execution of software tasks | 3anyckom nporpammMmHoOro
that are required as part of | obecnedeHus B pamkax UT-ycnyru.
an IT Service. Job MnaHnpoBaHue 3agad
Scheduling is carried out by | npou3sBoguTcst B pamkax
IT Operations Management, | YnpasneHus onepaunoHHON
and is often automated pedarenbHocTblo VT, n yacto
using software tools that run | aBTomMaTU3NpyeTCs NnocpencTBOM
batch or online tasks at NporpaMMHbIX CPEACTB, KOTOpble
specific times of the day, BbIMOSHAOT 3anycK B yKazaHHoe
week, month or year. BpeMs OHS, Hefenu, Mmecsua nnu

roga.

Kano Model Mogenb KaHo | (Service Strategy) A Model | (Ctpaternsa ycnyr) Mogens,
developed by Noriaki Kano | paspabotaHHasa Hopuaku KaHo
that is used to help (Noriaki Kano). Mogenb
understand Customer ncnonb3yetcs Anga obnerdeHus
preferences. The Kano NOHMMaHWS NPeanoYTEHUN
Model considers Attributes 3akasunka. Mogenb KaHo
of an IT Service grouped yuutbiBaeT ATpubytel UT-ycnyru,
into areas such as Basic CrpynnupoBaHHble No obnacTtam:
Factors, Excitement OcHoBHble dhakTopbl, akTopbl
Factors, Performance npueredeHus(nHTepeca), PakrTopsl
Factors etc. NpPON3BOAUTENBHOCTU U T.M.

Kepner & AHanus (Service Operation) (Okcnnyartauusa ycnyr)

Tregoe KenHepa u (Continual Service (MocTosiHHOE yrnyulleHune ycnyr)

Analysis Tpero Improvement) A structured | CuctemMHbIn noaxo K

approach to Problem
solving. The Problem is
analysed in terms of what,
where, when and extent.
Possible causes are
identified. The most
probable cause is tested.
The true cause is verified.

paspewueHuto Npobnewm. MNMpobnema
aHanuaupyeTcsa B TepMuHax YTo,
I'ne, Korga n Ckonbko (what,
where, when un extent).
OnpenensaTcs BO3MOXHble
npuunHbl. Hanbonee BeposTHast
npuyMHa NoaBepraeTcsl MPOBEPKE.
Taknm obpasom onpegenseTcsi
WCTMHHas Npu4YnHa.
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Term

Key
Performance
Indicator (KPI)

[TepmuH]

KntoueBon
nokasaTenb
npounsBoauTen
bHOCTU (KPI)

Definition

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

’ [OnpeneneHne]

(MocTosiHHOE ynyulleHune ycnyr)
MeTpuka, koTopasi UCMoNb3yeTcst
ansa ynpasneHus Npoueccom, NT-
ycnyron unu [eatensHoCTbIo.
MHoxecTtBo MeTpuk mMoryT ObITb
n3MepeHbl, HO TONbKO BaXKHEeNLLne
onpeaenstotcs kak KPls n
MCMNOMNb3YTCA AN OTYETHOCTU U
ynpaenenunsa Npoueccom, NT-
ycnyron unu JeatensHocTbio. KPI
DOSMKHbI ObITh BbIOpaHbI A5
ynpaBneHnst 9 eKTUBHOCTbHO,
Pes3ynbTaTtMBHOCTbLIO 1
OhdheKkTMBHOCTLIO 3aTpar.

See Critical Success

CwmoTpu Takke Kputnyeckni

Factor. dakTop ycnexa (CSF).
Knowledge basza 3HaHWI (Service Transition) A (MpeobpasoBaHue ycnyr)
Base logical database containing | Jlornueckas 6asa gaHHbIX,

the data used by the cogepxawas gaHHble,

Service Knowledge BocTpeboBaHHble Cructemon

Management System. ynpaBneHns 3HaHun No ycnyram

(SKMS).

Knowledge YnpasneHve (Service Transition) The (MpeobpasoBaHue ycnyr)
Management 3HaHMAMU Process responsible for Mpouecc, oTBevatowuin 3a cbop,

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

aHanus, coxpaHeHue u
npegocraBneHne 3HaHnn n
uHdpopmaummn B OpraHusaumu.
MepBnyHas uenb YnpaeneHus
3HaHUAMU - yBENMYEHNE

O hEKTUBHOCTI MYTEM CHUKEHMUS
HeobxoOuMOCTH B MOBTOPHOM
Nnoucke 3HaHUMN.

See Data-to-Information-to-
Knowledge-to-Wisdom,
Service Knowledge
Management System.

CwmoTtpu Tarke [JaHHble-
MHdopmauusa-3HaHma-MyapocTb
(DIKW), Cuctema ynpasneHus
3HaHui no ycnyram (SKMS)
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Known Error Ms3BecTHas (Service Operation) A (dkcnnyartauusa ycnyr)
owmbka Problem that has a Mpobnema, ons KOTOpon
documented Root Cause onpegeneHbl U JOKYMEHTUPOBaHbI
and a Workaround. Known KopHeBas npuumHa n O6xogHom
Errors are created and nyTb. 3BecTHbIE OLINOKK
managed throughout their CO3atloTCs M ynNpaBnalnTCs B
Lifecycle by Problem paMKax npouecca YnpasneHusi
Management. Known Errors | npobnemamu Ha NnpoTsbKeHUN NX
may also be identified by YKnsHeHHoro yukna. N3BecTHble
Development or Suppliers. OLUMBKM TaKke MOryT ObITb
naeHTUUUNPOBaHbI NyTem
PaspaboTku nnu MNMoctasLumkamu.
Known Error basza (Service Operation) A (Okcnnyartauua ycnyr) basa
Database N3BECTHbIX database containing all OaHHbIX, cogepxallasa Bce 3anucu
(KEDB) ownbok Known Error Records. This | 06 nsectHbix ownbkax. Ita 6asa
(KEDB) database is created by OaHHbIX CO3aeTcs B npouecce
Problem Management and YnpaBneHusa npobneMamu un
used by Incident and ncnonb3yeTcs npoueccamm
Problem Management. The | YnpaBneHus nHuvgeHtTamm un
Known Error Database is npobnemamun. basa n3BecTHbIX
part of the Service owmnbok aTo Yactb Cuctemsl
Knowledge Management yrpaBreHnsi 3HaHUin No ycnyram
System. (SKMS).
Known Error 3anuck 06 (Service Operation) A (3kcnnyaraumsa ycnyr) 3anuce,
Record U3BECTHOM Record containing the cofepxawiasa getanbHoe onucaHue
oLmnbke details of a Known Error. M3BecTHOM olwmnbku. B kaxnon
Each Known Error Record 3anuncu n3BecTHOM OLIMBKM
documents the Lifecycle of | gokymeHTupyetcsa KnsHeHHbIN
a Known Error, including LmKn N3BeCTHOM oLUNOKN, BKMOYas
the Status, Root Cause and | Ctartyc, KopHeByto npuyimHy m
Workaround. In some O6xogHow nyTb. B HekoTopbIx
implementations a Known peanusaunsax npouecca M3sectHasi
Error is documented using oLIMbKa LOKYMEHTUPYETCS C
additional fields in a ncnonL3oBaHNeM
Problem Record. [ONONHUTENBHBLIX Nonen B 3anucu
o npobnewme.
Lifecycle YKn3HeHHbIN The various stages in the PasnuyHble aTtanbl B u3Hn UT-
LMK life of an IT Service, ycnyru, KondurypaumoHHon
Configuration Item, Incident, | eguHnubl, MHumaeHTa, MNMpobnemsi,
Problem, Change etc. The NameHeHna n 1.4. >KU3HEeHHbIN
Lifecycle defines the umkn onpegendet Kateropum gns
Categories for Status and Crartyca v paspelleHHble
the Status transitions that nepexoppbl mexay Ctatycamu.
are permitted. For
example: Hanpumep:




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009
ITIL® V3 Translation Project

Term

[TepmuH]

Definition

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

’ [OnpeneneHne]

e XXW3HEHHbIN LUMKN
MpunoxeHus BKIItOYAET aTanbl
TpeboBaHun, MNMpoekTnpoBaHus,
C6opku, PassepTbiBaHUS,
OkcnnyaTauuu, OnTumMmnsaumu.

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

o  [logpOoGHbIV XKN3HEHHbIN
LMK MHUMAOEHTA BKMOYaeT
O6HapyxeHue, Peakuutio,
OwnarHoctuky, PeMoHT,
BocctaHoBneHne BocctaHoBneHne
(B0306HOBMEHNME).

e The lifecycle of a
Server may include:
Ordered, Received, In Test,
Live, Disposed etc.

e  >KM3HEHHbIN LUMKN
CepBepa MOXeT BKNoYaTh:
3akasaH, NonyyeH, B
TectnpoBaHuu, NpombineHHas
akcnnyaTauus, BeiBegeH us
aKcnnyaTaumu n T.4.

Line of Service
(LOS)

Jlunenka ycnyr
(LOS)

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

(CtpaTerus ycnyr) basoas unu
BcnomorartenbHas ycnyra, kotopasi
BKIIOYaeT HecKkonbko lMakeToB
ypoBHen ycnyr (SLP). JlnuHerika
Ycenyr ynpaensetca MeHegxepom
NpoayKTa n Kaxabin MNakeT ypoBHS
yCnyru CNpoeKkTUpoBaH AN
NnoAaAepXk/ onpeneneHHoro
CerMeHTa pblHKa.

Live Pexum (Service Transition) (Mpeobpa3soBaHue ycnyr)
npombiwnenH | Refers to an IT Service or MpumensaeTca k UT-ycnyre nnm
on Configuration Item that is KoHurypaumoHHom eanHuLe,
akcnnyataumm | being used to deliver KOTOpble UCMOMb3YHTCA Ans
Service to a Customer. npegocTaBneHuns Ycnyr 3akasuuky.
Live Cpena (Service Transition) A (MpeobpaszoBaHue ycnyr)

Environment

NPOMBbILLNEHH
on
aKcnnyatauunn

controlled Environment
containing Live
Configuration Items used to
deliver IT Services to
Customers.

Ynpasnsiemasn Cpeaa,
cogepxawasa KoHdurypaumoHHble
eanHuubl B Pexxnme
NPOMBbILLIIEHHON 3KCMyaTaumm,
ucnonb3yemble Ans
npepoctaenenusa NT-ycnyr
3akasunkam.
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Maintainability | ConpoBoxpgae | (Service Design) A (MpoekTnpoBaHue ycnyr) Mepa
MOCTb measure of how quickly and | 6bicTpoTbl 1 QHEKTUBHOCTM
Effectively a Configuration BOCCTaHOBIEHWUSI HOPMaIbHOW
Item or IT Service can be paboTbl KoHdurypaumoHHom
restored to normal working | eauHuubsl unn NT-ycnyrn nocrne
after a Failure. C60s. ConpoBoXXgaemMoCTb 4YacTo
Maintainability is often N3MepseTcs 1 BKIoYaeTcs B
measured and reported as OT4eTHOCTb kak MTRS.
MTRS.
Maintainability is also used | TepmuH ConpoBoXXgaemocTb
in the context of Software or | Takke ncnonb3yeTcsi B KOHTEKCTE
IT Service Development to PaspaboTku NporpammHoro
mean ability to be Changed | obecneyenus unm UT-ycnyrn ana
or Repaired easily. 0603Ha4YeHnst CNoCoOOHOCTYM K
M3meHeHuto unn PemMoHTy.
Major Incident | 3HauuTenbHbl | (Service Operation) The (Okcnnyartauusa ycnyr)
N UHUMOEHT highest Category of Impact | Hauebicwas KaTteropus BnusiHus
for an Incident. A Major ansa VIHumpeHTa. 3HaunTenbHbIN
Incident results in significant | MHUMOEHT O3HaYaeT 3HAUYNTENBHbIE
disruption to the Business. notepu gns busHeca.
Managed Ynpaensemsblie | (Service Strategy) A (Crparterus ycnyr) Barnag Ha AT-
Services UT-ycnyru perspective on IT Services | ycnyru, nogy4epkuBarowmnin pakt nx
which emphasizes the fact ynpasnsemocTtu. TepMuH
that they are managed. The | Ynpasnsembie UT-ycnyrn Takke
term Managed Services is NCNOmnb3yeTcs Kak CUHOHUM AMS
also used as a synonym for | UT-ycnyr, nepegaHHbIX Ha
Outsourced IT Services. AyTCOPCUHT.
Management YnpaeneHyeck | Information that is used to MHpopmavnms, koTopas
Information as support decision making by | ucnonb3yertcsa ana nogoepXku
WHopmaums managers. Management NPUHATUA peLleHni

Information is often
generated automatically by
tools supporting the various
IT Service Management
Processes. Management
Information often includes
the values of KPIs such as
"Percentage of Changes
leading to Incidents", or
"first time fix rate".

MeHexepamu. YnpaBneHyeckas
nHdopMaLmsa YacTo
aBTOMaTMYeCKM NpeaocTaBnseTcs
aBTOMaTU3NPOBAHHBLIMU
cucTeMamu, NOAAEePXKMBaOLLIMMUY
pasnu4Hble [NpoLlecchl ynpaBneHus
UT-ycnyr. YnpaBneH4eckas
MHopMaLmsa 4acTo BKMYaeT
3HauyeHus KnioueBbix nokasaTenen
npoussoautensHocTtu (KPI), Takne
Kak "MNpoueHT NameHeHunHn,
npueogawmx k HungeHtam", nnm
"NPOLEHT peLleHnin C NepBoro
pasa".
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Management Ynpasnexuve The OGC methodology for MeTtoponorua OGC gns
of Risk (MoR) | puckamm managing Risks. MoR ynpasneHuns Puckamu.
(MoR) includes all the Activities YnpasneHue puckamu (MoR)
required to identify and BKMNto4aeT BCto [leAaTenbHOCTb,
Control the exposure to Heobxooumyto Ans
Risk which may have an naeHTumKaLmMm n KOHTPOsst
impact on the achievement | BepoaTHbIX PUckoB, KOTOpble MOTyT
of an Organisation’s NOBAUATbL Ha JOCTUXEHUE
Business Objectives. OpraHusaumnen ee busHec-Lenen.
See http://www.m-o-r.org/ Bonee nogpobHO cmMOTpU
for more details. http://www.m-o-r.org/.
Management Cuctema The framework of Policy, Cuctema Monutuk, Mpoueccos n
System ynpaBneHusi Processes and Functions DyHKUMIN KOTOpble obecnevnBaloT
that ensures an pocTtumkeHne OpraHusaunen
Organisation can achieve noctaeneHHbIx Llenen.
its Objectives.
Manual PyyHoe A Workaround that requires | O6xogHow nyTb, KOTOPbIN TPebyeT
Workaround obxogHoe manual intervention. py4HOro BmeLLaTenscrea. PyyHoe
peleHne Manual Workaround is also | o6xogHoe pelleHne Takke
used as the name of a ncnonb3yeTca ANA HanMeHoBaHWUs
Recovery Option in which Cnocoba BoccTaHOBMNEHUS, B
The Business Process KoTopoM BbuaHec-npouecchl
Operates without the use of | QkcnnyaTupytoTcs 6e3
IT Services. This is a ncnonb3oBaHus NT-ycnyr. 310
temporary measure and is BpeMeHHas Mepa 1 06bI4HO
usually combined with NPUMEHAETCH COBMECTHO C
another Recovery Option. apyrumm Cnocobamu
BOCCTaHOBIEHNSI.
Marginal Cost | lNpegenbHbie (Service Strategy) The (CtpaTerna ycnyr) 3atpaTtbl Ha
3aTparthbl Cost of continuing to nNpoAdormKeHne npegocTaBneHus
provide the IT Service. NT-ycnyrn. MNMpepgenbHble 3aTpaTthl
Marginal Cost does not He BKIHOYalOT YXKe NPON3BeaEeHHbIE
include investment already | nHBectuuun, Hanpumep 3aTtparhbl
made, for example the cost | Ha pa3paboTky HoBoro 10O u
of developing new software | npoBefeHne oby4eHus.
and delivering training.
Market Space | Jons pbiHka (Service Strategy) All (CtpaTerus ycnyr) Bce

opportunities that an IT
Service Provider could
exploit to meet business
needs of Customers. The
Market Space identifies the
possible IT Services that an
IT Service Provider may
wish to consider delivering.

BO3MOXHOCTH, KOTOpbIE
MocTaBwwmk UT-ycnyr moxeT
MCMonb30BaTh A
yOOBMNEeTBOPEHUSt NOTpebHoCcTEN
3akasumkoB. [Jons pbiHKa
onpeaenset UT-ycnyru,
BO3MOXHOCTb NpefoCcTaBneHns
KOTOpbIX paccMmaTpvBaeT
MoctaBwwmk UT-ycnyr .
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Maturity 3penocTb (Continual Service (MocTosiHHOE yrnyulieHune ycnyr)
Improvement) A measure Mepa HagexHocTu,
of the Reliability, Efficiency | 3ddekTnBHOCTM U
and Effectiveness of a PesynbTtatueHocTty - MNMpouecca,
Process, Function, ®yHkumm, OpraHnsauum u T.0.
Organisation etc. The most | Hanbonee 3penble MNpouecchl n
mature Processes and dyHKUuUKM hopmanbHO
Functions are formally COOTBETCTBYIOT busHec-Lensm u
aligned to Business CTtparteruu, n nogaepxmBarTcA
Objectives and Strategy, CMCTEMOW HernpepbIBHOIO
and are supported by a YAyYdLIEHUS.
framework for continual
improvement.
Maturity Level | YpoBeHb A named level in a Maturity | VimeHoBaHHbIN ypoBEHL B MOAENN
3penocTtu model such as the Carnegie | 3penoctu, Takon kak KomnnekcHas
Mellon Capability Maturity mogenb 3penoctn (CMMI) KapHeru
Model Integration. MennonHa (Carnegie Mellon).
Mean Time CpegHee (Service Design) A Metric | (MpoekTupoBaHue ycnyr)
Between BpeMms mexay | for measuring and reporting | MeTpuka anst usmepeHus u
Failures cbosimn Reliability. MTBF is the Nony4eHnst OTYETHOCTU MO
(MTBF) (MTBF) average time that a HagexHoctn. MTBF ato cpegHee
Configuration ltem or IT BpEMsi, 3a KOTOpoe
Service can perform its KoHdurypaumoHHasa eamHmua unu
agreed Function without UT-ycnyra MOXeT BbINOMHATL CBOU
interruption. This is dyHKUMn 6e3 nepepbiBa.
measured from when the Cl | NamepsieTcs ot Havana paboTtel KE
or IT Service starts working, | wnu UT-ycnyrn, 4o MoMeHTa
until it next fails. cnegytowlero Coos.
Mean Time CpegHee (Service Design) A Metric | (MpoekTupoBaHue ycnyr)
Between Bpems mexgy | used for measuring and MeTpuka ons namepenmsa n
Service nHungeHtamn | reporting Reliability. MTBSI | nonyyeHunst oT4eTHOCTU MO
Incidents (MTBSI) is the mean time from when | HagexHoctn. MTBSI aTo cpeaHee
(MTBSI) a System or IT Service fails, | Bpemsi oT MomeHTa cbost Cructemsbl
until it next fails. MTBSI is unu UT-ycnyrmn go cnegyoLero
equal to MTBF + MTRS. cbos. MTBSI paBHo MTBF +
MTRS.
Mean Time To | CpegHee The average time taken to CpenHee Bpewmsi, Heobxogumoe
Repair Bpems repair a Configuration ltem | ons pemoHTa KoHdurypaunoHHoM
(MTTR) peMoHTa or IT Service after a Failure. | eguHuubl unn UT-ycnyrmn nocne
(MTTR) MTTR is measured from C6os. MTTR uamepsietcsa ot

when the Cl or IT Service
fails until it is Repaired.
MTTR does not include the
time required to Recover or
Restore. MTTR is
sometimes incorrectly used
to mean Mean Time to
Restore Service.

mMomeHTa C6ost KE unm UT-Yenyru
[0 MOMEHTa 3aBepLUEHMS
PemoHTta. B MTTR He Bkntovaetca
Bpewms, Tpebyemoe ons
BoccraHnoenernuna. MTTR mnHorga
HEKOPPEKTHO TPAKTYETCA Kak
CpefHee Bpemsi BOCCTaHOBNEHNS
yenyrn (MTRS).
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Mean Time to | CpegHee The average time taken to CpegHee Bpewms, Tpebyemoe ang

Restore Bpems Restore a Configuration BoccTaHoBneHus

Service BoccTaHoBmneH | Item or IT Service after a KoHurypaumoHHon eanHuLbl unu

(MTRS) us ycnyru Failure. MTRS is measured | UT-ycnyrn nocne C6os. MTRS

(MTRS) from when the Clor IT nsamepsietcs ot momeHTta Cbos KE

Service fails until it is fully unu UT-ycnyrn 4o MoMeHTa

Restored and delivering its | nonHoro BocctaHoBneHus n

normal functionality. BO3BpaTa kK HopMarnbHOM
hYHKLMOHAaNLHOCTH.

See Maintainability, Mean CmoTpu Takke

Time to Repair. ConpoBoxgaemocTb, CpegHee
Bpems pemoHTa (MTTR).

Metric MeTpuka (Continual Service (MocTosiHHOE yrnyuleHune ycnyr)
Improvement) Something McnonesyeTca Ans namepeHus un
that is measured and ynpaenenusa Npoueccom, NT-
reported to help manage a ycnyron unu eatensHoCTbIo.
Process, IT Service or
Activity.

See KPL. CwmoTtpu Takke KntoueBor
nokasaTesnb NPOU3BOAUTENBHOCTH
KPI.

Middleware CaasyioLlee (Service Design) Software | (MpoekTnpoBaHue ycnyr) MO,
rno that connects two or more KOTOpoe CBSA3bIBaeT ABa Unn

software Components or ©onee nporpaMmMHbix KOMnoHeHTa

Applications. Middleware is | unu Npunoxexus. Ceasytowee MO

usually purchased from a 06bI4HO nokynaeTcs y MNMocTaBlimka

Supplier, rather than BMECTO CaMOCTOSATENbHOW

developed within the IT paspaboTku NocTaBLymkom UT-

Service Provider. YCIIyr.

See Off the Shelf. CwmoTpu Takke [0TOBbIE peLLEHUs.

Mission Mwuccus The Mission Statement of Mwuccua OpraHunsaumm ato

Statement an Organisation is a short KOPOTKOE, HO MOSIHOE onvcaHune
but complete description of | npegHasHayeHns n HamepeHu
the overall purpose and Opranunzauun. OnpegenseT, 4To
intentions of that [OJIMKHO ObITb AOCTUTHYTO, HO HE
Organisation. It states what | onpegensieT, kakum obpasom.
is to be achieved, but not
how this should be done.

Model Mogenb A representation of a MpeactaesneHne Cuctemsl,
System, Process, IT Mpouecca, UT-ycnyru,

Service, Configuration ltem | KoHdurypaumoHHon eanHmLbl u

etc. that is used to help T.M. KOTOPOE UCnonb3yeTcsa Ans

understand or predict future | obneryeHns NnoHMMaHUS Unn

behaviour. NpOrHo3upoBaHus byayLiero
noBegeHus.
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Modelling MogenuposaH | A technique that is used to MeTtoauvka, ucnonbsyemas gns
ne predict the future behaviour | npepgckasaHusa Gygyliero
of a System, Process, IT noeegeHus Cucremsl, MNpoLecca,
Service, Configuration ltem | UT-ycnyru, KoHdurypaumoHHom
etc. Modelling is commonly | eguHuubl 1 T.n. MogenvpoBaHue
used in Financial BOCTpeOoBaHO B YnpaBneHum
Management, Capacity duHaHcamun, YnpasneHum
Management and MowHocTamn n YnpasneHum
Availability Management. HocTynHocTblo.
Monitor Linkn (Service Operation) (3kcnnyarauums ycnyr)
Control Loop MOHUTOPUHra Monitoring the output of a MoHuTopuHr pesynbTaTta 3agaHus,
M KOHTPOSIA Task, Process, IT Service Mpouecca, NT-ycnyrn unu
or Configuration Item; KoHdurypaumoHHon eanHmubl;
comparing this output to a CpaBHeHVe pesynbTaTta
predefined norm; and taking | npeaycTtaHOBNEHHOW HOPMOA;
appropriate action based on | BbINONHEHNE COOTBETCTBYHOLLMNX
this comparison. OencTBMi Ha OCHOBE CPaBHEHNS.
Monitoring MoHUTOPUHI (Service Operation) (Okcnnyartauusa ycnyr)
Repeated observation of a MocTosiHHOE HabnogeHue 3a
Configuration Item, IT KoHdpurypaumoHHom eanHmLen,
Service or Process to detect | UT-ycnyron unu lMpoueccom ¢
Events and to ensure that uenbto obHapyxeHuss CobbITui 1
the current status is known. | obecnedeHus
MH(OPMMPOBAHHOCTU O TEKYLLEM
COCTOSHUN.
Near-Shore Bnuskopacnon | (Service Strategy) (CtpaTerus ycnyr)
OXXEHHbIN Provision of Services from a | NpegocTtaBnexue Ycnyr 13
country near the country CTpaHbl, PacnofioXXeHHOW
where the Customer is Hepaneko ot 3akasumka. MoxeTt
based. This can be the OTHOCUTbCS Kak K T-ycnyre, Tak u
provision of an IT Service, K nogaepxueatoium OyHKLMAM,
or of supporting Functions Takowm kak cnyxba Service Desk.
such as Service Desk.
See On-shore, Off-shore. Cwmotpu Takke MecTHbin (On-
shore), Odwop (Off-shore).
Net Present Yucras (Service Strategy) A (CtpaTerusa ycnyr) Metoguka,
Value (NPV) npuBegeHHasa | technique used to help ncnonb3yoLwasncsa Ans NnpuHATUS
CTOMMOCTb make decisions about peLUeHUn OTHOCUTENbHO
(NPV) Capital Expenditure. NPV KanutaneHbix 3atpaT. NPV

compares cash inflows to
cash outflows. Positive NPV
indicates that an investment
is worthwhile.

CpaBHMBAaET BXOASALLMN U
VCXOASALLNI AEHEXHbBIA MOTOKM.
MNonoxutenbHbin NPV nokassbiBaeT
NoNe3HOCTb MHBECTULINNA.

See Internal Rate of Return,
Return on Investment.

CwmoTpu Takke BHyTpeHHsAst HopmMa
npnbbinu (IRR), Bosspat
nuesectmymn (ROI).
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Notional Yeegomutens | (Service Strategy) An (Ctpaterus ycnyr) Nogxopn kK
Charging Hoe approach to Charging for IT | BoamelueHuto 3atpart 3a UT-
BO3MeLLeHne Services. Charges to ycnyrun. PaccuutbiBatotcs Cymmbl K
3artpar Customers are calculated BO3MELLEHWNIO U 3aKasumk
and Customers are WMHopMUpYLOTCS O
informed of the charge, but | Heo6xognmocTn Bo3meLLeHNs
no money is actually 3aTpar, HO PakTUYeCcKn AeHbrn He
transferred. Notional B3MMalOTCA. YBeJoOMUTENbHOE
Charging is sometimes BO3MeLLeHue 3aTpaT nHorga
introduced to ensure that ucnornb3yeTcsa Ana obecnedyeHus
Customers are aware of the | ocBegomneHHocT 3akasumka o
Costs they incur, or as a €ro pearbHbIX 3aTpaTax unm kak
stage during the aTan nepeg nepexoaom K
introduction of real nonHoueHHomMy BoamelleHnto
Charging. 3aTpar.
Objective Llenb The defined purpose or aim | OnpegeneHHoe Ha3HavyeHue
of a Process, an Activity or | lNpouecca, [lestensHocTv unm
an Organisation as a whole. | Opranunzauuu. Lienun o6bi4HO
Objectives are usually BblpaXkaloT B U3MEPUMbIX
expressed as measurable nokasarensax. TepmuH Lenb Takke
targets. The term Objective | HedhopmanbHO ucnonb3yeTcs AnNg
is also informally used to 0603HaveHns TpeboBaHus.
mean a Requirement.
See Outcome. CwmoTpu Takke Bbixoa.
Off the Shelf [oToBbIE Synonym for Commercial CuHoHuM anga [oToBble peLueHns
peLueHus Off the Shelf. (COTS).
Office of OoGC OGC owns the ITIL brand OGC Bnageet 6peHgom ITIL
Government (copyright and trademark). (aBTOpPCKMMYM NpaBamy 1 TOProBon
Commerce OGC is a UK Government mapkon). OGC aTto
(OGC) department that supports noapasgeneHne NpaBUTENbCTBA
the delivery of the BenukobpuTtaHum, nomoratoLlee
government's procurement | oCyLleCTBNSATL Nporpammy
agenda through its work in nNpPaBUTENbCTBEHHbLIX 3aKyMNnoK
collaborative procurement Yyepes COBMECTHOE C
and in raising levels of JenapTtaMmeHTaMu ynpasneHue
procurement skills and noctaBkamu, NoBblLEHNE
capability with departments. | noteHuMana v ypoBHS HaBbIKOB
It also provides support for | ynpaBneHusi 3akynkamu. Takke
complex public sector noaaepXXMBaeT CIIOXHbIE MPOEKThI
projects. ny6nunyHoro cekropa.
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Office of OPSI OPSiI license the Crown OPSI aTo nsgarens nyénukaummn
Public Sector Copyright material used in ITIL. 3To NnogpaspeneHve
Information the ITIL publications. They npaBuTenbCTBa BenukobputaHuy,
(OPSI) are a UK Government KOTOpoe npefaocTasnseT AOCTyn B
department who provide OHMaNHOBOM PEXMME K
online access to UK 3aKoHOAaTenNbCTBY, NMUEH3NpYeT
legislation, license the re- MHOrokpaTHOe UCMorb30BaHue
use of Crown copyright MaTepwmana c rocygapCTBEHHbIM
material, manage the (KOpPONEBCKMM) aBTOPCKUM NPaBOM,
Information Fair Trader pyKoBOAMT UH(pOPMaLIMOHHOWM
Scheme, maintain the CXEMOW YEeCTHOW TOpProsnu,
Government’s Information nogaepxusaeTt
Asset Register and provide | npaBuUTeNbCTBEHHbLIN
advice and guidance on MHPOPMaLIMOHHBIN peecTp ydeTa
official publishing and aKTUBOB M 0becneyvnBaeT COBET U
Crown copyright. PYyKOBOACTBO ohumumanbHbIMK
nyénukaumamm un
rocy4apCTBEHHbIMY aBTOPCKUMM
npaBamu.
Off-shore Odpruop (Service Strategy) (Ctparterus ycnyr)
Provision of Services from a | NpenoctasneHune Ycnyr ns
location outside the country | reorpaduyeckn yganeHHowm ot
where the Customer is 3akas4umka cTpaHbl, 4acTo C
based, often in a different OpYroro KOHTUHeHTa. MoxeT
continent. This can be the OoTHocUTbCS Kak K T-ycnyre, Tak n
provision of an IT Service, K noaaepxuearoimm OyHKLMAM,
or of supporting Functions Takom kak cnyxba Service Desk.
such as Service Desk.
See On-shore, Near-shore. | CmoTpu Takke OHLLOP (MECTHbIN),
BrnunskopacnonoXXeHHbIN.
On-shore OHwop (Service Strategy) (Ctparterus ycnyr)

(MecCTHbIN) Provision of Services from a | [NpegoctaBneHne Ycnyr n3 To4ku,
location within the country pacrnosioXXeHHOWN B TOW Xe CTpaHe,
where the Customer is roe pacnonaraeTcs 3akasumk.
based. See Off-shore, Cwmotpu Takke OdLuop,
Near-shore. brimskopacnonoXeHHbIN.
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Operate Okcnnyatnpos | To perform as expected. A | ®yHKUMOHMPOBATL B COOTBETCTBUU
aTtb Process or Configuration c oxuaaHuam. Mpouecc nnu
Item is said to Operate if it KoHurypaumoHHas egmHuua
is delivering the Required HaxogATcs B OKCnnyaTupoBaHuu,
outputs. Operate also ecnu BblaaTca Tpebyemble
means to perform one or pesynbTaTbl. KCNNyaTMpoBaTb
more Operations. For TakkKe 03HayaeT BbIMOSHATb OOHY
example, to Operate a unu 6onble Onepauuin.
computer is to do the day- Hanpumep, QkcnnyatmpoBaTtb
to-day Operations needed pabouyto CTaHUMIO - 3TO
for it to perform as BbINOJTHATb €XeJHEBHbIE
expected. Onepauun, Heobxoanmble Ansi
paboTbl B COOTBETCTBUM C
OXNOAHUAMM.
Operation Okcnnyataums | (Service Operation) Day- (3kcnnyaraums ycnyr)
to-day management of an ExxegHeBHoe ynpasneHue UT-
IT Service, System, or other | ycnyron, Cuctemon unu apyrmmm
Configuration Item. KoHdpumrypaumoHHbIMu
Operation is also used to anemMeHTamu. SKcnnyaTaums Takxke
mean any pre-defined ncnonb3yeTtcs ana 06o3HavyeHus
Activity or Transaction. For | nto6ow npegonpeaeneHHon
example loading a magnetic | JeatensHocTn unun TpaH3akuuu.
tape, accepting money ata | Hanpumep, 3arpy3ka MarHUTHOR
point of sale, or reading NEHTbI, MPUHATUE EHEr B TOYKEe
data from a disk drive. npoaax UnNn YteHne AaHHbIX ¢
ancka.
Operational OnepauunoHHbl | The lowest of three levels of | HuwkHUA n3 Tpéx ypoBHeN
n Planning and delivery MnaHnpoBaHWa n NpegocTaBneHnst
(Strategic, Tactical, ycnyr (Ctpaternyeckun,
Operational). Operational Taktnyeckuit, OnepaunoHHbIN).
Activities include the day-to- | OnepauuoHHas [eatensHoCcTb
day or short term Planning BKMNtOYaeT exegHeBHOe Unm
or delivery of a Business KpaTkocpo4Hoe lNnaHvpoBaHue
Process or IT Service unu npegocTtasneHne busHec-
Management Process. npouecca unu NMpouecca
ynpasneHua NT-ycnyr.
The term Operational is TepmuH OnepaumoHHbIN Takke
also a synonym for Live. SABNAETCH CUHOHMMOM Pexunma
NPOMBbILLIIEHHON 3KCMyaTaunm.
Operational OnepauuoHHbl | Cost resulting from running | 3atpaTbl, BO3HMKaOLWMe Npu
Cost € 3aTparhl the IT Services. Often akcnnyaTaumm UT-ycnyr. YacTo -
repeating payments. For NOBTOPSIOLLMECH NNATEXMN.
example staff costs, Hanpumep 3apaboTtHas nnara,
hardware maintenance and | onnarta o6cnyxusaHus
electricity (also known as annapartHoro obecnedeHus n
"current expenditure" or 3NeKTpmyecTBa (Takke U3BECTHbI
"revenue expenditure"). Kak "TekyLime nsgepxkm").




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009

ITIL® V3 Translation Project

Term [TepmuH] Definition ’ [OnpeneneHne]

See Capital Expenditure. CwmoTtpu Tarke KanutanbHble
3aTparbl.

Operational OnepauumoHHbl | Synonym for Operational CuHoHmMM OnepaumnoHHbIX 3aTpar.

Expenditure e 3arparhl Cost.

(OPEX) \n3gepxku,

pacxogbi\
(OPEX)

Operational CornaweHwue (Service Design) (MpoekTupoBaHue ycnyr)

Level onepauwnoHHor | (Continual Service (MocTosiHHOE ynyuleHune ycnyr)

Agreement O YPOBHS Improvement) An CornawweHune mexay NocTtaBLmkom

(OLA) (OLA) Agreement between an IT WT-ycnyr n gpyrom 4acTbio TOM Xe
Service Provider and OpraHusaumn. OLA nogaepxumBaet
another part of the same MoctaBwwka UT-ycnyr B
Organisation. An OLA npepocTasnenun UT-ycnyr
supports the IT Service 3akasumkam. OLA onpeaensiet
Provider's delivery of IT npegocTaBnsieMble ToBapbl Unu
Services to Customers. The | Ycnyrn n oTBETCTBEHHOCTL 06enx
OLA defines the goods or ctopoH. Hanpumep, OLA moryT
Services to be provided and | GbITb 3aKMOYEHbI:
the responsibilities of both
parties. For example there
could be an OLA

e between the IT o mMexay NocTtasmkom UT-
Service Provider and a ycnyr u genaptTaMeHToMm
procurement department to | cHabxeHust 0 nony4YeHun
obtain hardware in agreed annapartHoro obecneveHus B
times cornacoBaHHoe Bpems
e  Dbetween the e Mexay cnyxbon Service

Service Desk and a Support | Desk u N'pynnon nogaepxku o
Group to provide Incident Paspewwennn NHunageHToB B
Resolution in agreed times. | cornmacoBaHHOe BpeMs.
See Service Level CwmoTpu Takke CornaweHne o6
Agreement. ypoBHe ycnyr (SLA).

Operations MecTto (Service Operation) A (dkcnnyartauusa ycnyr)

Bridge akcnnyatauum | physical location where IT duranyeckoe pacnonoxeHuve,
Services and IT oTtkyga UT-ycnyrm n UT-
Infrastructure are monitored | nHdpPaCTPyKTypa MOHUTOPATCH U
and managed. ynpaBnsawoTCs.

Operations KoHTponb Synonym for IT Operations | CuHoHuM KoHTpons

Control onepaumoHHor | Control. onepaumoHHoro ynpaeneHus UT.

0 ynpasneHus
nT
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Operations Ynpasnexuve Synonym for IT Operations | CuHoHMM YnpaBneHus
Management onepauunoHHo | Management. onepauvoHHON AeATeNbHOCTbIO
n UT.
OeATenbHOCTb
o T
Opportunity AnbTepHatueH | (Service Strategy) A Cost | (CtpaTterus ycnyr) 3aTtparthl,
Cost ble 3aTparbl that is used in deciding KOTOpble paccMaTpmBaloTcs npu
between investment BblbOpe Mexay pasnmyHbiMu
choices. Opportunity Cost BapvaHTamMmn NHBECTULUNA.
represents the revenue that | AnbTepHaTuBHbIE 3aTpaThl
would have been generated | AeMOHCTPUPYIOT 4OX0A, KOTOPLIN
by using the Resources in a | mor 6bl ObITb NONyYeH Npu
different way. For example ncnonb3oBaHum PecypcoB apyrum
the Opportunity Cost of cnocobom. Hanpuwmep,
purchasing a new Server AnbTepHaTUBHbIE 3aTpaThbl NOKYMNKM
may include not carrying out | HoBoro CepBepa MoryT He
a Service Improvement BKIOYaTb AEATENbHOCTb NO
activity that the money YRyuyLleH1Io YCnyrn Ha KOTOpYto
could have been spent on. Mornu Obl ObITb N3pacxo4oBaHbl
Opportunity cost analysis is | cpegctea. AHanms
used as part of a decision AnbTepHaTUBHbIX 3aTpaT MOXeT
making processes, but is MCnonb30BaTbCs ANS NPUHATUSA
not treated as an actual peLueHnn, Ho 3T 3aTpaTbl He
Cost in any financial yunTblBaOTCHA B (PMHAHCOBOM
statement. OTYETHOCTU O PAKTUHECKMX
3aTparax.
Optimise Ontumunanpos | Review, Plan and request O6o3peBarthb, lNnaHmposatb n
aTtb Changes, in order to obtain | 3anpawwvBaTb MIameHeHus ¢ Luernbto
the maximum Efficiency and | goctwkeHus Mmakcumyma
Effectiveness from a OhdhexkTnBHOCTU 1
Process, Configuration PesynbTtatueHocTh ot lNpouecca,
Item, Application etc. KoHgourypaumoHHom eguHuLbI,
MpunoxeHusa un 1.n0.
Organisation Opranusaums | A company, legal entity or Kommepyeckas komnaHus,

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

IOpUAMYECKOE NULO UK UHOoEe
obpasoBaHue. [Nprmepsbl
OpraHusauuni, koTopble He
SBMNSIIOTCA KOMMAHUSIMU1, BKIKOYaOT
MexayHapogHyo opraHusauuio no
cTangapTusauum unm ®opym no
Bornpocam ynpasneHuns UT-
ycnyramu (itSMF). TepmuH
OpraHusaums uHorga
ncnonb3yetcs Ans 0603HayYeHNs
noboro o6pasoBaHUs, UMELLErO
JTtogen, Pecypcel 1 BrogxeTbl.
Hanpumep lMpoekT nnn busHec-
eguHuLa.
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Outcome Bobixog The result of carrying out an | PesynbTaTt BbINONHEHUSA
Activity; following a HedatenbHOCTH; cnegoBaHus
Process; delivering an IT Mpoueccy; npegoctaBneHus UT-
Service etc. The term ycnyrm v 7.0, TepmuH Beixoa
Outcome is used to refer to | ucnonb3dyeTtcsa Ansa ykazaHus kak
intended results, as well as | Ha NnpegnonaraemMele, Tak U Ha
to actual results. OOCTUrHYTblE pesynbTaThl.
See Objective. Cwmotpu Takke Llensb.
Outsourcing AyTCOpPCUHT (Service Strategy) Using (CtpaTerus ycnyr)
an External Service Mcnonb3oBaHue BHelwHero
Provider to manage IT nocrasLLuKa ycnyr ons
Services. ynpasnenuna AT-ycnyramu.
See Service Sourcing, Type | CmoTpu Takke CTparteruio no
Il Service Provider. BbIOOPY NOCTaBLUMKOB yCnyr, Tvn
Il nocTaBLwmKka ycnyr.
Overhead KocBeHHble Synonym for Indirect cost CuHoHMM ansa KocBeHHbIX 3aTpaT
(HaknagHble,
HenpsMble)
3aTpaThbl
Pain Value AHanus (Service Operation) A (Qkcnnyaraumsa ycnyr)
Analysis noTtepb technique used to help MeTtoavka, ucnonbsyemas gns
identify the Business Impact | ngeHtndpukaumm BnvaHua Ha
of one or more Problems. A | BaHec 04HON NN HECKOIbKUX
formula is used to calculate | MNpo6nem. ®opmyna pacyeta
Pain Value based on the noTepb OCHOBaHa Ha Konn4yecTaee
number of Users affected, 3aTpoHyTbIX NMonb3oBaTenen,
the duration of the npogomkntTenbHocTn NpocTos,
Downtime, the Impact on BnuaHusa Ha kaxgoro
each User, and the cost to [Nonb3oBaTtens, U CTOMMOCTU NS
the Business (if known). BuaHeca (ecnv nssecTHo).
Pareto MpuHumn (Service Operation) A (Okcnnyartauusa ycnyr) MeTtoguka,
Principle MapeTo technique used to prioritise | ncnonb3lyemasa ans

Activities. The Pareto
Principle says that 80% of
the value of any Activity is
created with 20% of the
effort. Pareto Analysis is
also used in Problem
Management to prioritise
possible Problem causes
for investigation.

npuopuTesaumun lestensHoCTu.
MpuHumn MapeTo rnacut, yto 80%
LeHHocTM nobon [desatensHocTn
cosgaetcsa 20% ycunuin. AHanms
MapeTo Takke ncnonb3yeTcs B
YnpasneHuun npobnemamu ons
npuopuTesaLmn paccrnenoBaHus
BO3MOXHbIX Npu4urH Mpobnem.
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Partnership MaptHepcTBO | A relationship between two | CBa3b mexay oByms
Organisations which OpraHusaumsmu, koTopas
involves working closely npegnonaraet TecHoe
together for common goals | coTpyaHM4YecTBO B MHTEpEecax
or mutual benefit. The IT o0LLmMX Luenen n B3auMMHOM BbIroAbl.
Service Provider should MocTaBwwmk NT-ycnyr gormkeH
have a Partnership with the | coctoaTtb B MapTHepcTBe C
Business, and with Third BuaHecom n TpeTbumMM CTOPOHaMMU,
Parties who are critical to KPUTMYHBIMW ANS NpeJocTaBneHus
the delivery of IT Services. UT-ycnyr.
See Value Network. CmoTpu NHTerpmpoBaHHas
napTHepckasi ceTb.
Passive MaccuBHbIN (Service Operation) (3kcnnyarauusa ycnyr)
Monitoring MOHUTOPWHI Monitoring of a MoHuTopuHr KoHdurypaunoHHom
Configuration Item, an IT eavHuubl, NT-yenyrn nnu
Service or a Process that [Mpouecca, KoTopbIi OCHOBbLIBAETCS
relies on an Alert or Ha lNpegynpexgeHnax nnm
notification to discover the YBEAOMIEHNSAX O TEKYLLEM
current status. See Active cocToaHun. CMOTpK Takxke
Monitoring. AKTUBHbIN MOHUTOPUHT.
Pattern of Mpodunb (Service Strategy) A (Ctparterus ycnyr) lNpocdunb
Business OunsHec- Workload profile of one or Pabouen Harpysku ogHon nnm
Activity (PBA) | peatenbHocTn | more Business Activities. Heckonbknx busHec-
(PBA) Patterns of Business pedarenbHocTen. MNpodunnb GusHec-
Activity are used to help the | geatenbHocTM ucnonb3yeTca
IT Service Provider MoctaBwwmkom UT-ycnyr ans
understand and plan for NOHUMaHMWS Pa3fNYHbIX YPOBHEN
different levels of Business | BusHec-geatensHoOCTU 1
Activity. nyaHMpPOBaHUA B COOTBETCTBUN C
HUMW.
See User Profile. CwmoTpu Takke NMpodunb
nonb3oBarens.
Percentage MpoueHT (Service Design) The (NpoekTupoBaHue ycnyr)
utilisation 3arpyskm amount of time that a CoBoKynHoe Bpems, KOTopoe
Component is busy over a KOMMOHEHT 3aHAT(3arpy>xeH) B
given period of time. For TeYyeHue 3agaHHOro nepuoaa.
example, if a CPU is busy Hanpumep, ecnun npoueccop 3aHaT
for 1800 seconds in a one B TeveHue 1800 cekyHA 3a nepwof
hour period, its utilisation is | 1 yac, ero NpoueHT 3arpy3ku
50% paBeH 50%
Performance Mponssoante | A measure of what is Mepa Toro, 4To JOCTUTHYTO UNK
NbHOCTb achieved or delivered by a BblpaboTaHo Cuctemon,

System, person, team,
Process, or IT Service.

YEenoBEKOM, KOMaHOown,
Mpoueccom, unu UT-ycnyron.
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Performance MeToauka (Service Strategy) An (Ctpaterus ycnyr) Nogxopn kK
Anatomy aHanusa approach to Organisational | OpraHn3auMOHHOW KynbType
npoussoguten | Culture that integrates, and | koTopbIi 06bEAMHSET N aKTUBHO
BHOCTHU actively manages, yrnpaBnsieT NMaepCcTBOM U
leadership and strategy, cTpaTerven, passutmem
people development, nepcoHana, ncnosib3oBaHuem
technology enablement, TEeXHOnorun,
performance management | NPOM3BOAWUTENBHOCTbLIO U
and innovation. MHHOBAaLUSIMN.
Performance YnpasneHuve (Continual Service (MocTosiHHOe yny4dleHue ycnyr)
Management nponssoguten | Improvement) The Process | lNpouecc, oTBevatoLmi 3a
bHOCTbIO responsible for day-to-day exegHeBHyo [lesTenbHOCTb No
Capacity Management YnpaBneHuo MOLLHOCTSIMU.
Activities. These include BkntovyaeT MoOHUTOPUHT,
Monitoring, Threshold o6Hapy»xeHue NoporoebIx
detection, Performance 3HayYeHun, aHanus
analysis and Tuning, and MpoussoantenbHocTH, HacTponky,
implementing Changes a Takke BHegpeHue VameHeHun
related to Performance and | cBsi3aHHbIX C
Capacity. [Mpon3BOANTENBHOCTLIO U
MoLHoCTbIO.
Pilot Munot (Service Transition) A (MpeobpaszoBaHue ycnyr)
limited Deployment of an IT | OrpaHnyeHHoe Pa3BepTbiBaHue -
Service, a Release or a UT-ycnyru, Penusa nnu MNpouecca
Process to the Live B Cpefne npoMbILLNEHHON
Environment. A Pilot is used | akcnnyataumu. Munot
to reduce Risk and to gain ncnonb3yeTcs NS CoKpalleHnst
User feedback and PuckoB 1 nonyyexus obpatHomn
Acceptance. cBA3n, a Takke Npuemkn ot
Monb3oBaTenen.
See Test, Evaluation. CwmoTpu Takke TecTupoBaHue,
OueHka.
Plan MnaH A detailed proposal which MoapobHoe npeanoxexue,

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

KOTOpoe onucbiBaeT [JedaTensHoCTb
n Pecypchbl, Heobxogumble ons
poctmkenna Llenen. Hanpumep,
[MnaH BHeapeHusa Hoson NT-ycnyru
unum MNpouecca. ISO/IEC 20000
TpebyeT coctaBneHus MNnana ans
ynpaBneHusi kKaxabim Npoueccom
ynpasnenunsa AT-ycnyramu.
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Plan-Do- MnanvpoBaHn | (Continual Service (MocTosiHHOE yrnyulleHune ycnyr)
Check-Act e— Improvement) A four stage | YeTblpe wara unkna ynpasneHuns
BbinonHeHune cycle for Process Mpoueccom, paspaboTaHHOro
—MNpoeepka — | management, attributed to Oeapaom JdemuHrom (Edward
KoppektupoBk | Edward Deming. Plan-Do- | Deming). NnaHunpoBaHue -
a (PDCA) Check-Act is also called the | BbinonHeHue - lNpoBepka -
Deming Cycle. KoppekTtuposka (PDCA) Takke
HasbiBatoT Liyknom [emuHra.
PLAN: Design or revise MNAHVUPOBAHUE:
Processes that support the | NpoekTnpoBaHue unm nepecmoTp
IT Services. Mpoueccos, nogaep>KuBaroLLmnx
UT-ycnyru.
DO: Implement the Plan BbINONHEHWE: BHegpeHne
and manage the Processes. | NnaHa v ynpasneHue lNpoLeccom.
CHECK: Measure the MPOBEPKA: N3amepeHne
Processes and IT Services, | Npoueccos n AT-ycnyr, cpaBHeHne
compare with Objectives ¢ Llensmu n nonyyexne
and produce reports OTYETHOCTU
ACT: Plan and implement KOPPEKTUPOBKA:
Changes to improve the [MnaHnpoBaHve 1 BHegpeHue
Processes. M3aMeHeHun ans ynydlieHus
Mpouecca.
Planned MnaHoBbIN (Service Design) Agreed (MpoekTupoBaHue ycnyr)
Downtime npocTon time when an IT Service will | CornacoBaHHoOe Bpemsi, B Te4eHne
not be available. Planned koToporo NT-ycnyra 6ygoet
Downtime is often used for | HegocTynHa. MnaHoBbLIA NpPoOCTOM
maintenance, upgrades and | 4yacTo ncnone3yeTcs Ans
testing. TexobcnyxmBaHusi, 0OHOBNEHUS
BEPCUI N TECTUPOBAHMS.
See Change Window, CmoTpu Takke TexHonorn4eckoe
Downtime. OKHO Ans nameHeHun, MNpocTon.
Planning MnaHmpoBaHn | An Activity responsible for [eaTenbHOCTb, B KOTOPYI BXOAMUT
e creating one or more Plans. | co3gaHne 0QHOro UNN HECKOMbKMX
For example, Capacity Mnanos. Hanpumep,
Planning. lMnaHnpoBaHWe MOLLHOCTEN.
PMBOK PMBOK A Project management CraHpapT ynpasneHus

Standard maintained and
published by the Project
Management Institute.
PMBOK stands for Project
Management Body of
Knowledge. See
http://www.pmi.org/ for
more information.

MpoekTamun, paspaboTaHHbIN K
nyonukyembin NHCTUTYTOM
ynpaenenusi npoektamu (PMI).
PMBOK o3HayaeT COBOKYMHOCTb
3HaHWI MO ynpaBneHuio
npoektamun. bonee nogpo6bHO
cmoTpwm http://www.pmi.org/.
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See PRINCE2. Cwmotpu Tarke PRINCE2.
Policy Monutuka Formally documented 3a0KyMEHTUPOBAHHbBIE OXUAAHUS
management expectations N HaMepeHus yrnpasreHuns.
and intentions. Policies are | MonuTukn ncnone3ytoTcs Ans
used to direct decisions, NPUHATUSA PELUEeHUA U rapaHTUpyLoT
and to ensure consistent nocnefoBarteribHyl0, BEPHYIO
and appropriate pa3paboTKy n BHeApeHune
development and Mpoueccos, CtaHgapToB, Ponen,
implementation of OearenbHocTtn, NT-
Processes, Standards, WHPaCTYKTYpbI U T.1.
Roles, Activities, IT
Infrastructure etc.
Portable MobunbHbIn (Service Design) A (MpoekTupoBaHue ycnyr)
Facility pe3epBHbIii prefabricated building, ora | CHopHoe coopyxeHune munu
LeHTp large vehicle, provided by a | BMecTuTensHOe TpaHCNopTHOE
Third Party and moved to a | cpeactso, npegocrasnsiemoe
site when needed by an IT TpeTben CTOPOHON 1
Service Continuity Plan. nepemMeLLaemoe no
HeobOXoAnMMOCTU B Xoae
peanu3auum lNnaHa obecneyeHns
HenpepbiBHOCTU UT-ycnyr.
See Recovery Option, Fixed | CmoTtpu Takke Cnocob
Facility. BoccTaHoBreHus, CtaunoHapHbIn
pe3epBHbIf LIEHTP.
Post O630p A Review that takes place 0O630p, BbINOMHAEMbIN Nocrne
Implementatio | pesynbtatos after a Change or a Project | BHeapeHus IlameHeHust nnu
n Review BHeApeHus has been implemented. A MpoekTa. O630p pesynbTaToB
(PIR) (PIR) PIR determines if the BHegpeHus (PIR) onpepenset
Change or Project was ycnewHocTb N3ameHeHnst unm
successful, and identifies lMpoekTa 1 BbISBMSIET BO3MOXHOCTM
opportunities for AN ynyyweHms.
improvement.
Practice MpakTnka A way of working, oraway | Cnocob geatrenbHOCTH, nnm

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

cnoco®, npu NOMOLLM KOTOPOro
[OImKHa ObITb BbINOMHeHa paboTa.
MpakTnka MOXET BKIOYaATb
HeaTtenbHocTb, Mpouecchl,
®yHkummn, CTaHgapTbl U
PykoBoasiLine JOKYMEHTHI.

See Best Practice.

CmoTpu Takke Jlyylias npaktuka.
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[TepmuH]

Heobxoanmoe
ycrnosue
ycnexa (PFS)

Definition

An Activity that needs to be
completed, or a condition
that needs to be met, to
enable successful
implementation of a Plan or
Process. A PFS is often an
output from one Process
that is a required input to
another Process.

’ [OnpeneneHne]

[eaTenbHoOCTb, KOTOPYIO
Heo6X0AUMO BbIMOMHNUTb, UMK
yCnoBue, KOTOPOMY HeO6XxoaUMo
COOTBETCTBOBATb )15 YCMELIHOMO
BHegpeHus Mnana wnm MNpouecca.
Heobxoaumoe ycnosue ycnexa
(PFS) yacTo siBnsieTCcA BLIXOAOM
ogHoro lMpouecca, KoTopbIi
HeobxoauM B KayecTBe Bxoda Ang
apyroro lNpouecca.

Pricing LleHoo6pa3oB | (Service Strategy) The (CtpaTernsa ycnyr) [1eaTensHOCTb,
aHue Activity for establishing how | onpegensiowas kakyto cymmy
much Customers will be DomkHbl 6yayT BoamectuTb
Charged. 3akasuumku.

PRINCE2 PRINCE2 The standard UK CtaHgapT npaBuTenNbLCTBA
government methodology BenukobpuTtaHumn ons ynpasneHusi
for Project management. Mpoektamn. Bonee nogpobHO
See CMOTpU
http://www.ogc.gov.uk/princ | http://www.ogc.gov.uk/prince2/.
e2/ for more information.

See PMBOK. Cwmotpu Takke PMBOK.
Priority Mpuoputet (Service Transition) (Mpeobpa3soBaHue ycnyr)
(Service Operation) A (dkcnnyaraumsa ycnyr)
Category used to identify KaTeropus, ucnonbsyemasi ans
the relative importance of NOHUMaHNSA OTHOCUTESBHOMN
an Incident, Problem or BakHOCTM MHUMaeHTa, MNpobnemsbl
Change. Priority is based unu iamexenus. Mpuoputet
on Impact and Urgency, 6a3npyeTcs Ha BnnsHum un
and is used to identify CpoyHOoCTU 1 ncnonb3yeTcs Ans
required times for actions to | onpenenennsi Tpebyemoro
be taken. For example the BpemeHun ob6paboTkun. K npumepy, B
SLA may state that Priority2 | CornaweHun 06 ypoBHe ycnyr
Incidents must be resolved | (SLA) MmoxeT ObITb Yka3aHoO, 4TO
within 12 hours. MHumaeHTsl BToporo npuoputeta
OOMXKHbI ObITh paspeLleHbl B
TeyeHue 12 yacos.
Proactive MpoaktmBHbIi | (Service Operation) (OkcnnyaTtauma ycnyr)
Monitoring MOHUTOPWHT Monitoring that looks for MOHUTOPUHT, KOTOPLIN BEAET NOUCK

patterns of Events to predict
possible future Failures.

3akoHomMmepHocTel B CoObITUSIX
Ons npeackasaHns BO3MOXHbIX
oyaywmnx Cboes.

See Reactive Monitoring.

CmoTpu Takke PeakTuBHbIN
MOHUTOPVHT.
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Proactive MpoaktneHoe | (Service Operation) Part of | (QkcnnyaTtauua ycnyr) Yactb

Problem ynpasneHue the Problem Management Mpouecca ynpasneHus

Management npobrnemamu Process. The Objective of npo6nemamu. Lieneto
Proactive Problem MpoakTnBHOro ynpasneHuns
Management is to identify npobnemamu ABnseTcs
Problems that might BbisiBNeHue Npobnewm, koTopble
otherwise be missed. MHaye Mornu Obl ocTaTheA
Proactive Problem He3aMeyeHHbIMU. [poakTneHoe
Management analyses ynpasneHne npobnemammu
Incident Records, and uses | aHanunsupyet 3anuncu 06
data collected by other IT WHUMOEHTE M UCNONb3YET AaHHbIE,
Service Management HaKOorMIIeHHbIe NPOYNMM
Processes to identify trends | MNpoueccamu ynpasnexust NT-
or significant Problems. ycrnyramv ans BbIsiBIieHUA

TEeHOEHLUUIA UMK CYLLECTBEHHbIX
Mpobnem.

Problem Mpobrema (Service Operation) A (Qxcnnyartaums ycnyr) MNMpuunHa
cause of one or more OOHOrO UMW HECKOMbKNX
Incidents. The cause is not | NHumMaeHToB. OObLIMHO NpwU
usually known at the time a | cosgaHum 3anucu o npobneme
Problem Record is created, | npuynMHa HemsBecTHa, 1 3a
and the Problem JanbHenwmne nccnegoBaHus
Management Process is oTtBevaeT [Npouecc ynpaBneHus
responsible for further npo6nemamu.
investigation.

Problem YnpaeneHue (Service Operation) The (dxcnnyaraums ycnyr) lNpouecc,

Management npobnemamm Process responsible for OTBeYaloLLMi 3a ynpasneHune
managing the Lifecycle of YKN3HEHHBIM LIMKITOM BCEX
all Problems. The primary Mpobnem. KntoueBbiMu Liensimu
Objectives of Problem YnpaBneHus npobnemamm
Management are to prevent | asnatoTca npegoTepalleHne
Incidents from happening, NHUMAEHTOB U MMHUMKU3aUmUa
and to minimise the Impact | BnuaHuns tex MHungeHTos,
of Incidents that cannot be KOTOpble HE MOryT ObITb
prevented. npeaoTBpaLleHbl.

Problem 3anuck o (Service Operation) A (dxcnnyaraums ycnyr) 3anuce,

Record npobneme Record containing the cofepxawas getanbHoOe onucaHue
details of a Problem. Each Mpobnewmsbl. Kaxgas 3anuck o
Problem Record documents | npobneme gokymeHTupyet
the Lifecycle of a single YKN3HEHHbI LUK 0gHOM
Problem. Mpobnewmsi.

Procedure Mpoueaypa A Document containing [okymeHT, cogepxalimn warm,

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

KOTOpble NpeanucbIBaloT cnocob
BbINONHEHWA [esATenbHOCTH.
Mpouenypbl SBAAIOTCS YaCTblo
Mpoueccos.
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See Work Instruction. CwmoTpu Tarke Paboyas
WHCTPYKLUS.

Process Mpouecc A structured set of Activities | CTpykTyprpoBaHHas COBOKYMHOCTb
designed to accomplish a HesTenbHocTen, paspaboTaHHas
specific Objective. A NS BbINOMHEHUS KOHKPETHON
Process takes one or more | Llenu. lNpouecc 6epeT oanH unm
defined inputs and turns HECKOJSbKO onpeaeneHHbIX BXO40B
them into defined outputs. A | n npeobpasyeT ux B
Process may include any of | onpegeneHHble Bbixoab! . [pouecc
the Roles, responsibilities, MOXeET BKIoYaTh B cebsi nobble
tools and management Ponu, 0693aHHOCTN, MHCTPYMEHTI
Controls required to reliably | n KoHTponu ynpaBneHus,
deliver the outputs. A HeobxoauMble AN HAOEXHOro
Process may define npegoctasneHus Bbixoaa. NMpun
Policies, Standards, HeobxogumocTu, Mpouecc moxeTt
Guidelines, Activities, and onpegenatb MonuTukm,

Work Instructions if they are | CtaHgapThbl, PykoBogsime
needed. OOKYMeHTbI, [leaTensHoCTb 1
Paboune nHCTpykuun.

Process KoHTponb The Activity of planning and | [leaTenbHOCTb NO NAIAHNPOBAHMIO

Control npowecca regulating a Process, with n ynopsigoumsaHuio lMNMpouecca, ¢
the Objective of performing | Llenbto ero 3ddgekTmBHOrO,
the Process in an Effective, | PesynbTatmsHoro u
Efficient, and consistent COrnacoBaHHOIO BbIMONHEHUS.
manner.

Process MeHemxep A Role responsible for Ponb, oTBevatowwas 3a

Manager npovecca Operational management of | OnepaunoHHoe ynpasneHve

a Process. The Process
Manager's responsibilities
include Planning and co-
ordination of all Activities
required to carry out,
monitor and report on the
Process. There may be
several Process Managers
for one Process, for
example regional Change
Managers or IT Service
Continuity Managers for
each data centre. The
Process Manager Role is
often assigned to the
person who carries out the
Process Owner Role, but
the two Roles may be
separate in larger
Organisations.

Mpoueccom. B 30Hy
oTBeTCTBEHHOCTU MeHekepa
npouecca BxoAauT lNnaHupoBaHue 1
KOOpOVHUPOBaHWME BCEN
[esaTenbHOCTU NO BbINOSHEHWIO,
MOHUTOPWHIY U OTYETHOCTM MO
Mpoueccy. Ha oguH lMNpouecc
MOXeT ObITb Ha3Ha4YEHO HECKONBKO
MeHemxepoB npovecca,
Hanpumep, permoHarbHble
MeHenxepbl MO U3MEHEHMAM UMK
MeHexepbl N0 ynpaBneHuto
HenpepbiBHOCTBIO NT-yenyr aons
Kakgoro LieHTpa obpaboTku
OaHHbIX. Ponb MeHeaxepa
npotiecca 4acto OTBOAUTCS
COTPYAOHWKY, BbiNOnHsALLWeMy Ponb
BnagernbLia npovecca, Ho B bornee
KpynHbix OpraHm3aumsax aTu ase
Ponun moryT 6bITb pasaeneHsi.
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Process Bnapeneu, A Role responsible for Ponb, oTBeTCTBEHHAs 3a

Owner npouecca ensuring that a Process is obecneyeHue Toro, 4yto lNpouecc
Fit for Purpose. The COOTBETCTBYET CBOEMY
Process Owner’s HasHayeHuto. B 30Hy
responsibilities include OTBETCTBEHHOCTM Briagenbua
sponsorship, Design, npouecca BXOAUT CMOHCOPCTBO,
Change Management and MpoekTnpoBaHue, YnpasneHue
continual improvement of N3MEHEHWSIMUN N HeNpepbIBHOE
the Process and its Metrics. | ynydweHue Npouecca u ero
This Role is often assigned | MeTtpuk. JaHHas Pornb yacto
to the same person who OTBOOUTCS TOMY e COTPYOHUKY,
carries out the Process KOTOpbIV BbinonHaeT Ponb
Manager Role, but the two MeHekepa npouecca, Ho Be
Roles may be separate in Ponu moryT 6bITb paszaeneHsl B
larger Organisations. KpynHbIX OpraHnsaumsx.

Production Cpegpa Synonym for Live CuHoHuM Cpefbl MPOMbILLNIEHHON

Environment

NMPOMBbILLIEHH
on

Environment.

aKcnnyatauun.

akcnnyataumm
Profit Centre LleHtp (Service Strategy) A (CtpaTerunsa ycnyr) busHec-
npubbInu Business Unit which eauHuLa, KoTopas BbiCTaBnsaeT
charges for Services cyeTa 3a npefocTaBrieHHble
provided. A Profit Centre Ycnyru. LieHTp npmbbinu moxeT
can be created with the ObITb CO3AaH C Liernbio NonyyYeHns
objective of making a profit, | npnbbinu, Bo3ameleHnsa 3aTpar
recovering Costs, or Unu ynpasneHus NoTepsamu.
running at a loss. An IT MoctaBwwmk NT-ycnyr moxeT ObiTb
Service Provider can be run | Mectom BO3HMKHOBEHUS 3aTpaT
as a Cost Centre or a Profit | (MB3) nnu LleHTpom npnbbinu.
Centre.
pro-forma Ob6pasey A template, or example LlabnoH nnn Tunoson [JOKyMEHT,
3anonHeHus Document containing cofepXKalmn TMnoBble faHHbIE,
example data that will be koTopble ByayT 3aMeHeHbl Ha
replaced with the real pearbHble 3Ha4YeHUs!, Korga OHu
values when these are OyayT AOCTYMHBbI.
available.
Programme Mporpamma A number of Projects and Pag MpoekToB n [leatensHocTen,

Activities that are planned
and managed together to
achieve an overall set of
related Objectives and other
Outcomes.

KOTOpble MMaHNPYTCS U
ynpaensaTca BMecTe Ans
[ocTuxeHnst obuiero Habopa
CBs3aHHbIX Llenen n npoymnx
BbixonoB.
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Project MpoekT A temporary Organisation, BpemeHHast OpraHunsaums,
with people and other BKMOvaloLLas ngen n npoyve
Assets required to achieve AKTUBbI, HEOOXOAMMbIE ANS
an Objective or other poctmkenna Llenu wnm npoyero
Outcome. Each Project has | Beixoga. Kaxapin MNpoekt nveet
a Lifecycle that typically COOCTBEHHbIN XXM3HEHHbIV LMKIT, B
includes initiation, Planning, | koTopblIi 06bIMHO BXOAUT
execution, Closure etc. WHUUmMaums, NnadnposaHue,
Projects are usually BbINOSIHEHME, 3aKpbITME U T.M.
managed using a formal MpoekTbl 06bIYHO yNpaBnsoTCs Mo
methodology such as dopmanbHON METOLONOMNN,
PRINCE2. Hanpumep, PRINCE2.

Projected Oxunpgaemsbin (Service Transition) A (Mpeo6pasoBaHue ycnyr)

Service npocTon Document that identifies the | JokymeHT, onpegenstoLwmn

Outage (PSO)

ycnyru (PSO)

effect of planned Changes,
maintenance Activities and
Test Plans on agreed
Service Levels.

BIMsIHME CMNNaHMPOBaHHbIX
MN3ameHeHui, [lesTenbHOCTH NO
ob6cnyxumBaHuto 1 MNnaHos
MCMbITAHUIN Ha COrfnacoBaHHbIN
YpoBeHb ycryr.

PRojects IN PRINCE2 See PRINCE2 Cwmotpu Takke PRINCE2

Controlled

Environments

(PRINCE2)

Qualification Keanudmkaum | (Service Transition) An (MpeobpaszoBaHue ycnyr)

A Activity that ensures that IT | JeatensHoCTb, kKOTOpas
Infrastructure is appropriate, | rapaHTupyet, uyto UT-
and correctly configured, to | nHppacTpykTypa cooTBETCTBYET
support an Application or IT | Tpe6oBaHNSIM U KOPPEKTHO
Service. HacTpoeHa Ans noaaepXkn
Mpunoxenusa nnu UT-ycnyru.

See Validation. CwmoTpu Tarke MNoaTeBepxaeHue.

Quality KayectBo The ability of a product, CnocobHocTb NpoaykTa, Yenyru,

Service, or Process to
provide the intended value.
For example, a hardware
Component can be
considered to be of high
Quality if it performs as
expected and delivers the
required Reliability.
Process Quality also
requires an ability to
monitor Effectiveness and
Efficiency, and to improve
them if necessary.

unu MNpouecca npegocTaBnATb
oxugaemyto notpebutenem
ueHHocTb. Hanpumep, KomnoHeHT
MOXeT ObITb BbICOKOro KayecTsa,
ecnu ero paboTa onpaegpbiBaeT
oxuaaHusa n obecrneumBaeT
Tpebyemyto HagexHocTb.
KayvectBo [Mpouecca Takke
TpebyeT cnocobHoCTK
oTcnexuBaTtb Pe3ynbTaTMBHOCTbL U
O heKkTMBHOCTL, a Takke
ynyJwaTb UX B crny4vae
HeobXxoauMOCTN.
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See Quality Management Cwmotpu Takke Cucrtemy
System. yrpaBreHnsi Ka4eCTBOM.
Quality O6ecneyeHune | (Service Transition) The (MpeobpasoBaHue ycnyr)
Assurance kayectBa (QA) | Process responsible for Mpouecc, oTBevatoLwuin 3a To,
(QA) ensuring that the Quality of | yTtobbl KauectBo npoagykTa, Ycnyru
a product, Service or unu Mpouecca obecneunsarno
Process will provide its oxugaemoe 3HayeHue.
intended Value.
Quality Cucrema (Continual Service (MocTosiHHOE ynyuleHune ycnyr)
Management ynpaBneHusi Improvement) The set of Habop lNpoueccos, oTBEYaOLWNX
System (QMS) | kauecTBOM Processes responsible for 3a obecneveHne
(QMS) ensuring that all work cooTBeTcTByloLEero Kayectsa Bceii
carried out by an BbinonHAemon OpraHusaumen
Organisation is of a suitable | paboTbl Ans yBepeHHOro
Quality to reliably meet [OCTWXeHust busHec-uenen nnu
Business Objectives or YpoBHew ycnyr.
Service Levels.
See ISO 9000. Cwmotpu Tarke 1ISO 9000.
Quick Win "BbicTpas (Continual Service (MocTosiHHOE yrnyuleHune ycnyr)
nobepa" Improvement) An [eatenbHOCTb NO yryudLlIeHuo, oT
improvement Activity which | koTopon oxungaetcs Bosspat
is expected to provide a WHBECTMLMI B KpaTyalLlee Bpems
Return on Investment in a Npu OTHOCUTENBHO HEGOMbLLINX
short period of time with 3aTpaTax u ycunumsix.
relatively small Cost and
effort.
See Pareto Principle. CmoTpm Takke MpuHumn MNapeTo.
RACI MaTtpuua (Service Design) (MpoekTupoBaHue ycnyr)
ponen n (Continual Service (MocTosiHHOE yny4dlieHue ycnyr)
oTBeTCTBEHHO | Improvement) A Model Mogenb, ncnonssyemas gng
ctn (RACI) used to help define Roles obnerdyeHusa onpegenexusa Ponen

and Responsibilities. RACI
stands for Responsible,
Accountable, Consulted and
Informed.

n OtBeTcTBeHHOCTEN. RACI
o3HavaeT OTBETCTBEHHbIN
(Responsible), MogoTyeTHbIN
(Accountable), KoHcynbTupytoLmi
(Consulted) n MHhopmmpoBaHHbIN
(Informed).

See Stakeholder.

CMOTpU Takke 3amHTepecoBaHHOe
nuo.
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Reactive PeakTuBHbIn (Service Operation) (3kcnnyartauusa ycnyr)
Monitoring MOHUTOPWHI Monitoring that takes action | MoHUTOPWHT, BbINONHAEMbIN B
in response to an Event. oTtBeT Ha CobbiTne. Hanpnmep,
For example submitting a 3anyck NakeTHoOW 3agayn nocne
batch job when the previous | BbinonHeHusa npeabigyLLen nnu
job completes, or logging an | 3anuce VIHUngeHTa npu
Incident when an Error BO3HWKHOBEHMMN OLLMGKM.
occurs.
See Proactive Monitoring. CwmoTpu Takke [NpoaKkTUBHbIN
MOHUTOPVHT.
Reciprocal CornaweHnue o | (Service Design) A (MpoekTnpoBaHue ycnyr) Cnocob
Arrangement B3ammorniomoLy, | Recovery Option. An BOCCTaHoBreHus. CornatueHue
" agreement between two mexay Asyms OpraHusaumsamm o
Organisations to share B3aMMHOM MCMOSb30BaHUU
resources in an emergency. | pecypcoB B Criy4ae CpO4HOW
For example, Computer HeobxogumocTu. Hanpuwmep,
Room space or use of a NPOCTPaHCTBO NoA
mainframe. BbIYNCITUTENBHYI0 TEXHWUKY UK
ucnonb3oBaHve MarHdperma.
Record 3anuck A Document containing the | [JokymeHT, cogepxaLummn
results or other output from | pesynbTaTel paboTbl UNK NHbIE
a Process or Activity. BbIXOAHbIE AaHHbIe [Mpouecca nnm
Records are evidence of the | [leatenbHocTtu. 3anucu
fact that an Activity took CBMAETENBLCTBYIOT (pakTnyeckoe
place and may be paper or | BbinonHeHne JeaTensHOCTH K
electronic. For example, an | moryT 6bITb MpeAcTaBieHb! B
Audit report, an Incident OyMaXKHOM UMM 3NIEKTPOHHOM
Record, or the minutes of a | Buge. Hanpumep, otyeT 06
meeting. Ayaute, 3anucb 06 MHUMAEHTE Nnn
NPOTOKON COBELLaHUS.
Recovery BoccraHoBneH | (Service Design) (Service | (lpoekTtupoBaHue ycnyr)
ne Operation) Returning a (dkcnnyartauusa ycnyr) Bosspar

Configuration Item or an IT
Service to a working state.
Recovery of an IT Service
often includes recovering
data to a known consistent
state. After Recovery,
further steps may be
needed before the IT
Service can be made
available to the Users
(Restoration).

KoHgu1rypaumoHHom eguHuLbl unm
WT-ycnyru B paboyee coctosiHue.
BocctaHoBneHue UT-ycnyrmn yacto
BKIIOYaET BOCCTAHOBMEHNE
OaHHbIX K U3BECTHOMY
cTabuneHoMy coctosiHuo. Mocne
COBCTBEHHO BOCCTaHOBIEHWS,
MOXeT BO3HWKHYTb NOTPEOHOCTL B
OOMONMHUTENBHBIX MEPOMNPUATUSX,
HeobXoaUMbIX ANs TOro, YToObI
WT-ycnyra ctana goctynHon ons
lMonb3oBaTenen
(BoccTtaHoBneHne\Bo3obHoBeHve

)-
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Recovery Cnocob (Service Design) A (MpoekTupoBaHue ycnyr)
Option BoccTaHoBneH | Strategy for responding to CtpaTternsa pearmpoBaHuns Ha
us an interruption to Service. npepbiBaHue Ycnyru. Yacto
Commonly used Strategies | ucnonssyembimu CTpaterusamm
are Do Nothing, Manual asnsaTcda "Hudero He genate”,
Workaround, Reciprocal Py4yHoe 06xoaHoe pelueHue,
Arrangement, Gradual CornalueHue 0 B3anMOMOMOLLM,
Recovery, Intermediate [locTeneHHoe BOoCCTaHOBIEHME,
Recovery, Fast Recovery, [MpomexyTo4yHOoe BOCCTaHOBMEHNE,
Immediate Recovery. BeicTpoe BoccTaHoBMNEHME,
Recovery Options may HemeaneHHoe BOCCTaHOBMEHME.
make use of dedicated Cnocobbl BOCCTaHOBEHWS MOTYT
facilities, or Third Party ©a3npoBaTbCS Ha UCMOSb30BaHNN
facilities shared by multiple | BblaeneHHoro o6opygoBaHus nnm
Businesses. obopynoBaHusi TpeTben CTOPOHDI,
obulero anst MHoXecTtBa busHecos.
Recovery LleneBas (Service Operation) The (dkcnnyaraumsa ycnyr)
Point TOYKa maximum amount of data MakcumanbHbI 00 beM AaHHbIX,
Objective BoccTaHoBneH | that may be lost when KOTOpble MOTyT ObITb NOTEPSAHbLI MO
(RPO) usa (RPO) Service is Restored after an | utoram BocctaHoBneHnusa Ycnyru
interruption. Recovery Point | nocne ee npepbiBaHus. Lienesas
Objective is expressed as a | TOYka BOCCTAHOBIEHMS
length of time before the BblpakaeTcd B "oTpeske BpeMeHn"
Failure. For example a 0o Cbosi. Hanpumep, Lienesas
Recovery Point Objective of | Touka BoccTaHOBRNEHUS B "OOQuWH
one day may be supported | geHb" MoxeT ObITb 0becneveHa
by daily Backups, and up to | exxegHeBHbIM Pe3epBHbIM
24 hours of data may be KOnMpoBaHMeM, Npyu 3TOM MOTyT
lost. Recovery Point ObITb NOTEPSHbI AaHHbIE He Bornee,
Objectives for each IT yeMm 3a 24 yaca. LleneBas Touka
Service should be BOCCTaHOBMNeHust ans kaxaon UT-
negotiated, agreed and YCIyrv OOMKHbI ObITb 06CYXAEHbI,
documented, and used as cornacosaHbl u
Requirements for Service 3a0KyMEHTUPOBaHBbI, NOCHe Yero
Design and IT Service ncnonb3oBaTtbcs, Kak TpeboBaHusA
Continuity Plans. ans MNMpoekTupoBaHWs ycnyr m
lNMnaHa obecneyeHus
HenpepbiBHOCTU UT-ycnyr.
Recovery LleneBoe (Service Operation) The (dkcnnyartaumsa ycnyr)
Time Bpems maximum time allowed for MakcnmanbHoe Bpewms,
Objective BOCCTaHoBreH | recovery of an IT Service oTBeAeHHOe A1 BOCCTaHOBIEHUS
(RTO) usa (RTO) following an interruption. WT-ycnyrm nocne 3a ee

The Service Level to be
provided may be less than
normal Service Level
Targets. Recovery Time
Objectives for each IT
Service should be
negotiated, agreed and
documented.

npepbiBaHus. [NpegocTaBnsgembiin
YpoBeHb yCryrn MOXeT ObITb HMXE
HopManbHbIX Lienesbix
nokasaTtenen ypoBHS yCIyru.
LleneBoe Bpemsi BOCCTaHOBEHMS
ansa kaxgon UT-ycnyr AOmMKHO
ObITb 06CYXXAEHO, COrNacoBaHo n
3a40KYMEHTUPOBAHO.
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See Business Impact CmoTpu Takke AHanNM3 BRUSIHNS Ha
Analysis. 6usHec.
Redundancy OTtkasoyctond | Synonym for Fault CuHoHMM OTKa30yCTONYMBOCTb.
MBOCTb Tolerance.
The term Redundant also TepmuH (Redundant) Takke nveet
has a generic meaning of obLLiee 3Ha4YeHne ycTapeBLUMIA Unm
obsolete, or no longer oonee "HeHyXHbIN".
needed.
Relationship B3aumooTHow | A connection or interaction CBsA3b U B3auMogencTeme
eHune between two people or Mexay ABYMS NogbMU Unu
things. In Business cywHoctamu. B Ynpasnexun
Relationship Management it | B3anmooTHoLWeHNsIMM ¢ BU3HECOM
is the interaction between - 9TO B3aUMOAENCTBNE Mexay
the IT Service Provider and | MNoctaBwukom UT-ycnyr un
the Business. In BusHecom. B YnpaBsneHuu
Configuration Management | koHdUrypaumsiMm - 3To cebisika
it is a link between two Mexay AByMs
Configuration Items that KoHurypaumMoHHbIMK eanHmuLamu,
identifies a dependency or KoTopas ykasbiBaeT Ha
connection between them. 3aBMCUMOCTb UMK CBA3b MexXay
For example Applications HumK. Hanpumep, MNMpunoxeHus
may be linked to the MOryT GbITb NpUBA3aHbI K
Servers they run on, IT CepBepam, Ha KOTOPbIX OHX
Services have many links to | BeinonHaoTes; NT-ycnyrn
all the Cls that contribute to | cogep»xaTt MHOro cchifok Ha Bce
them. KE, koTOpble BHOCAT BKMag B UX
npegocTaBnexHve.
Relationship Mpoueccel The ISO/IEC 20000 "pynna MNpoueccos B ISO/IEC
Processes rpynnbl Process group that includes | 20000, koTopas Bknto4yaeT
B3aMmooTHow | Business Relationship YnpaBrneHne B3aMMOOTHOLLUEHNAMN
€eHun Management and Supplier ¢ busHecom 1 YnpaeneHue
Management. nocTasLLuKamu.
Release Penus (Service Transition) A (MpeobpasoBaHue ycnyr) Habop

collection of hardware,
software, documentation,
Processes or other
Components required to
implement one or more
approved Changes to IT
Services. The contents of
each Release are
managed, Tested, and
Deployed as a single entity.

annapaTtHoro obecne4veHus,
nporpaMmMHoro obecne4yeHus,
OOKymeHTaumu, Npoueccos nnu
apyrux KoOMnoHeHTOB, KOTOpble
HeobxoauMbl Ans BHEAPEHUS
OLHOMO NN HECKOJTbKMX
cornacoBaHHbIX NameHeHun B UT-
ycnyrax. CogepkaHue Kaxgoro
Penusa ynpaenseTtcs,
TectnpyeTcsa n PasBepTbiBaeTca
Kak oTaenbHas CyLLHOCTb.
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Release and YnpaBnexuve (Service Transition) The (Mpeo6pasoBaHue ycnyr)

Deployment penusamu n Process responsible for [Mpouecc, oTBETCTBEHHbIN 3a

Management pasBepTbiBaHn | both Release Management | YnpasneHue penusamu u

emM and Deployment. PasBepTbiBaHue.

Release NoeHtndmkay | (Service Transition) A (MpeobpasoBaHue ycnyr)

Identification ns penusa naming convention used to | CornaweHve o HaMMeHoBaHWUN,
uniquely identify a Release. | ncnonb3ayemoe Ans yHUkansHon
The Release Identification ngeHtndukaumm Pennsa.
typically includes a WaeHtudukaumsa pennsa obbl4HO
reference to the BKIMOYaET B ce05 CCbINKy Ha
Configuration Item and a COOTBETCTBYIOLLYHO
version number. For KoHu1rypaumoHHyto eguHnLy u
example Microsoft Office Homep Bepcuun. Hanpumep,
2003 SR2. Microsoft Office 2003 SR2.

Release YnpaBnexuve (Service Transition) The (Mpeo6pasoBaHue ycnyr)

Management pennsamm Process responsible for [Mpouecc, 0TBETCTBEHHbIN 3a
Planning, scheduling and [MnaHupoBaHune, cocTaBneHune
controlling the movement of | pacnucaHnsi 1 KOHTPOsb
Releases to Test and Live npoxoxaeHus Penusos B Cpeay
Environments. The primary | TectupoBaxusa un Cpegy
Objective of Release NPOMbILLNIEHHOW SKCMnyaTaumm.
Management is to ensure MepenyHas Lenb YnpasneHus
that the integrity of the Live | penusamu 3aknioyaetcs B
Environment is protected cobntogeHnmn uenoctHoctn Cpeabl
and that the correct NPOMBbILLSIEHHON 3KCMnyaTaumm n
Components are released. BHEeAPEHUU TOMNbKO "MpaBuibHbIX"
Release Management is KomnoHeHTOB. YnpasneHue
part of the Release and penusamm - 3To YacTb lNpouecca
Deployment Management YnpaBneHus pennsamu u
Process. pasBepTbiBaHWEM.

Release Mpouecc The name used by ISO/IEC | HanmeHoBaHwue, ncnonbayemoe

Process rpynnbl 20000 for the Process ISO/IEC 20000 gnsa rpynnbl

penns3oB group that includes Release | NMpoueccos, BkntovatoLLen B cebs

Management. This group YnpaBneHue penusamu. JTa
does not include any other rpynna He umeeT B CBOEM COCTaBe
Processes. apyrux Npoueccos.
Release Process is also TepmuH lMpouecc rpynnbl penmsos
used as a synonym for TaKke UCMOMNb3yeTcsl Kak CUHOHUM
Release Management ansa MNMpouecca YnpasneHus
Process. penusamu.

Release 3anuck o (Service Transition) A (MpeobpasoBaHue ycnyr) 3anucb

Record penuse Record in the CMDB that B CMDB, koTopas onpegensiet

defines the content of a
Release. A Release Record
has Relationships with all
Configuration Items that are
affected by the Release.

cogepxaHue Penusa. 3anmck o
pennse nveeT BaanmooTHoLEHUS
co BceMu KoHdurypaumoHHbIMK
eVH1LaMK, 3aTPOHYTbIMU AaHHbIM
Pennzowm.
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Release Unit EaovHuua (Service Transition) (MpeobpasoBaHue ycnyr)
pennsa Components of an IT KomnoHeHTbl UT-ycnyru, KoTopble
Service that are normally 06bIYHO KOMMOHYIOTCS BMECTE U
Released together. A BbIMYCKalOTCA B paMKax OHOro
Release Unit typically Penunsa. EgnHuua penusa obbl4HO
includes sufficient BkrntoyaeT B cebst KoMNOHeHTb,
Components to perform a Heobxoaumble ONS BbINOHEHUS
useful Function. For Kakon-nnbo nonesHom OyHKUMK.
example one Release Unit Hanpumep, EgnHuuen pennsa
could be a Desktop PC, MOXET ObITb HACTONbHbIN
including Hardware, KOMMbIOTEp, BKNOYAOLWMA B cebs
Software, Licenses, MporpammHoe, AnnapaTHoe
Documentation etc. A obecneveHune, JlnueHaumn
different Release Unit may obecneyeHune, [lokymeHTaLmIO 1
be the complete Payroll T.n. Apyrum npumepom EanHnupl
Application, including IT penusa MoXeT CNy>XUTb Lienoe
Operations Procedures and | NpunoxeHne ans pacyeta
User training. 3apnnarbl, BKrtoyas lNMpouenypobl
OnepauuoHHoro ynpasnenus AT u
TpeHuHru [Nonb3oBaTtenen.
Release TexHonornyec | Synonym for Change CrHOHVMM TexHonornyeckoe okHO
Window KO€ OKHO Ans Window. NS NU3MEHEHUN.
NU3MeHeHun
Reliability HapexHocTb (Service Design) (MpoekTupoBaHue ycnyr)
(Continual Service (MocTosiHHOE yny4dleHue ycnyr)
Improvement) A measure Mepa Toro, kak fonro
of how long a Configuration | KoHdurypaumoHHas egmuHumua unm
Item or IT Service can WT-ycnyra MoXeT coxpaHaTb
perform its agreed Function | paboTtocnocobHocTb 6e3
without interruption. Usually | nepepbiBOB B pamkax
measured as MTBF or cornacoBaHHbIX PyHkuMA. OBbIMHO
MTBSI. The term Reliability | namepsierca yepes MTBF nnun
can also be used to state MTBSI. TepmuH HagexxHocTb
how likely it is that a TakKKke MOXeT OblTb MPUMEHEH NpKn
Process, Function etc. will PUKCUPOBaHNN BEPOSATHOCTU TOrO,
deliver its required outputs. | 4to lNpouecc, PyHKuMs u T.0.,
OyayT nponssBoante Tpebyemble
pes3ynbTaThl Ha BbIXOAE.
See Availability. CwmoTpu Tarke [JOCTynHOCTb.
Remediation UcnpasneHne | (Service Transition) (MpeobpasoBaHue ycnyr)
Recovery to a known state BoccTaHoBneHue K n3aBeCTHomy
after a failed Change or COCTOSIHUIO NOCIIe HEeYCneLHOoro
Release. M3meHeHusa nnun Penusa.
Repair PemoHT (Service Operation) The (OkcnnyaTtauusa ycnyr) 3ameHa

replacement or correction of
a failed Configuration Item.

unu ucnpaeneHue paboTbl
KoHurypaumoHHom eanHuLbl
nocrne oTkasa.
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Request for 3anpoc Ha (Service Transition) A (MpeobpasoBaHue ycnyr)
Change (RFC) | nameHexve formal proposal for a dopmarnbHoe npeasnioxeHne Ha
(RFC) Change to be made. An peanusauuto NameHenusi. RFC
RFC includes details of the | BkntoyaeT B cebs geTanbHoe
proposed Change, and may | onucaHve npeanoXeHHOro
be recorded on paper or VIamMeHeHus, n MoXeT ObITb
electronically. The term 3anucaHo B ByMakHOM unu
RFC is often misused to 3NEKTPOHHOM chopmate. TepMnH
mean a Change Record, or | RFC yacTto HeBepHO
the Change itself. yrnoTpebnseTcs B 3HaYEHUU
3anunce 06 n3sMeHeHun unu
M3meHeHne camo no cebe.
Request YnpaBnexuve (Service Operation) The (dkcnnyartauusa ycnyr) lNpouecc,
Fulfilment 3anpocamu Ha | Process responsible for OTBETCTBEHHbIN 3a ynpasrieHne
obcnyxuBaHm | managing the Lifecycle of YKN3HEHHBIM LIMKITOM BCEX
e all Service Requests. 3anpocoB Ha obcnyxumBaHue.
Requirement TpeboBaHne (Service Design) A formal | (MpoekTupoBaHue ycnyr)
statement of what is dopmanbHoe 3asBneHne o
needed. For example a HeobxognumocTu Yero-nnbo.
Service Level Requirement, | Hanpumep, TpeboBaHue K ypOBHIO
a Project Requirement or ycnyr, TpeboaHue Npoekta unm
the required Deliverables Tpebyembie Pesynbrathl
for a Process. Mpouecca.
See Statement of Cwmotpu Tarke Habop TpeboBaHui.
Requirements.
Resilience Yctonunsoctb | (Service Design) The (MpoekTupoBaHue ycnyr)
ability of a Configuration CnocobHocTb KoHdurypaumoHHom
Item or IT Service to resist eanHuLbl unu UT-yenyrm
Failure or to Recover npoTtmeogencTeoBatb CHot0 nnm
quickly following a Failure. ObicTpo BoccTaHaBnvBatbest
For example, an armoured nocne C6os. Hanpumep,
cable will resist failure when | apmupoBaHHbIv kKabenb byget
put under stress. ocTaBaTbCs YCTONYMBBLIM K
NOBPEXAEHMI0, B Cryyae ecnuv oH
OyOeT HaxoouTcs Noa AaBfeHVEM.
See Fault Tolerance. CmoTpu Takke
OTKa30yCTONYMBOCTb.
Resolution PaspelueHne (Service Operation) Action | (9kcnnyaTtaumsa ycnyr) [lencteus,

taken to repair the Root
Cause of an Incident or
Problem, or to implement a
Workaround.

npeanpuHATbIE NS YCTpaHeHns
KopHeson npuyinHel UHUmMaeHTa
unu Mpobnemsbl, UN BHeAPEHUS
O6xoaHoro nyTu.
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In ISO/IEC 20000, B ISO/IEC 20000, Mpouecceol
Resolution Processes is the | rpynnbl paspelueHus - aTo rpynna
Process group that includes | Npoueccos, koTopas BkNo4aeT B
Incident and Problem cebs YnpaeneHue nHUMAEHTaMU U
Management. YnpaBneHue npobnemamu.
Resolution Mpouecchbl The ISO/IEC 20000 "pynna lMpoueccos B ISO/IEC
Processes rpynnol Process group that includes | 20000, koTopas Bknto4aeT B cebs
paspelueHund Incident Management and YnpasneHve nHumgeHTamm m
Problem Management. YnpaBneHue npobnemamu.
Resource Pecypc (Service Strategy) A (CtpaTermnsa ycnyr) basoBbin
generic term that includes TEePMWH, KOTOPbIN BKIOYaeT B cebs
IT Infrastructure, people, WNT-uHdpacTtpykTypy, nogen,
money or anything else that | geHbrn n Bce, 4TO MOXeET
might help to deliver an IT cnocobCcTByET NpeaoCTaBneHno
Service. Resources are WT-ycnyru. Pecypceol are
considered to be Assets of | paccmaTtpuBaloTca kak AKTUBBI
an Organisation. OpraHusaumm.
See Capability, Service CmoTpu Takke CnocoBHOCTb,
Asset. AKTUB yCryru.
Response Bpems A measure of the time taken | Mepa BpeMeH®, HE0OX04MMOrO
Time peakumm to complete an Operation or | ons BbINONHEHUS onepauuy unu
Transaction. Used in Tpansakuun. VicnonesyeTcs B
Capacity Management as a | YnpaBneHue MOLLHOCTSAMU AN
measure of IT Infrastructure | namepenus MNMponssoanTeENbLHOCTH
Performance, and in UT-nHdppacTpyKTyphbl, @ Takke B
Incident Management as a YnpasneHve nHumgeHTamm - ons
measure of the time taken N3MepEHNS BPEMEHM,
to answer the phone, or to HeobxoaQuMoro Ans oTeBeTa Nno
start Diagnosis. TenedoHy unu gna Havana
[unarHocTtumku.
Responsivene | PearuposaHue | A measurement of the time | Mepa BpemeHun, HeobxogmMmoro
Ss taken to respond to ans cpabaTtbiBaHWs Yero-nunbo.
something. This could be 970 MoXeT ObITb Bpemsa peakumm
Response Time of a TpaH3akuumn nnmn cKopocTb, C
Transaction, or the speed koTopown lNMoctaBwmk UT-ycnyr
with which an IT Service oTBeYaeT Ha VHUMOeHT nnun
Provider responds to an 3anpoc Ha n3MeHeHue, 1 T.0.
Incident or Request for
Change etc.
Restoration of | BocctaHoBneH | See Restore. CwmoTpu Tarke BocctaHoBneHne
Service ve (Bo306HOBNEHME)
(BO306HOBMEH

ne) ycnyrm
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Restore BocctaHoBneH | (Service Operation) Taking | (Qkcnnyarauusa ycnyr)
ne action to return an IT BoeinonHeHune gencrams (Habopa
(Bo306HOBMNEH | Service to the Users after aewvicteuin) ans "BosspatleHus” UT-
ne) Repair and Recovery from ycnyru Nonb3oBatensm nocne
an Incident. This is the PemoHTa nnm nocne
primary Objective of BoccTaHoBneHus BcrneacTeune
Incident Management. nmesLLero mecto VHumaeHTa. 3T1o
nepsunyHas Lenb YnpaBneHus
WHUMAEHTaMu.
Retire BeiBog 13 (Service Transition) (MpeobpaszoBaHue ycnyr)
akcnnyataumm | Permanent removal of an IT | OkoHuyaTenbHoOe yaanenne UT-
Service, or other yenyrn unm KoHdurypaumoHHowm
Configuration Item, from the | eguHnubl 3 Cpegbl
Live Environment. Retired is | npombilineHHon skcnnyaTaumu.
a stage in the Lifecycle of "BbiBeE€H U3 aKcnnyaTaumm" ato
many Configuration Items. ofHa u3 a3 XKnsHeHHoro umkna
BonbmHcTBa KOHUrypaLMoHHbIX
eauHuL,.
Return on BosspaTt (Service Strategy) (Ctpaterus ycnyr) (lMoctosiHHOe
Investment WHBECTULMI (Continual Service ynyduweHue ycnyr) lamepeHue
(ROI) (ROI) Improvement) A oXuaaeMblX BbIrog OT MHBECTULUNA.
measurement of the B npoctenwem criydae aTo 4ncTas
expected benefit of an NpWObLINE NMHBECTULNIA AeneHHas
investment. In the simplest | Ha cTOMMOCTb UHBECTMPOBAHHbLIX
sense it is the net profit of aKTUBOB.
an investment divided by
the net worth of the assets
invested.
See Net Present Value, CwmoTpu Tarke Yncras
Value on Investment. npvBeneHHas CTOMMOCTb,
[JobaBneHHasi LEHHOCTb OT
WHBECTULMN.
Return to BosBparT Kk (Service Design) The (MpoekTupoBaHue ycnyr) dasa
Normal HopmansHoMy | phase of an IT Service MnaHa obecneveHus
pexumy Continuity Plan during HenpepbiBHOCTU UT-ycnyr, B
which full normal operations | Te4eHMn KOTOpPON BO30GHOBMSIETCSA
are resumed. For example, | HopManbHoe OYHKLMOHMPOBAHNE.
if an alternate data centre Hanpumep, ecnu ucnonssyetcs
has been in use, then this OyOnvpyoLWwmn LeHTP AaHHbIX,
phase will bring the primary | nocne sTo daskl nponsongeT
data centre back into BO3BpaT B paboTy OCHOBHOrO
operation, and restore the LeHTpa AaHHbIX, U
ability to invoke IT Service BOCCTaHOBIIEHME BO3MOXXHOCTU
Continuity Plans again. CHOBa 3agevicTBoBath [naH
obecneyeHus HenpepbiBHOCTU UT-
yCnyr.
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Review O63o0p An evaluation of a Change, | OueHka pe3synbtaToB M3ameHeHus,
Problem, Process, Project Mpobnewmsl, Mpouecca, MNpoekTa 1
etc. Reviews are typically T.n. OB30pbl HAaCTO BbLIMOMHAKTCSH
carried out at predefined Ha npegonpeneneHHbIX aTanax
points in the Lifecycle, and YKnsHeHHoro uukna, n B
especially after Closure. 0cobeHHOCTU nocne 3akpbITus.
The purpose of a Review is | 3agaya O630pa - yooCcTOBEPUTLCS,
to ensure that all 4YTO ObINIM NONYy4YeHLI BCE
Deliverables have been PesynbTtathl, 1 onpegenutb
provided, and to identify BO3MOXHOCTU ANA YryYLLIEeHNs.
opportunities for
improvement.

See Post Implementation CwmoTpu Tarke O630p pe3ynbTaToB
Review. BHegpeHus.

Rights MpaBa (Service Operation) (dkcnnyartauusa ycnyr) Habop
Entitlements, or NONHOMOYMI, UNWN paspeLleHuH,
permissions, granted to a NPUCBOEHHLIX onb3oBaTtento unm
User or Role. For example Ponu. Hanpumep, lMNMpasa Ha
the Right to modify n3MeHeHve ornpeaeneHHbIX
particular data, or to OaHHbIX UMK Ha aBTOpU3aLNIO
authorize a Change. M3ameHeHus.

Risk Puck A possible Event that could | BoamoxHoe CobbiTue, koTopoe
cause harm or loss, or MOXET HaHEeCTU YPOH Unu notepu,
affect the ability to achieve WNu BO30EeNCTBOBATb Ha
Objectives. A Risk is poctuwkeHne Llenen. Puck
measured by the probability | nsamepsierca seposaTHocTbIO
of a Threat, the Vulnerability | Yrposbl, Ya3BumocTbo AKTBa No
of the Asset to that Threat, OTHOLLEHWNIO K 3TOM Yrpose, u
and the Impact it would ypoBHeM BnvsiHus, ecnun ato
have if it occurred. cobbiTne nponsonger.

Risk OueHka The initial steps of Risk HavanbHble warn Ynpasnexus

Assessment puckoB Management. Analysing the | puckamun. AHanuanpyetca
value of Assets to the LeHHocTb AkTMBOB Ansi busHeca,
business, identifying naeHTUMUMpYyTCa Yrposbl No
Threats to those Assets, OTHOLLEHUIO K 3TUM AKTUBaM, 1
and evaluating how oueHnBaeTcs YA3BMMOCTb AKTMBOB
Vulnerable each Assetis to | no oTHoLWeEHUIO K 3TUM Yrpo3am.
those Threats. Risk OueHka p1cKoB MOXET ObITb
Assessment can be KonunyecTteBeHHoM (6asmpyeTcs Ha
quantitative (based on YUCMNOBbIX AaHHBIX) UK
numerical data) or Ka4yeCTBEHHOMW.
qualitative.

Risk Ynpasnexue The Process responsible for | INpouecc, 0OTBETCTBEHHbIN 3a

Management puckamm identifying, assessing and naeHTUMKaLmio, OLIEHKY 1

controlling Risks.

KOHTposb Prckos.

See Risk Assessment.

CwmoTpu Tarke OLeHKa pUCKOB.
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Role Ponb A set of responsibilities, Habop oTBETCTBEHHOCTEWN,
Activities and authorities [earenbHOCTEN U MONMHOMOYNIA,
granted to a person or NMPUCBOEHHbIX COTPYOHUKY UIn
team. A Role is defined in a | komaHge. Ponb onpegenseTtca B
Process. One person or Mpouecce. OanH COTPYAHMUK UMK
team may have multiple KOMaHAa MoXeT MMeTb
Roles, for example the (BbINONHATL) MHOTO Pornen.

Roles of Configuration Hanpumep, Ponn MeHeaxepa
Manager and Change KoHdpurypaumim u Mexnegxepa
Manager may be carried out | 'ameHeHWIn MOTYT BbINOMHATLCA
by a single person. OLHUM COTPYAHMKOM.

Rollout PassepTbiBaH | (Service Transition) (MpeobpasoBaHue ycnyr)

ne Synonym for Deployment. CuHoHMM Pas3BepThbiBaHMS.
Most often used to refer to [oBonbHO YacTo nUcnonb3yeTcs no
complex or phased OTHOLLEHWIO K CFIOXKHbIM, Pa3buTbiM
Deployments or no cbasam, Pa3ssepTbiBaHUAM, a
Deployments to multiple Takke K PasBepTbiBaHUAM B
locations. MHOXECTBEHHbIX TOYKaX.

Root Cause KopHeBas (Service Operation) The (9kcnnyartauus ycnyr) OcHoBHas

npuynHa underlying or original cause | unu nctnHHasa npuynHa NHunaeHTa
of an Incident or Problem. unu MNpobnemsbl.

Root Cause Mowck (Service Operation) An (3kcnnyartauusa ycnyr)

Analysis KOpHeBoOW Activity that identifies the [eaTenbHOCTb, KOTOpas

(RCA) NPWYUHBI Root Cause of an Incident noeHTnduumnpyet KopHeyto

(RCA) or Problem. RCA typically nNpuyrHy MHumaeHTa unm
concentrates on IT Mpobnembl. RCA 06bI4HO
Infrastructure failures. KoHLUeHTpupyetca Ha Cbosx B UT-
WHppacTpykType.
See Service Failure CmoTtpu Takke AHanuns cboes
Analysis. yCryru.

Running Costs | OnepaumnoHHbl | Synonym for Operational CuHoHuMM OnepauunoHHble 3aTpaTsl

€ 3aTtparhl Costs

Scalability MacwTtabupye | The ability of an IT Service, | CnocobHocTb UT-ycnyru,

MOCTb Process, Configuration Item | MNpouecca, KoHdurypaumoHHom

etc. to perform its agreed
Function when the
Workload or Scope
changes.

€4MHULbI U T.M., BbINOSHATL CBOKO
paHee cornacoBaHHyto OyHKUMIO, B
cnyyae ecnu Paboyas Harpyska
nnu OxBaT M3MEHSIIOTCS.
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Scope OxaTt The boundary, or extent, to | paHuua, UM pamkn, B KOTOPbIX
which a Process, npumeHumebl MNpouecc, Mpoueaypa,
Procedure, Certification, Ceptndukaums, [JoroBop 1 T.0.
Contract etc. applies. For Hanpumep, OxBaTt YnpasneHus
example the Scope of N3MEHEHMSMN MOXET BKNOYaTh B
Change Management may | cebs Bce UT-ycnyru B Pexxume
include all Live IT Services | npombIlLNEHHOW SKCnnyaTauum u
and related Configuration cBsizaHHble KoHu1rypaumoHHbie
Items, the Scope of an eavHuubl; Oxeat Ceptudukarta
ISO/IEC 20000 Certificate ISO/IEC 20000 MoXxeT BKMo4aTh B
may include all IT Services | cebsa Bce UT-ycnyru,
delivered out of a named npegocraensemMble LLeHTPOM
data centre. 06paboTKM AaHHbIX.
Second-line Btopas nuHuns | (Service Operation) The (AkcnnyaTtauma ycnyr) Bropon
Support NoLAEPXKKN second level in a hierarchy | ypoBeHb B nepapxum 'pynn
of Support Groups involved | nogaepxk1, BOBMEYEHHbIX B
in the resolution of Incidents | paspeleHne VHUMAEHTOB K
and investigation of nccnepoBaHue MNpobnem. Kaxabin
Problems. Each level YPOBEHb COAEPXUT Bonee
contains more specialist OMbITHbIX CNEeLnannucToB,
skills, or has more time or nMerLLnx bonblle BpeMeHn unm
other Resources. npouunx Pecypcos.
Security BesonacHocTb | See Information Security CmoTpu Tarke YnpasneHve
Management MHGOPMALIMOHHON 6e30MacHOCTLIO
Security YnpaBneHue Synonym for Information CuHOHMM YnpaBneHue
Management ©esonacHoctb | Security Management MH(OPMALIMOHHON 6€30MacHOCTbIO
o}
Security Policy | MNMonuTuka Synonym for Information CvHoHum lMNonuTrka
6esonacHocTn | Security Policy NMHpopMaLmMoHHOM 6e3onacHoCTH
Separation of | Pasgenenue (Service Strategy) An (Crparterus ycnyr) Noaxond k
Concerns CyliHOCTEN approach to Designing a [MpoeKkTpoBaHMIO peLleHnin unu
(SoC) (SoC) solution or IT Service that WT-ycnyr, koTopbin pasgenset
divides the problem into npobnemy Ha OTAerbHbIE YacTw,
pieces that can be solved paspellaemble HeE3aBUCUMO.
independently. This [aHHbIn noxon otaenset "4ro"
approach separates "what" | gomkHo 6bITb caenaHo oT Toro,
is to be done from "how" it "kak" 3TO JOJIKHO ObITb caenaHo.
is to be done.
Server Cepsep (Service Operation) A (Okcnnyartauusa ycnyr)

computer that is connected
to a network and provides
software Functions that are
used by other computers.

KomnbloTep KOTOpbIN CBA3aH C
ceTbio U NpegocTaBngaeT
nporpaMmmMmHble OyHKLMK,
ucnonb3yemMble Apyrumm
KOMMblOTEPaMU.
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Service Ycnyra A means of delivering value | Cnoco6 npegoctasneHus
(Cepsuc) to Customers by facilitating | ueHHocTu 3akasunkam Yepes
Outcomes Customers want | cogencTBue UM B MONy4eHUU
to achieve without the BbixofoB (pesynbLTaToB Ha
ownership of specific Costs | Bbixoe), KOTOpPbIX 3aka3unkm
and Risks. XOTAT AOCTUYb Oe3 BrnageHus
cneumdunyeckummn 3atpatamu n
Puckamn.
HonyckaeTca ncnonb3oBaHue ansi
Ycnyra BapuaHTa nepesoga
CepBuc, 0QHAKO AaHHbIA BapuaHT
He pekoMeHayeTCs K
NCMOrb30BaHUIo.
Service Kputepumn (Service Transition) A set | (Mpeo6pa3zoBaHue ycnyr) Habop
Acceptance npuemKn of criteria used to ensure KpUTEPUEB, UCMONb3yEMbIX A1

Criteria (SAC)

ycnyrn (SAC)

that an IT Service meets its
functionality and Quality
Requirements and that the
IT Service Provider is ready
to Operate the new IT
Service when it has been
Deployed.

TOro, Ytobbl ybeamTecs, uyto UT-
ycryra cooTBETCTBYET ee
dbyHKUMOHaANBHOCTU 1
TpeboBaHusaM k KayecTBy, a Takke
yto lNMocTaswumk UT-ycnyr rotos
OkasbiBaTb HOBYtO UT-ycnyry,
nocrie Toro, kak oHa 6bina
PassepHyTa.

See Acceptance.

CwmoTpu Takke lNMpremka.

Service
Analytics

AHannsa

CTPYKTYpbl
ycnyru

(Service Strategy) A
technique used in the
Assessment of the
Business Impact of
Incidents. Service Analytics
Models the dependencies
between Configuration
Items, and the
dependencies of IT
Services on Configuration
ltems.

(Ctparterus ycnyr) TexHuika,
ucnonb3yemas ansa OueHKu
Bnunsanus MHunoeHToB Ha busHec.
AHanu3 CTpyKkTypbl ycryru
MogenunpyeT 3aBUCUMOCTU MexXay
KoHdu1rypaumoHHbIMU eguHmLamu,
3aBucumoctun UT-ycnyr ot
KoHumrypaumoHHbIX eanHuLL.

Service Asset

AKTVB ycnyru

Any Capability or Resource
of a Service Provider.

JTio6as CnocobHocTb nnu Pecypc
MocTaBLumka ycnyr.

See Asset.

CmoTpun Takke AKTUB.

Service Asset
and
Configuration
Management
(SACM)

YnpasneHue
aKTMBaMu u
KOHurypaums
Mu (SACM)

(Service Transition) The
Process responsible for
both Configuration
Management and Asset
Management.

(MpeobpaszoBaHue ycnyr)
[Mpouecc, oTBETCTBEHHbLIN 3a
YnpaBneHue KoHdUrypaunsamm un
YnpasrneHue aktuBamu.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Service YnpaBnexuve (Service Design) (MpoekTupoBaHue ycnyr)
Capacity MOLLHOCTSMU (Continual Service (MocTosiHHOE yny4lueHue ycnyr)
Management | ycnyru (SCM) | Improvement) The Activity | [lesTenbHOCTb, OTBETCTBEHHAA 3a
(SCM) responsible for noHnmaHue NMponsBoanTENbHOCTH
understanding the n MowwHocTtn NT-yenyr. Pecypceil,
Performance and Capacity | ncnonbayemble kaxgon UT-
of IT Services. The yCnyrou, u npocunu
Resources used by each IT | ncnone3oBaHna HakannmearoTcA,
Service and the pattern of PUKCUPYIOTCA 1 aHanuanpyoTca
usage over time are Ans ncnono3oBaHusa B [naHe
collected, recorded, and obecneyeHnst MOLLIHOCTEN.
analysed for use in the
Capacity Plan.
See Business Capacity CmoTpu Tarke YnpasneHve
Management, Component MOLLHOCTSIMM Br3sHeca,
Capacity Management. YnpasneHue mowHocTtsmu KE.
Service Katanor ycniyr | (Service Design) A (MpoekTupoBaHue ycnyr) basa
Catalogue database or structured OaHHbIX UMK CTPYKTYPUPOBAHHbIN
Document with information [okymeHT, cogepxaLimmn
about all Live IT Services, nHcpopmaumto 060 Bcex UT-
including those available for | ycnyrax B Pexume
Deployment. The Service NPOMBbILLUNIEHHON 3KCMnyaTaumu,
Catalogue is the only part of | Bkntovas Te UT-ycnyru, KoTopble
the Service Portfolio OOCTYMHbI Ana PassepTbiBaHMSA.
published to Customers, KaTtanor ycnyr - equHCTBEHHas
and is used to support the yacTb NopTdens ycnyr, koTopas
sale and delivery of IT ny6nvkyeTcsa ans 3akasynkos n
Services. The Service ncnonb3yeTcs Anga NogaepKu
Catalogue includes npogax n npegocrasneHus UT-
information about ycnyr. Katanor ycnyr BKIoYaeT B
deliverables, prices, contact | cebs uHdopmaumio o0 pedynbTartax,
points, ordering and request | ueHax, ToYKax KOHTaKTa,
Processes. [Mpoueccax BbINONHEHNS 3aKa30B U
3anpocoB.
See Contract Portfolio. CwmoTpu Takke NMNopTdens
O0roBOpPOB.
Service YnpaBneHuve Synonym for IT Service CuHOHMM YnpaBneHne
Continuity HenpepbiBHOCT | Continuity Management. HenpepbIBHOCTLIO UT-ycnyr.
Management blO yCnyr
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Term [TepmuH] Definition ’ [OnpeneneHne]
Service [oroeop Ha (Service Strategy) A (CtpaTerus ycnyr) [lorosop
Contract oKkasaHue Contract to deliver one or npeaocTaBneHns OgHOro unu
ycnyr more IT Services. The term | Heckonbkux UT-ycnyr. TepmuH
Service Contract is also [oroBop Ha okasaHue ycrnyr Takke
used to mean any ncnonb3yetcs Ans 0603HaYeHns
Agreement to deliver IT noboro CornaiueHuns o
Services, whether this is a npepoctasneHun AT-ycnyr,
legal Contract or an SLA. He3aBUCMMO OT TOro, MMEET Nn
a70T [loroBOp HOPUAMNYECKYIO CUNy
unm ato SLA.
See Contract Portfolio. CwmoTpu Takke MopTdens
O0roBOPOB.
Service KnneHTto- A Customer oriented KynbTypa, opyeHTupoBaHHas Ha
Culture opueHTnpoBaH | Culture. The major 3akasumka. OcHoBHoOM Llenbto
HOCTb Objectives of a Service KnneHTo-opneHTMpoBaHHOCTM
Culture are Customer ABNseTCH YAOBNETBOPEHHOCTb
satisfaction and helping the | 3akasuuka n cogencreme
Customer to achieve their 3akasuumky B JOCTUXKEHUM ero
Business Objectives. busHec-uenen.
Service MpoektnposaH | (Service Design) A stage (NpoekTuposaHue ycnyr) OgHa
Design ve ycnyr in the Lifecycle of an IT n3 ctaguin >KusHeHHoro umkna AT-
Service. Service Design ycnyrun. [poekTupoBaHue ycnyr
includes a number of BKNtoyaeT B cebs psa MNpoueccos n
Processes and Functions DyHKUMRA, a TaKke CryXuT
and is the title of one of the | HasBaHuem ogHoN 13 6a3oBbIX
Core ITIL publications. ny6nukaumn ITIL.
See Design. CwmoTpu Takke NMpoekTupoBaHme.
Service MpoekTHas (Service Design) (MpoekTupoBaHue ycnyr)
Design aokymeHTaums | Document(s) defining all [okymeHT(bl), ONpeaensaownn Bce
Package ycnyrm aspects of an IT Service acnektbl UT-ycnyrn n TpebosaHun
and its Requirements K HEel Ha Kaykaowm ctagum
through each stage of its YKunsHenHoro uyukna. MNpoektHas
Lifecycle. A Service Design | gokymeHTaums ycnyru
Package is produced for paspabaTbiBaeTcsa 4N Kaxaomn
each new IT Service, major | HoBon UT-ycnyru, BaHOro
Change, or IT Service MN3meHeHus nnu ans Beisoga u3
Retirement. akcnnyaTtaumm UT-ycnyru.
Service Desk Cnyx6a (Service Operation) The (dkcnnyaTtauusa ycnyr) EguHas

Service Desk

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

TOYKa KOHTaKTa Mexay
[NocTaBLimMKoM ycnyr n
MNonb3oBatenamu. TunuyHas
Cnyxb6a Service Desk ynpaensiet
MHumaeHTamu, 3anpocamm Ha
obcnyxumBaHue, a Takke
B3anMMOAENCTBYET C
Monb3oBatenamu.
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Term

Service
Failure
Analysis (SFA)

[TepmuH]

AHanua cboeB
ycnyrn (SFA)

Definition

(Service Design) An
Activity that identifies
underlying causes of one or
more IT Service
interruptions. SFA identifies
opportunities to improve the
IT Service Provider's
Processes and tools, and

not just the IT Infrastructure.

SFA is a time constrained,
project-like activity, rather
than an ongoing process of
analysis.

’ [OnpeneneHne]

(MpoekTupoBaHue ycnyr)
[esTenbHOCTb, KOTOpast
naeHTUULNpyeT NPUYMHY OOHOIO
unu 6onee nepepbiBoB B UT-
ycnyre. SFA ngeHtudvumnpyet
BO3MOXHOCTU ANS yrnyyLleHns
Mpoueccol MNocTaBwuka NT-ycnyr
N UHCTPYMEHTOB, a He Torbko UT-
nHppacTpykTypbl. SFA - ckopee
OrpaHuYeHHasl BO BpEMEHMU,
NpoeKTHas AeATenNbHOCTb, a He
NOCTOSIHHbIA aHaNUTUYECKUI
npouecc.

See Root Cause Analysis.

CmoTpu Takke NMounck kKopHeBow
NPUYMHBI.

Service Hours | Bpems (Service Design) (MpoekTupoBaHue ycnyr)
npegoctaeneH | (Continual Service (MocTosiHHOE yny4dleHue ycnyr)
nsa ycnyrm Improvement) An agreed CornacoBaHHbIV Nepnog BpEMEHM,

time period when a korga otgenbHas UT-ycnyra

particular IT Service should | gomkHa 6biTb JocTynHa.

be Available. For example, Hanpumep, "lMoHegensHuK-

"Monday-Friday 08:00 to MatHnua, ¢ 08:00 go 17:00

17:00 except public ucknio4as ouumansHble

holidays". Service Hours npasgHuyHble gHK". Bpewms

should be defined in a npenocTaBneHns ycryrn OMKHO

Service Level Agreement. ObITb onpeaeneHo B CornaileHuve
00 ypOBHe ycryr.

Service MnaH (Continual Service (MocTosiHHOE yrnyulieHue ycnyr)

Improvement coBeplueHcTB | Improvement) A formal dopmanbHbIi MNnan ans

Plan (SIP) oBaHus ycnyr | Plan to implement BHEAPEHUS YNyYLLEHUA B
(SIP) improvements to a Process | lNMpouecce nnn UT-ycnyre.

or IT Service.

Service Cuctema (Service Transition) A set | (Mpeobpa3zoBaHue ycnyr) Habop

Knowledge ynpaBneHusi of tools and databases that | nHCTpymeHTOB 1 6a3 AaHHbIX,

Management | 3HaHusiMK no are used to manage KOTOpble NCMONb3YHTCA AN

System ycnyram knowledge and information. | ynpaBneHus 3HaHuaAMU n

(SKMS) (SKMS) The SKMS includes the nHdopmaumen. SKMS Bknovaet

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

Cuctemy ynpaeneHus
KOHpMrypaumsamm, Takke Kak un
OPYror UHCTpYMeHTapuii 1 6asbl
OaHHbiX. SKMS coxpaHserT,
ynpaBnsieT, oOHOBNSET, U
npencrasnsieT BCO MHOpMaLuio,
KoTopas Heobxoamma MocTaBLymky
UT-ycnyr ans ynpaeneHus nosHbIm
KnsHeHHbIM uuknom UT-ycnyr.




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009

ITIL® V3 Translation Project

Term [TepmuH] Definition ’ [OnpeneneHne]
Service Level | YpoBeHb Measured and reported M3amepeHHble 1 onyGrMKoBaHHbIE
ycnyru achievement against one or | JOCTUrHyTble 3HAYEHNsI NO
more Service Level Targets. | OTHOLIEHWIO K OGHOMY Wi
The term Service Level is Heckonbknm Lienesbim
sometimes used informally | nokasatensim ypoBHs ycryru.
to mean Service Level TepMuH YpoBeHb yCcnyru ndoraga
Target. HeoMLManbHO NCMOMNb3yeTcsa Ans
0603HaveHusa LleneBoro
nokasaTens ypoBHS yCIyru.
Service Level | Cornawenne (Service Design) (MpoekTupoBaHue ycnyr)
Agreement 00 ypoBHe (Continual Service (MocTosiHHOE ynyuleHune ycnyr)
(SLA) ycnyr (SLA) Improvement) An Cornawenne mexay MNMocTaBLymkom
Agreement between an IT WT-ycnyr n 3akasumkom. SLA
Service Provider and a onuceiBaeT UT-ycnyry,
Customer. The SLA OOKyMeHTupyeT Llenesble
describes the IT Service, nokasaTenu ypoBHS yCryru,
documents Service Level yKasblBaeT 30Hbl OTBETCTBEHHOCTM
Targets, and specifies the cTopoH: MNMocTtaBwumka UT-ycnyr n
responsibilities of the IT 3akaszuumka. OgnH SLA moxeTt
Service Provider and the pacnpoCTPaHATLCS Ha MHOXECTBO
Customer. A single SLA UT-ycnyr unm MHOXecTBO
may cover multiple IT 3akasuukoB.
Services or multiple
Customers.
See Operational Level Cwmotpu Takke CornawleHve
Agreement. OnepaunoHHOr0 YPOBHS.
Service Level | YnpaBneHue (Service Design) (NpoekTupoBaHue ycnyr)
Management YPOBHEM (Continual Service (MocTosiHHOE ynyulieHune ycnyr)
(SLM) yenyr (SLM) Improvement) The Process | lNpouecc, 0OTBETCTBEHHbIN 3a

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

obcyxaeHne CornatueHuin o6
YPOBHE YCIyr, U rapaHTUpyoLLuii
nX BbIiNnosiHeHune. SLM
OTBETCTBEHEH 3a TO, YTO
[Mpoueccol YnpasneHus UT-
ycnyramu, CornatueHums
OnepaumroOHHOrO YPOBHS 1
BHelwHne goroeopsl 6yayT
COOTBETCTBOBATb COMMacoBaHHbIM
LleneBbiM nokasaTensm ypoBHS
ycnyrn. SLM otcnexusaeTt u
OTYUTBIBAETCH MO YPOBHAM YCIyT,
BbINonHsAeT perynspHole O630pbl
nns 3aKas4yunkoB.
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Term

Service Level
Package
(SLP)

[TepmuH]

MakeT
ypoBHen ycnyr
(SLP)

Definition

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

’ [OnpeneneHne]

(Ctpaterus ycnyr)
OnpepaerneHHbIi YypoBEHb
[NonesHoctn n MNapaHtum ans
oTaeneHoro MakeTa ycnyru.
Kaxpbin SLP paspabaTtbiBaeTcsi
ans peanusaumm notpedHocTen
oTtaeneHoro Mpodunsa GusHec-
OesTenbHOCTU.

See Line of Service.

CwmoTpwm Takke JInHenka ycnyr.

Service Level
Requirement
(SLR)

TpeboBaHue k
YPOBHIO yCryr
(SLR)

(Service Design)
(Continual Service
Improvement) A Customer
Requirement for an aspect
of an IT Service. SLRs are
based on Business
Objectives and are used to
negotiate agreed Service
Level Targets.

(MpoekTnpoBaHue ycnyr)
(MocTosiHHOE yrnyuleHune ycnyr)
TpeboBaHue 3akasunka Kk NT-
ycnyre. SLR 6asupytotes Ha
BusHec-Lensax u ucnonb3yTes
AN NeperosopoB U COrnacoBaHns
LleneBbix Nnokasatenew ypoBHs
yCnyru.

Service Level | Llenesown (Service Design) (MpoekTupoBaHue ycnyr)
Target nokasaTenb (Continual Service (MocTosiHHOE yny4lueHue ycnyr)
ypoBHsi ycnyru | Improvement) A Ob6ssartenscTBa,
commitment that is 3adukcnpoBaHHbie B CornatlueHmm
documented in a Service 06 ypoBHe ycnyr. Lienesbie
Level Agreement. Service nokasartenun ypoBHS YCNyru
Level Targets are based on | ocHoBbIBatoTCA Ha TpeboBaHUSX Kk
Service Level YPOBHIO YCIyT N HYXHbl AN
Requirements, and are obecne4veHuns Toro, 4Todbl UT-
needed to ensure that the ycnyra CooTBeTcTBOBarna
IT Service design is Fit for HasHayeHuto. Llenesble
Purpose. Service Level nokasaTenu ypoBHS yCrnyru
Targets should be SMART, | gomxkHbl 6biTb SMART 1 06bI4HO
and are usually based on ocHoBaHbl Ha KPls.
KPIs.
Service Bpewms (Service Operation) The (Okcnnyartauusa ycnyr)
Maintenance nnaHoBoOn expected time that a Oxnagaemoe Bpemsi, B TeHEHUU
Objective HepgocTynHocT | Configuration Item will be koToporo KoHdurypaumoHHas
nycnymm unavailable due to planned | egnHuua 6yaet HegocTynHa B
maintenance Activity. cBA3M ¢ [lesATenbHOCTLIo Mo
NnaHoBOMY OBCNYXXMBaHUIO.
Service YnpasneHue Service Management is a YnpaBneHue ycnyramu - 310
Management ycnyramm set of specialized MHOXECTBO CMeLManm3npoBaHHbIX

organizational capabilities
for providing value to
customers in the form of
services.

OpraHM3aLMOHHBIX BO3MOXHOCTEN
ANsi NpeoCTaBMNeHUs LLEHHOCTU
3akasyvkam B opme Ycnyr.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Service YKn3HEeHHbIN An approach to IT Service Moaxopn B YnpasneHuun UT-
Management LMK Management that ycnyramu, npugaroLwmn ocoboe
Lifecycle ynpasneHus emphasizes the importance | 3HayeHWe Ba>XHOCTU KOOpAMHAaLUK
ycnyramu of coordination and Control | un KoHTpons 4Yepes pasnunyHble
across the various ®yHkumm, Mpoueccol, u Cuctemel,
Functions, Processes, and Heobxoaumble NS ynpasneHus
Systems necessary to NOnHbIM XXn3HeHHbIM uuknom UT-
manage the full Lifecycle of | ycnyr. Nogoxoa Ha ocHoBe
IT Services. The Service YKnsHeHHOro yukna ynpaBneHuns
Management Lifecycle ycnyramu BkntoyaeT CTpaTterus,
approach considers the MpoekTnpoBaHue,
Strategy, Design, lMpeobpasoBaHue, SKcnyaTauus u
Transition, Operation and HenpepbiBHoe ynydweHne UT-
Continuous Improvement of | ycnyr.
IT Services.
Service MeHenxep A manager who is MeHeaxep, OTBETCTBEHHbIN 3a
Manager ycnyru responsible for managing ynpasreHne CKBO3HOIro
the end-to-end Lifecycle of YKN3HEHHOro LyMKna oOHOro unm
one or more IT Services. Heckonbknx NT-ycnyr. TepmuH
The term Service Manager | MeHegxep ycnyru Takke
is also used to mean any ucnonbayetcs Ans 0603HayYeHns
manager within the IT noboro MeHegxepa BHYTpH
Service Provider. Most MoctaBwwka UT-ycnyr. Hanbonee
commonly used to refer to a | yacTo ucnonb3yeTcs B OTHOLLEHNM
Business Relationship MeHepxepa no
Manager, a Process B3aVIMOOTHOLLEHWSM C B13Hecom,
Manager, an Account MeHepxepa npouecca,
Manager or a senior MeHepaxepa no pabote ¢
manager with responsibility | 3akasuyvkamy Unu BbicLLEro
for IT Services overall. MEHe)KMEHTa, KOTOpPbI OTBEYaeT
3a UT-ycnyru B uenom.
Service Okcnnyataums | (Service Operation) A (3kcnnyartauusa ycnyr) OgHa us
Operation ycnyr stage in the Lifecycle of an | ctagun >KusHeHHoro umkna UT-
IT Service. Service ycnyru. 9kennyaraums ycnyr
Operation includes a BKMoyaeT B cebs psa MNpoueccos n
number of Processes and DyHKUURA, a TaKKe CryXuT
Functions and is the title of | HasBaHnem ogHoO N3 6a30BbIX
one of the Core ITIL nybnukaumn ITIL.
publications.
See Operation. CmoTpu Takke SkcnnyaTaums.
Service Owner | Bnagenev (Continual Service (MocTosiHHOE yny4dleHue ycnyr)
ycnyru Improvement) A Role Ponb, koTopasi oTBevaeT 3a

which is accountable for the
delivery of a specific IT
Service.

npegocraBreHne KoHkpeTHon UT-
ycnyru.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Service Maket ycnyrm | (Service Strategy) A (CtpaTerns ycnyr)
Package detailed description of an IT | JeTanusnposaHHoe onucaHue NT-
Service that is available to ycnyru, 4OCTYNHOM Ans
be delivered to Customers. | npegocraBneHnsa 3akaszymkam.
A Service Package includes | NakeT ycnyru Bkntodaet NakeT
a Service Level Package YPOBHEW yCnyr, OAVH Unn
and one or more Core Heckonbko Ba3oBbIx ycnyr, a Takke
Services and Supporting BcnomoraTenbHble ycnyru.
Services.
Service Yenyrm "B (Service Strategy) A (CtpaTerna ycnyr) basa nnu
Pipeline paspaboTke" database or structured CTPYKTYPUPOBaHHbIA [JOKYMEHT,
Document listing all IT nepeuuncnsaowmin sce NT-ycnyru,
Services that are under HaxogsALMeCs Ha PacCMOTPEHUN
consideration or unu B PaspaboTke, HO eLle He
Development, but are not [ocTynHele 3akasymkam. Ycnyru "B
yet available to Customers. | paspaboTtke" npeacTaBnsaloT TOUKY
The Service Pipeline 3peHusa busHeca Ha
provides a Business view of | noteHunansHble UT-ycnyru un
possible future IT Services | aBnseTca Tol YacTeto [NopTdens
and is part of the Service yCnyr, KoTopasi 06bI4HO He
Portfolio which is not OeMoHCTpupyeTcd 3akasdmkam.
normally published to
Customers.
Service Moptdens (Service Strategy) The (Ctparterus ycnyr) NonHbii Habop
Portfolio ycnyr complete set of Services Ycnyr, KoTopble YnpaBnsalTCs
that are managed by a MocTaswwwmkom ycnyr. MopTdens
Service Provider. The ycnyr ucnone3yeTtca nsi
Service Portfolio is used to | ynpaBneHusa nonHbiM XXU3HEHHbIM
manage the entire Lifecycle | uvknom Bcex Ycnyr v BknoyaeT
of all Services, and includes | Tpu Kateropun: Ycnyrun "B
three Categories: Service paspaboTke" (npeanaraembie unm
Pipeline (proposed or in B PaspaboTke); Katanor ycnyr
Development); Service (Pexxum npombiLLneHHoM
Catalogue (Live or available | akcnnyatauumn nnm gocTtynHbele ons
for Deployment); and PasBepTbiBaHUSA); a Takke Ycnyru,
Retired Services. BbiBegeHHbIe 13 akcnnyaTaumu.
See Service Portfolio CmoTpu Takke YnpasneHue
Management, Contract noptdgenem ycnyr, lNMoptdens
Portfolio. [OroBOPOB.
Service YnpaBneHuve (Service Strategy) The (Ctpaterus ycnyr) Npouecc,
Portfolio noptdenem Process responsible for OTBETCTBEHHbIN 3a ynpasneHne
Management ycnyr managing the Service MopTbenem ycnyr. YnpasneHve
(SPM) Portfolio. Service Portfolio nopTdenem ycnyr paccmatpmsaeT

Management considers
Services in terms of the
Business value that they
provide.

Ycnyrm B TepMUHAX
npenocTaBngeMon LeHHOCTM A4S
BusHeca.




ITIL® V3 Glossary Russian Translation v0.88, 26 Feb 2009

ITIL® V3 Translation Project

Term [TepmuH] Definition ’ [OnpeneneHne]
Service BoamoxHocTtn | (Service Strategy) The (Ctpaterusa ycnyr) CymmapHo
Potential nocTtasLiuKa total possible value of the BO3MOXHas LIEHHOCTb BCEX
ycnyr overall Capabilities and Cnoco6HocTen n Pecypcos
Resources of the IT Service | MNocTaswumka UT-ycnyr.
Provider.
Service MocTaBwmk (Service Strategy) An (CtpaTerusa ycnyr) OpraHusauus,
Provider ycnyr Organisation supplying noctasnsoLiasn Ycrnyru ogHomMy
Services to one or more WIN HECKONBbKUM BHYTpPEHHUM
Internal Customers or 3akasymkam nnu BHewwHUM
External Customers. 3akas4dnkam. lNocTasBLumk ycnyr
Service Provider is often 4acTo MCNonb3yeTcs Kak
used as an abbreviation for | cokpaiueHnne ot NocTaBLymk NT-
IT Service Provider. YCIIyT.
See Type | Service CwmoTtpu Takke Tun | nocTaBLLmMKOB
Provider, Type Il Service ycnyr, Tun |l nocTaBLMKOB ycnyr,
Provider, Type Ill Service Twn 1l nocTaBLUMKOB YCHyr.
Provider.
Service UHTepdenic (Service Strategy) An (CtpaTerus ycnyr) NHtepdenc
Provider nocrasLLuKa interface between the IT mexay lNMocTaslwmkom UT-yenyr n
Interface (SPI) | ycnyr (SPI) Service Provider and a Monb3oBaTtenem, 3aka3ymkom,
User, Customer, Business BuaHec-npoueccom, unm
Process, or a Supplier. MocTaBwmkomM. AHanua
Analysis of Service Provider | HTepdencoB nocTasLLmka ycnyr
Interfaces helps to nomMoraeT KoopaMHMpOBaTb
coordinate end-to-end CKBO3HOe ynpasneHue AT-
management of IT Services. | ycnyramu.
Service Ontumusaums | (Service Strategy) (CtpaTerunsa ycnyr) AHanua
Provisioning npegoctaeneH | Analysing the finances and | douHaHcoB u orpaHnyeHmn UT-
Optimization nsa ycnyr constraints of an IT Service | ycnyrn ons npMHATUS pelleHns B
(SPO) (SPO) to decide if alternative crnyyae, ecrnv anbTepHaTUBHBIN
approaches to Service noaxo K npeaocTtaBrieHunto Ycnyrm
delivery might reduce Costs | MOXeT yMeHbLUMTbL 3aTpatbl Unm
or improve Quality. ynyywmnTb KavecTso.
Service dopmuposanu | (Continual Service (MocTosiHHOE ynyuleHune ycnyr)
Reporting eun Improvement) The Process | lNpoLecc, oTBevatoLwmii 3a
npegocTaeneH | responsible for producing Npon3BOACTBO U NpeacTaBneHne
ne otyeTHocTn | and delivering reports of OTYETHOCTU O pesynbTaTtax u
no ycnyram achievement and trends TEHAEHUUAX NO YPOBHSAM YCIyr.

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

dopmupoBaHMe 1 NpeaocTaBneHne
OTYETHOCTU MO yCryram JOIKHbI
cornacoBaTb popmar,
cofepxaHue 1 4acToTy OTYETOB C
3akasymkom.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Service 3anpoc Ha (Service Operation) A (dkcnnyartauusa ycnyr) 3anpoc
Request obecnyxmBaHu | request from a User for [Monb3oBaTens Ha nHopmaLuio,
e information, or advice, or for | nnn kKOHCyNbTaUMIO, NN Ha
a Standard Change or for CraHpgapTHoe nsmeHeHue, foctyn
Access to an IT Service. k UT-ycnyre. Hanpumep, cbpocutb
For example to reset a naposib Unn NpegocTaBuUTb
password, or to provide cTaHgapTHble AT-ycnyrn ans
standard IT Services for a HoBoro lMonb3oBaTens. 3anpocskl
new User. Service Ha obcnyxuBaHne 0BbIYHO
Requests are usually oTpabaTbiBatoTca Cnyxbow
handled by a Service Desk, | Service Desk n He TpebytoT
and do not require an RFC | ocopmneHus RFC.
to be submitted.
See Request Fulfilment. CmoTpu Tarke YnpasneHve
3anpocamu Ha obcnyxmBaHue.
Service Crtpaterna no | (Service Strategy) The (Ctpaterus ycnyr) Ctparterus u
Sourcing BbIOOpY Strategy and approach for noaxon, K MPUHATUIO peLleHms,
noctaBwukoB | deciding whether to provide | npegoctaBnsaTtb Ycnyry
ycnyr a Service internally or to BHYTPEHHUMUW Cunamm nnu

QOutsource it to an External
Service Provider. Service
Sourcing also means the
execution of this Strategy.

BOCMONb30BaTbCA AyTCOPCUHIOM
oT BHeluHero nocraBLyuKa ycnyr.
CTtparerus no Bbibopy
NMOCTaBLUUKOB YCNyT Takke
O3Ha4aeT BbINOMHeHNe JaHHOMW
Crparerus.

Service Sourcing includes:

Crpaterus no Bbibopy
MOCTaBLLMKOB YCIyr BKIOYaEeT:

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

e /HCOpPCUHT - BHyTpeHHue
unun OBwue Ycnyrun, Ncnonbays
Type | unun Tun |l nocTasLmKoB

yChyr.

e Traditional
Sourcing - Full Service
QOutsourcing using a Type llI
Service Provider.

e  TpaguumoHHbii Tun
06CnyXMBaHNUS - MOMNHbIN
AyTcopcuHr Ycnyr, ncnonbaysa Tun
[l nocTaBLLMKOB yCnyr.

e  Multivendor
Sourcing - Prime,
Consortium or Selective
Qutsourcing using Type Il
Service Providers.

o  MynbTmBeHAOPHLIV Tun
obcnyxmBaHus - [Npaiim,
KoHcopuuym nnu N3bupatenbHbin
AyTcopcuHr, ncnonbaysa Tun i
MOCTaBLUUKOB YCIyT.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Service Crtpaterunsa (Service Strategy) The title | (CtpaTerus ycnyr) Hassaxve
Strategy ycnyr of one of the Core ITIL ofHow 13 6a30BbIX MNyOGnMKaLmn
publications. Service ITIL. CtpaTerus ycnyr onpegensiet
Strategy establishes an BceobLwyto CTpateruto ansa UT-
overall Strategy for IT ycnyr v ans Ynpasnenusa UT-
Services and for IT Service | ycnyramu.
Management.
Service MpeobpasoBa | (Service Transition) A (Mpeo6pasoBaHue ycnyr) OgHa
Transition Hue ycnyr stage in the Lifecycle of an | ua ctagun XXusHenHoro umkna UT-
IT Service. Service ycnyrn. NpeobpasoBaHue ycnyr
Transition includes a BKMtoyaeT B cebs psa MNpoueccos n
number of Processes and DyHKUUI, a TaKKe CryxXuT
Functions and is the title of | HasBaHnem ogHo N3 6a30BbIX
one of the Core ITIL nybnukaumn ITIL.
publications.
See Transition. CwmoTpu Takke NpeobpasoBaHue.
Service Utility | MNonesHocTb (Service Strategy) The (Ctpaterns ycnyr)
ycnyru Functionality of an IT ®yHKUMOHanbLHOCTL UT-ycnyrm ¢
Service from the TOYKM 3peHns 3akasuuka.
Customer's perspective. LleHHocTb UT-ycnyru ons busHeca
The Business value of an IT | cosgaetcsa yepe3 obbeanHeHne
Service is created by the [MonesHocTtun ycnyru (4To Yenyra
combination of Service Aenaet) n NapaHTum ycnyrm
Utility (what the Service (HackomnbKo Ka4eCTBEHHO 3TO
does) and Service Warranty | genaetcs).
(how well it does it).
See Utility. CwmoTpu Takke NMNonesHocTb.
Service MonTtBepxaeH | (Service Transition) The (MpeobpasoBaHue ycnyr)
Validation and | ne u Process responsible for Mpouecc, OTBETCTBEHHbIN 3a
Testing TectupoBaHue | Validation and Testing of a MoaTeepxaeHve n TecTnposaHne
ycnyr new or Changed IT Service. | HoBoW nnun ameHeHHon UT-

Service Validation and

Testing ensures that the IT
Service matches its Design
Specification and will meet
the needs of the Business.

ycnyru. MNoateepxaeHue
TEeCTMpOBaHue ycnyr
ypocTtoBepsietcs, uyto NT-ycnyra
cooTBeTCcTBYET ee Cneundukauum
MpoekTnpoBaHus n Gyaet
oTBeuaTb noTpebHocTam BusHeca.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Service OueHka (Service Strategy) A (CtpaTerus ycnyr) Namepenne
Valuation LleHHOCT!N measurement of the total nonHelx 3aTpart Ha
yenyrm Cost of delivering an IT npepocTasnenve UT-ycnyru un
Service, and the total value | nonHon ueHHocTn aTon UT-ycnyrm
to the Business of that IT nns busHeca. OueHka LeHHOCTH
Service. Service Valuation YCIyru Ucnonb3yeTcs Ang Toro,
is used to help the Business | 4To6bl NoMo4b BrsHecy 1
and the IT Service Provider | MNMoctaBwwmky NT-ycnyr npuitn K
agree on the value of the IT | cornaweHunto o ueHHocTn UT-
Service. ycnyru.
Service MapaHTuA (Service Strategy) (CtpaTerns ycnyr) YBepeHHOCTb B
Warranty ycnyru Assurance that an IT Tom, yto NT-ycnyra 6yget
Service will meet agreed oTBeYaTb COrnacoBaHHbIM
Requirements. This may be | Tpe6oBaHusiM. ATO MOXET ObITb
a formal Agreement such as | opmumansHoe CornaiueHue, kak
a Service Level Agreement | CornaweHve o6 ypoBHe ycnyr, unu
or Contract, or may be a [oroBop, a Takke MOXeT ObITb
marketing message or MapKeTUHIoBbIM ObeLlaHnem unm
brand image. The Business | obpa3om 6peHaa. LleHHocTb NT-
value of an IT Service is ycnyrvn ansa busHeca cosgaetcs
created by the combination | yepe3 o6begnHeHue MNonesHocTn
of Service Utility (what the ycnyru (4To Ycnyra genaer) u
Service does) and Service [MapaHTumn ycnyrmn (HacKonbKo
Warranty (how well it does KayeCTBEHHO 3TO [ieraeTcs).
it).
See Warranty. CwmoTpu Takke NapaHTus.
Serviceability O6cnyxmBaem | (Service Design) (MpoekTupoBaHue ycnyr)
OCTb (Continual Service (MocTosiHHOE yrnyulieHune ycnyr)
Improvement) The ability CnocobHocTb MocTaBwmka
of a Third Party Supplier to | TpeTbel CTOPOHbI BbINOMHUTL
meet the terms of their ycnosus [JoroBopa. OT10T [loroBop
Contract. This Contract will | 6yget Bkntoyatb B cebsa
include agreed levels of CcornacoBaHHbIe YPOBHU
Reliability, Maintainability or | HagexxHocTn, ConpoBoxxgaeMocTu
Availability for a unn [loctynHocTn Ans
Configuration ltem. KoHdurypaumoHHon eanHuLbI.
Shift CwmeHa (Service Operation) A (AkcnnyaTtauma ycnyr) pynna

group or team of people
who carry out a specific
Role for a fixed period of
time. For example there
could be four shifts of IT
Operations Control
personnel to support an IT
Service that is used 24
hours a day.

WM KoMaHga niogen,
BbINOMHAOLWAsA KOHKPETHY0 Porb B
TeyeHne PUKCMPOBAHHOMO
npomMexyTka BpemeHu. Hanpumep,
3TO MOXET ObITb YEThIPE CMEHBI
nepcoHana komanabl KoHTpons
onepaumoHHoro ynpasneHus UT,
KoTopble Heobxoanmbl Ansi
nogaepxkn NT-ycnyrn,
ncnonb3yemomn 24 yaca B CyTKM.
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Term

Simulation
modelling

[TepmuH]

iM1TaumoHHo
e
MOZenMpoBaH
ve

Definition

(Service Design)
(Continual Service
Improvement) A technique
that creates a detailed
Model to predict the
behaviour of a
Configuration ltem or IT
Service. Simulation Models
can be very accurate but
are expensive and time
consuming to create. A
Simulation Model is often
created by using the actual
Configuration Items that are
being modelled, with
artificial Workloads or
Transactions. They are
used in Capacity
Management when
accurate results are
important. A simulation
model is sometimes called
a Performance Benchmark.

’ [OnpeneneHne]

(MpoekTupoBaHue ycnyr)
(MocTosiHHOE yrnyuleHune ycnyr)
MeToguka, cosgatoLas aeTanbHyo
Mogenb ¢ uenblo npeackasaHus
nosegeHue KoHdurypaymoHHom
eanHnubl nnu UT-ycnyru.
VIMUTaumoHHble Mogenu MoryT
ObITb peann3oBaHbl C O4YeHb
BbICOKOW TOYHOCTbIO, HO 3TO
aoporo v TpedyeT 6onbLunx
BPEeMEHHbIX 3aTpar.
MMuntaumoHHasa mogens 4acTo
€03[aeTcs C UCMONb30BaHNEM
peanbHbix KoHMrypaumMoHHbIX
€0WHWL,, HO C OTNINYHBIMUN OT
peanbHbix Pabounmu Harpyskamm
unu TpaHsakunamu. Mogenum
UCNonb3yTcsa B YNpaBneHune
MOLLIHOCTSIMM, i€ TOYHbIE
pe3ynbTaTbl OYEHb BaXKHBbI.
MMuTaumoHHy0 Mofernb nHoraa
HasbiBaloT 3aPUKCMPOBAHHBIM
COCTOSIHUEM
Mpoun3BoanTENBHOCTH.

Single Point of
Contact

EavHasa Touka
KOHTaKTa
(SPOC)

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

(Qxcnnyarauus ycnyr)
MpepocraBsneHe eanHoOro
npocToro cnocoba ansi obLeHns ¢
OpraHusaumnen unm busHec-
egnHnuen. Hanpnwvep, EgnHas
TouKka KoHTakTa ans MNocrasLumka
WT-ycnyr o6bl4HO Ha3biBaeTCA
Cnyx06a Service Desk.

Single Point of
Failure
(SPOF)

EavHasa Touka
oTkasa
(SPOF)

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

(MpoekTnpoBaHue ycnyr) Jltobas
KoHdpurypaumoHHas egmHmua,
KoTopasi MoXeT ObITb NPUYMHON
MHumaeHTa BO Bpems ee 0TKasa, U
ONsl KOTOPOW HET BHEOPEHHON
KoHTpmepbl. SPOF moxeT 6bITb
COTPYAHMKOM, UMK LLIAarom B
Mpouecce unu [estensHocTw,
Takke kak 1 KomnoHeHT UT-

NHPPACTPYKTYPbI.

See Failure.

Cwmotpu Tarke COoMn.
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Term [TepmuH] Definition ’ [OnpeneneHne]
SLAM Chart SLA-Monutop | (Continual Service (MocTosiHHOE yrnyuleHune ycnyr)
Improvement) A Service SLA-MoHuTOp ncnone3yeTcs Ans
Level Agreement Monitoring | obnedeHus HabnogeHus n
Chart is used to help npenocTaBfeHnst OTYETHOCTM O
monitor and report OOCTUMHYTbIX 3HAYEHUSIX MO
achievements against LleneBbiM nokasaTtensm ypoBHsi
Service Level Targets. A ycnyrn. SLA-MoHuTop 06bI4HO
SLAM Chart is typically NnokasbiBaeT LIBETOM, Obin nn
colour coded to show BbIMOSTHEH COrNacoBaHHbIN
whether each agreed LleneBon nokasaTenb ypOBHS
Service Level Target has ycnyru, nMbo He BbINOSHEH, Nnn
been met, missed, or nearly | 61130k kK HEBBIMONIHEHHOMY, B
missed during each of the TEYEHUN KaXKO0ro nx NnocnegHmnx
previous 12 months. 12-Tn mecsiLes.
SMART SMART (Service Design) (MpoekTupoBaHue ycnyr)
(Continual Service (MocTosiHHOE yrnyulleHune ycnyr)
Improvement) An acronym | A66peBuaTypa ons obnerdeHusi
for helping to remember 3anoMUHaHWs TOro, YTO Lenu B
that targets in Service Level | CornaweHunsx o6 ypoBHe ycnyr u
Agreements and Project MnaHax MNpoeKkToB A0MKHbLI ObITh
Plans should be Specific, KoHkpeTHbIMUK (Specific),
Measurable, Achievable, Mamepumbimu (Measurable),
Relevant and Timely. HDoctuwxkumbimn (Achievable),
3Haunmbivm (Relevant) n
CsoeBpemeHHbIMK (Timely).
Snapshot CHumokK (Service Transition) The (MpeobpaszoBaHue ycnyr)
current state of a Tekyuiee cocTosiHNe
Configuration as captured KoHdpurypaumm, 3adpmkcmpoBaHHoe
by a discovery tool. CcpencTBoOM (MHCTPYMEHTOM)
obHapyxeHus.
Also used as a synonym for | Takke ncnonb3yeTtcst Kak CUHOHUM
Benchmark. 3amKCcMpoBaHHOMY COCTOSIHUIO.
See Baseline. Cwmotpm Takke basoBoe
COCTOSIHUE.
Source Tun See Service Sourcing. CwmoTpu Tarke CTpaTerusi no
0o6CcnyxmMBaHu BbIGOPY NOCTaBLLUMKOB YCAYT.
A
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Term [TepmuH] Definition ’ [OnpeneneHne]
Specification Cneundukaum | A formal definition of dopmarnbHoe onpeaenexHve
e Requirements. A TpeboaHuin. Cneuundurkaums

Specification may be used MOXeT ObITb MCMONb30BaHa A
to define technical or onpegeneHnss TEXHUYECKNUX Unm
Operational Requirements, | OnepaunoHHbix TpeboBaHui, a
and may be internal or TakKKke MOXeT OblTb BHYTPEHHEN
external. Many public unu BHewHen. MHorve ny6nuyHele
Standards consist of a CraHgapTbl coctosAT 3 Ceoaa
Code of Practice and a npakTuk n Cneundukaumm.
Specification. The Cneuudpmkaums onpegenset
Specification defines the CTtaHpapT, Ha cooTBeTCTBME
Standard against which an koTopomy OpraHusauns MoxeT
Organisation can be nponTtn Ayaut.
Audited.

Stakeholder 3auHTepecoBa | All people who have an Bce ntogwn, 3avHTeEpecoBaHHbIE B

HHOE NnLOo interest in an Organisation, | Oprannsauun, lNMpoekTte, UT-ycnyre

Project, IT Service etc. n T.n. 3anHTepecoBaHHbIe NuLa
Stakeholders may be MOryT NPOSIBNATL UHTEPEC K Bugam
interested in the Activities, JedarenbHOCTH, Luenam, Pecypcawm,
targets, Resources, or unu PesynbTaTam.
Deliverables. Stakeholders | 3anHTepecoBaHHbIMU NiMLAMM
may include Customers, MoryT 6bITb 3akasumku, MapTHepsl,
Partners, employees, paboTHMKK, aKLMOHEpbI,
shareholders, owners, etc. Bnagenbubl, U T.M.
See RACI. Cwmotpu Takke RACI.

Standard Crangapt A mandatory Requirement. | O6s3aTensHoe TpeboBaHue.
Examples include ISO/IEC Hanpumep ISO/IEC 20000
20000 (an international (mexxgyHapoaHein CtaHgapT),
Standard), an internal BHYTpeHHUn CTaHgapT
security Standard for Unix 6e3onacHocTy ana Unix, unm
configuration, or a npaBUTENbLCTBEHHbIN CTaHaapT o
government Standard for TOM, Kaknum 06pa3oM AOSKHbI
how financial Records nogaepxunBatbcst GMHaAHCOBLIE
should be maintained. The | 3anucu. TepmnH CTaHgapT Takke
term Standard is also used | ucnonb3yeTtca B oTHoweHun Ceoaa
to refer to a Code of npakTuk unm Cneundukaumm,
Practice or Specification nyGrmMKkyemMbIx
published by a Standards CraHpgapTuaupytoLlen
Organisation such as ISO OpraHusauuein, Takon kak 1ISO nnm
or BSI. BSI.
See Guideline. CwmoTpu Tarke PykoBogsiumi

OOKYMEHT.
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Standard CraHpgapTtHoe | (Service Transition) A pre- | (Mpeobpa3oBaHue ycnyr)
Change nU3MeHeHve approved Change that is MpepasTopnsoBaHHOe VI3meHeHMe,
low Risk, relatively common | ¢ HU3kMM PUCKOM, OTHOCUTENBHO
and follows a Procedure or | obbluHOE 1 criegyeT kakon-nnbo
Work Instruction. For Mpouenype unu Pabouen
example password reset or | MHCTpyKuun. Hanpumep, cbpoc
provision of standard napons unm obecnevyeHne HOBOroO
equipment to a new COTpYyAHMKa CTaHO4APTHbLIM
employee. RFCs are not obopynoBaHnem. RFCs He
required to implement a TpebyeTcs Ans BHeApEeHUst
Standard Change, and they | CtaHgapTHOro U3MEHEHUS, N OHK
are logged and tracked 3anucbIBalOTCA U OTCNEXnBaloTCs,
using a different NCNonb3ysi APYron MexaHmam,
mechanism, such as a Takow kak 3anpoc Ha
Service Request. obcnyxuBaHue.
See Change Model. Cwmotpu Takke Mogenb
peanu3aumm N3MeHeHus1.
Standard CraHgapTHble | (Service Operation) (Okcnnyartauusa ycnyr)
Operating onepaunoHHsel | Procedures used by IT [Mpouenypebl, Ucnonb3yemble B
Procedures e npoueaypbl | Operations Management. YnpaBneHne onepawoHHOM
(SOP) (SOP) pedatenbHocTbo UT.
Standby Pe3epBHbIl (Service Design) Used to (MpoekTupoBaHue ycnyr)
refer to Resources that are | Wcnonb3yeTtcs B 0THOLWEHUN
not required to deliver the Pecypcos, koTopble He
Live IT Services, but are 3aQelCTBOBaHbI B
available to support IT npepoctasnenun UT-ycnyr B
Service Continuity Plans. Pexume npombiLLneHHoM
For example a Standby aKcnnyaTaumm, HO KOTopble
data centre may be OOCTYMHbI B Cnyyae npuMeHeHus
maintained to support Hot MnaHa obecneveHus
Standby, Warm Standby or | HenpepbiBHOCTU UT-ycnyr.
Cold Standby Hanpumep, Pe3epBHbIi LEHTP
arrangements. 06paboTKM JaHHBLIX MOXET
o6CcnyXmMBaTbCs AN NOAOEPXKKN
"opsivuero pe3epBrpoBaHus,
Tennoro pesepBMpoBaHUS UNu
XonogHoro pesepBUpoBaHUS.
Statement of Habop (Service Design) A (MpoekTupoBaHue ycnyr)
requirements TpeboBaHui Document containing all [okymeHT, cogepxalimmn sce
(SOR) (SOR) Requirements for a product | TpeboBaHusi K NpodyKTy, a Takke

purchase, or a new or
changed IT Service.

HOBOMY WM n3MeHeHHoMy UT-
ycnyra.

See Terms of Reference.

CmoTpu Takke TexHudeckoe
3ajaHue.
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Term [TepmuH] Definition ’ [OnpeneneHne]

Status Craryc The name of a required field | HanmeHoBaHne o0b6s13aTEeNbHOMO
in many types of Record. It | nonsa npakTuyecky Bo Bcex Tunax
shows the current stage in 3anucen. OHo nokasbiBaeT
the Lifecycle of the TekyLyto ctaguio XKM3HeHHoro
associated Configuration LMKNa CoOOTBETCTBYIOLLEN
Item, Incident, Problem etc. | KoHdurypaumoHHOM eanHnbl,

MHumaeHTa, Mpobnemsbl 1 T.0.

Status Yuért ctatycoB | (Service Transition) The (MpeobpasoBaHue ycnyr)

Accounting KE Activity responsible for [eaTenbHocTb, OTBEYaloLWas 3a
recording and reporting the | dukcupoBaHue nameHeHnn n
Lifecycle of each 0T4YeTHOCTb 0 YKN3HEHHOM LuKne
Configuration ltem. kaxkgon KoHdurypaumoHHon

eQuHNLbI.

Storage YnpaBneHve (Service Operation) The (dxcnnyartaums ycnyr) lNpouecc,

Management XpaHeHnem Process responsible for OTBETCTBEHHbIN 3a ynpaBreHne

OaHHbIX managing the storage and XpaHeHMeM 1 06CnyXMBaHUEM
maintenance of data JaHHbIX Ha BCEM MPOTSXKEHUN NX
throughout its Lifecycle. YKnsHeHHoro uukna.

Strategic Crpaternyeck | (Service Strategy) The (CrpaTterus ycnyr) Boeiclumn n3

nn highest of three levels of Tpex ypoBHew [NnaHupoBaHus n
Planning and delivery npegocrasneHuns
(Strategic, Tactical, (CtpaTternyeckmit, Taktudeckmn,
Operational). Strategic OnepauuoHHbIn). CTpaternyeckue
Activities include Objective Buabl peatenbHOCTU BKNO4YatoT B
setting and long term cebs yctaHoBky Llenn un
Planning to achieve the ponrocpoyHoe NnaHnpoBaHue ans
overall Vision. JOCTUXeHus obLero Bugenus.

Strategy Crpaterus (Service Strategy) A (CtpaTerus ycnyr)

Strategic Plan designed to Crtparernyeckun NnaH,
achieve defined Objectives. | paspaboTaHHbIV ANs [OCTUXEHNS
onpeaenexHblx Lienen.

Super User Kntouyeson (Service Operation) A (Okcnnyartauusa ycnyr)

nonb3oBatenb | User who helps other [Nonb3oBaTtenb, NOMoramLnn

Users, and assists in
communication with the
Service Desk or other parts
of the IT Service Provider.
Super Users typically
provide support for minor
Incidents and training.

apyrum Nonb3oBartensam, u
COLENCTBYIOLLMIA UM B 0BLLEHNN CO
Cnyx6on Service Desk nnu
Apyrum otaeneHvem NocTasLlumka
UT-ycnyr. Knouesble
nonb3oBaTenu oobI4HO
NpeaocTaBnsAloT NOAAEPXKKY B
Crnyyae HecyLleCTBEeHHbIX
VHUMOEHTOB U TPEHWHIOB.
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Term [TepmuH] Definition ’ [OnpeneneHne]
Supplier MocTaBwyk (Service Strategy) (CtpaTerns ycnyr)
(Service Design) A Third (MpoekTnpoBaHue ycnyr) TpeTbs
Party responsible for CTOpOHa, OTBETCTBEHHAas 3a
supplying goods or Services | noctaBky ToBapoB Unn Ycnyr,
that are required to deliver HeoOXoAUMbIX Ans
IT services. Examples of npepocrtaesnenns UT-ycnyr.
suppliers include MprMepbl NOCTaBLUNKOB: BEHAOPLI
commodity hardware and nporpaMmMHOro 1 annapaTtHoro
software vendors, network obecneyeHus, ceTeBble U
and telecom providers, and | TeNneKOMMyH/UKaLMOHHbIE
Outsourcing Organisations. | npoBangepsbl, a Takke
AyTtcopcuHrosble OpraHusawmm.
See Underpinning Contract, | CmoTpu Takke BHelwHuii gorosop,
Supply Chain. Llenoyka nocrtaBok.
Supplier and basza (Service Design) A (MpoekTnpoBaHue ycnyr) basa
Contract noctaewukoB | database or structured OaHHbIX UMK CTPYKTYPUPOBaHHbIN
Database 1 OOroBOpOB Document used to manage | [JJokyMeHT, ncnonb3yembin ang
(SCD) (SCD) Supplier Contracts ynpasnenunsa [loroBopamu
throughout their Lifecycle. [MocTaBLUMKOB Ha MPOTSXKEHUU
The SCD contains key Bcero ux »XunsHeHHoro uukna. SCD
Attributes of all Contracts COLEPXUT KrtoyeBble ATpUOYTbI
with Suppliers, and should Bcex [loroBopoB ¢ lNocTaBLumkamu,
be part of the Service N MoXeT BbITb YacTblo Cuctema
Knowledge Management yrnpasneHns 3HaHNAMU Mo
System. ycryram.
Supplier YnpasneHue (Service Design) The (MpoekTupoBaHue ycnyr)
Management noctaBwukam | Process responsible for [Npouecc, oTBETCTBEHHbIN 3a
" ensuring that all Contracts obecneyeHue Toro, 4To JoroBopbl
with Suppliers support the c MNMocTaBLmkaMmm COOTBETCTBYHOT
needs of the Business, and | TpeboBaHusm BusHeca, n Bce
that all Suppliers meet their | NocTaBLMKM BLINOMHAIOT CBOU
contractual commitments. KOHTpaKkTHble obA3aTenbCcTBa.
Supply Chain Llenoyka (Service Strategy) The (CtpaTeruna ycnyr) [lestensHoctn
NnocTaBokK Activities in a Value Chain B Llenoyke gobaBneHusa LeHHOCTH,

carried out by Suppliers. A
Supply Chain typically
involves multiple Suppliers,
each adding value to the
product or Service.

BbinonHaemble NocTtaswmkamu. B
Llenoyky noctaBok 06bIYHO
BOBJI€YEHO MHOXECTBO
[MocTaBLUMKOB, KaXXAbIN N3 KOTOPbIX
nobaBnsaeT LeHHOCTb B NPOAYKT
unn Yenyry.

See Value Network.

CwmoTpu Tarke MHTerpnpoBaHHas
napTHepckasi ceTb.
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Support Group | Npynna (Service Operation) A (Okcnnyartauusa ycnyr) pynna
noanepXkn group of people with niogen ¢ onpegeneHHbIMm
technical skills. Support TEXHUYECKMMN HaBblkamu. [pynnbl
Groups provide the NoAAEPXKKN BbINOSTHAKOT
Technical Support needed YnpaBneHne TeXHNYeCcKom
by all of the IT Service noaaepkkon, HeobxoguMon Bcem
Management Processes. Mpoueccam YnpasneHus UT-
ycnyramu.
See Technical CwmoTpu Takke YnpaBreHune
Management. TEXHUYECKON NOJLEPKKON.
Support Hours | Bpemsi (Service Design) (Service | (lpoekTMpoBaHue ycnyr)
noaaepXKkm Operation) The times or (3kcnnyartauusa ycnyr) lNepuog
hours when support is BPEMEHM UIn Yackl, Koraa
available to the Users. nogaep’kka 4octynHa ons
Typically this is the hours Monb3oBatenen. O6bI4HO 3TO
when the Service Desk is Yyackl paboTbl Cnyx0bbl Service
available. Support Hours Desk. Bpems nogaepkm MoxeT
should be defined in a ObITb onpegeneHo B CornawleHve
Service Level Agreement, 06 ypoBHe ycryr,  MoXeT
and may be different from oTnum4yaTtbcsa ot Bpemenu
Service Hours. For nNpeaocTaBneHns ycnyru.
example, Service Hours Hanpumep, Bpemsa
may be 24 hours a day, but | npegoctasneHns ycnyru MoxeTt
the Support Hours may be ObITb 24 yaca B fieHb, a Bpewms
07:00 to 19:00. nogaepXku npm atom - ¢ 07:00 go
19:00.
Supporting Bcnomoratens | (Service Strategy) A (CtpaTerna ycnyr) Ycnyra,
Service Hasi ycnyra Service that enables or obecneuynBaroLlas unm
enhances a Core Service. pononHsitowas paboty basoson
For example a Directory ycnyrn. Hanpumep, Cnyx6a
Service or a Backup kaTanoros unu Ycnyra PesepBHoro
Service. KonmpoBaHus1.
See Service Package. CwmoTpu Takke MakeT ycnyru.
SWOT SWOT aHanus | (Continual Service (MocTosiHHOE yrnyuleHune ycnyr)
Analysis Improvement) A technique | TexHuka, koTOpas paccMaTpvBaeT

that reviews and analyses
the internal strengths and
weaknesses of an
Organisation and the
external opportunities and
threats which it faces
SWOT stands for Strengths,
Weaknesses, Opportunities
and Threats.

N aHanu3mpyeT BHYTPEHHUE
NnpeumyLLiecTBa 1 HEAOCTaTKM
OpraHusaumm, 1 BHELLHNE
BO3MOXHOCTU 1 Yrpo3bl. SWOT -
aTo MNpeunmyectsa (Strengths),
Hepoctatku (Weaknesses),
BoamoxHocTu (Opportunities) and
Yrposbl (Yrpoasbl).
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System Cuctema A number of related things Habop cBA3aHHbIX 311EMEHTOB,
that work together to paboTaroLmux COBMECTHO A1
achieve an overall OocTkeHus obwen Lienu.
Objective. For example: Hanpumep:

e A computer . KomnbloTepHas Cucrtema,
System including hardware, | Bknovatowiaa annapaTHoe
software and Applications. obecneyeHune, nporpammHoe

obecneyeHue u MNpunoxeHus.

¢ A management e  Cucrema ynpaBneHus,
System, including multiple COCTOSILLIasa N3 MHOXeCTBa
Processes that are planned | MNpoueccos, koTopble
and managed together. For | nnaHupyloTcs 1 ynpaensoTca
example a Quality coBmecTHo. Npumep, Cuctema
Management System. ynpaBneHns Ka4ecTBOM.

e ADatabase e  Cuctema YnpasneHus
Management System or Bbasamu [JaHHbIX nnu
Operating System that OnepauuoHHas Cucrema,
includes many software BKIOYaOLLAA MHOXECTBO
modules that are designed nporpaMMHbIX MOAynewn, KoTopble
to perform a set of related pa3paboTaHbl ANS BbINOMHEHUSA
Functions. Habopa cBa3aHHbIX PyHKLMNA.

System YnpaBnexuve The part of IT Service YacTtb Ynpasnenus UT-ycnyramu,

Management cuctemamm Management that focuses KoTopas pokycmpyeTcs ckopee Ha
on the management of IT ynpasneHun UT-

Infrastructure rather than WMHppacTpyKTypon, 4emM Ha
Process. Mpouecce.
Tactical TakTuyeckun The middle of three levels CpefHuii 13 Tpex ypoBHen

of Planning and delivery
(Strategic, Tactical,
Operational). Tactical
Activities include the
medium term Plans
required to achieve specific
Obijectives, typically over a
period of weeks to months.

lNMnaHnpoBaHusA 1 NpegoCTaBeHNs
(CtpaTternyeckmi, TakTudeckmn,
OnepauuoHHbIn). TakTnyeckme
JesTenbHOCTM BKIHOYaIOT B cebst
cpegHecpoyHoe [MnaHvpoBaHue,
Heobxoaumoe Ans AOCTKEHUS
KOHKpeTHbIX Lienen, obbl4HO B
TeYeHUn nepuoga BpeMeHn oT
Heaenu 0o mecsua.
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Tag Tar (kon) (Service Strategy) A short | (CtpaTterus ycnyr) KopoTtkui kog,
code used to identify a ncnonb3yemblin Ans
Category. For example naeHtTudmukaummn Katreropumu.
tags EC1, EC2, EC3 etc. Hanpumep, Tarm EC1, EC2, EC3 n
might be used to identify T.M. MOTyT 6bITb NCMNOMBL30BaHbI
different Customer Ana naeHTndukaumm pasnuyHbIX
outcomes when analysing 3aka34vKoB BO BpeMs aHanusa u
and comparing Strategies. cpaBHeHus Ctpaternin. TepmuH
The term Tag is also used Tar Takke ncnonb3yeTcs B
to refer to the Activity of OTHOLIEeHUN [leaTenbLHOCTH Mo
assigning Tags to things. NPUCBOEHUIO TArOB UX UCTOYHMKAM.

Technical YnpaeneHue (Service Operation) The (Okcnnyartauus ycnyr) OyHKumS,

Management TEXHUYECKOMN Function responsible for OTBETCTBEHHasi 3a NpeAcTaBneHne

noaaepxKom providing technical skills in TEXHUYECKNX HAaBbIKOB B

support of IT Services and noggepxke UT-ycnyr n
management of the IT ynpasnenun NT-
Infrastructure. Technical WHPpacTpykTypon. YnpasneHve
Management defines the TEXHUYECKOW NOAAEPKKON
Roles of Support Groups, onpegenset Ponu Npynn
as well as the tools, noagepxkn, a Takke Tpebyemble
Processes and Procedures | nHcTpymeHThl, NMpouecchl 1
required. Mpoueaypeobi.

Technical TexHu4yeckoe (Continual Service (MocTosiHHOE yny4lieHue ycnyr)

Observation HabniogeHve Improvement) A technique | Metoauka, ncnonesyemas B

(TO) (TO) used in Service YnyuJweHum Ycnyr, nccnegoBaHum
Improvement, Problem Mpobnem n YnpaBneHun
investigation and Availability | goctynHocTbto. MNepcoHan
Management. Technical YnpaBneHus TEXHNYECKOWN
support staff meet to nogaepXkomn ocyLectesnsaeT
monitor the behaviour and MOHUTOPVHT NOBEAEHUSA U
Performance of an IT MpoussogutensHocTn NT-ycnyru,
Service and make no ntoram 4ero paspabartbiBaeT
recommendations for pekomeHaauun no ynydwexuio NT-
improvement. ycnyru.

Technical UHdppacTpykty | Synonym for Infrastructure CuHoHUM NHpacTpykTypHas

Service pHas ycnyra Service. ycnyra.

Technical YnpaBneHuve Synonym for Technical CuHOHMM YnpaBneHne

Support TEXHUYECKOMN Management. TEXHUYECKON NOOAEPKKON.

noaaepKKom
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Tension ConpsikeHHble | (Continual Service (MocTosiHHOE ynyuleHune ycnyr)
Metrics MEeTPUKK Improvement) A set of Habop cBsa3aHHbIX MeTpuk, ons
related Metrics, in which KOTOpPbIX yry4lleHne oHON
improvements to one Metric | MeTpukn nmeeT oTpuuaTenbHbIn
have a negative effect on adpbekT Ana Apyrow.
another. Tension Metrics ConpsikeHHbIe METPUKM
are designed to ensure that | paspaboTtaHbl ons obecneyeHus
an appropriate balance is COXpaHeHus1 3agaHHoro 6anaHca.
achieved.
Terms of TexHun4yeckoe (Service Design) A (MpoekTupoBaHue ycnyr)
Reference 3afaHue Document specifying the [oKymeHT, KoTopbIn onpeaensieT
(TOR) (TOR) Requirements, Scope, TpeboBaHnus, Oxsart, PesynbTartsl,
Deliverables, Resources Pecypcbl 1 nnaH-rpadmk ons
and schedule for a Project [MpoekTa nnun JeatensHocTy.
or Activity.
Test TectnposaHue | (Service Transition) An (Mpeo6pasoBaHue ycnyr)
Activity that verifies that a [eaTtenbHOCTb, KOTOPasi
Configuration Item, IT Bepudmumpyert, uto
Service, Process, etc. KoHdurypaumoHHasa eagunHumua, UT-
meets its Specification or ycnyra, MNpouecc, u 1.0.,
agreed Requirements. cooTtBeTcTBYeT Cneundukaumm
UM COrnacoBaHHbIM
TpeboBaHusM.
See Service Validation and | CmoTtpu Takke NogTBepxaeHme 1
Testing, Acceptance. TecTtupoBaHue ycnyr, lNMpuewmka.
Test Cpepa (Service Transition) A (MpeobpasoBaHue ycnyr)
Environment TectupoBaHusa | controlled Environment KoHTponupyemasa Cpega,
used to Test Configuration ncnonb3yemas ansa TectupoBaHus
Iltems, Builds, IT Services, KoHumrypaumoHHbIX eanHuL,
Processes etc. C6opok, UT-ycnyr, MNpoLeccos n
T.M.
Third Party TpeTbs A person, group, or CoTpyaHuk, rpynna unu busHec, He
CTOpOHa Business who is not part of | yuyacteytowmn B CornatwueHune o6

the Service Level
Agreement for an IT
Service, but is required to
ensure successful delivery
of that IT Service. For
example a software
Supplier, a hardware
maintenance company, or a
facilities department.
Requirements for Third
Parties are typically
specified in Underpinning
Contracts or Operational
Level Agreements.

ypoBHe ycnyr ansa UT-ycnyru, HO
HeobXxoauMBbIV AN YCNELIHOro
npegoctaenexus aton NT-ycnyru.
Hanpumep, MNMoctaBwmk
nporpaMmMHoro obecne4yeHus,
KoOMnNaHus Mo o6CnyXnBaHuto
annapaTtHoro obecrnedeHns unu
XO3AWCTBEHHbIV AenapTameHT.
TpeboBaHus onsa TpeTbnx CTOPOH
06bIYHO YKa3biBaloTCs B BHelHem
aorosope nnu B CornaiueHum
OnepaunoHHOro YPOBHS.
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Third-line TpeTbs nuHna | (Service Operation) The (Okcnnyartauusa ycnyr) TpeTtui

Support noaaepXkn third level in a hierarchy of YypOBeHb B nepapxuu pynn
Support Groups involved in | nogaepXk1, BOBIEYEHHbIX B
the resolution of Incidents paspeLueHne NHUnaeHToB U
and investigation of uccriegoBanue NMpobnem. Kaxabin
Problems. Each level YPOBEHb COAEPXKUT bonee
contains more specialist KOMMETEHTHbIX CNEeLnanncTos,
skills, or has more time or nnbo nmeet GornbLUE BPEMEHN UK
other Resources. MHbIX Pecypcos.

Threat Yrposa Anything that might exploit Yto-nnbo, nmetoiee BO3IMOXKHOCTb
a Vulnerability. Any ncnonb3oBaTtb Ys3BUMOCTb. Jllobas
potential cause of an BO3MOXHas npudnHa MHumgeHTa
Incident can be considered | MoXeT ObITb paccMOTpPeEHa Kak
to be a Threat. For example | Yrposa. Hanpumep, oroHb - 310
a fire is a Threat that could Yrposa, koTopas MOXeT
exploit the Vulnerability of ncnonb3oBaTtb YS3BUMOCTb
flammable floor coverings. HEeYyCTONYMBOIO K OTHIO MOKPbITUSA.
This term is commonly used | 3TOT TepMKH, Kak NpaBuIo,
in Information Security ncnonb3yeTcs B YnpasneHum
Management and IT MHopMaLMOHHOM 6e30NacHOCTbI0
Service Continuity 1 YnpasneHu1 HenpepbIBHOCTbIO
Management, but also WUT-ycnyr, Ho Takke NPUMEHUM K
applies to other areas such | opyrum obnactam, Takum Kak
as Problem and Availability | Ynpasnenune npobnemamu n
Management. [ocTynHocTbt0.

Threshold Moporoeoe The value of a Metric which | 3HauyeHne MeTpuku, KoTOpoe

3HayeHune should cause an Alert to be | cnyxut npnynMHON co3gaHus
generated, or management | lNMpegynpexaeHve unm
action to be taken. For BbIMOMHEHNS YNPaBnsAoLWnX
example "Priority1 Incident | gencrteuin. Hanpumep, "iHunaeHT
not solved within 4 hours", ¢ Npuoputetom 1 He peLleH B
"more than 5 soft disk TeyeHun 4 yacos", "6onee, yem 5
errors in an hour", or "more | owwnbok anckosoro MO B yac", nnu
than 10 failed changesina | "6onbwe 10 HeycneLwHbIX
month". M3MeHeHun B mecsL".
Throughput MponyckHas (Service Design) A (MpoekTnpoBaHue ycnyr) Mepa
CnocobHOCTb measure of the number of KonuyecTtsa TpaH3akuun, nnm
Transactions, or other apyrux Onepauuii, BbINOAHAEMbIX
Operations, performed ina | 3a pMKCMPOBaAHHbLIV MPOMEXYTOK
fixed time. For example BpemeHun. Hanpumep, 5000
5000 emails sent per hour, | coobLyeHWIA SNEeKTPOHHON MOYTbI B
or 200 disk 1/Os per second. | 4ac, nnn 200 guckoBbIx onepauui
BBOAA\BbIBOJA B CEKYHAY.
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Total Cost of CoBokynHas (Service Strategy) A (CtpaTerunsa ycnyr) Metogonorus,
Ownership CTOMMOCTb methodology used to help ucnonb3yemas ans o60CHOBaHUM
(TCO) BrageHus make investment decisions. | pewennin no nHeectuumam. TCO
(TCO) TCO assesses the full oLeHuBaeT nonHele 3aTpaTthbl Ha
Lifecycle Cost of owning a BnageHve KoHourypaumoHHon
Configuration Item, not just | eguHMLEl Ha NPOTSKEHUN BCETO
the initial Cost or purchase | ee >Ku3aHeHHOro umkna, He TONbKO
price. nepBoHayanbHble 3aTpaThl UK
CTOMMOCTb 3aKyrKK.
See Total Cost of CwmoTpu Tarke COBOKynHas
Utilization. CTOMMOCTb NCMONb30BaHMS.
Total Cost of CoBokynHas (Service Strategy) A (CtpaTerna ycnyr) Metogonorus,
Utilization CTOMMOCTb methodology used to help ncnonb3yemas ansa o60cHOBaHWSA
(TCU) ucnonb3oBaHM | make investment and WHBECTULMIA N NPUHATUS pELLEHUN
a (TCU) Service Sourcing decisions. | B pamkax CTtpaTteruun no Bbibopy
TCU assesses the full nocraswmkoB ycnyr. TCU
Lifecycle Cost to the OLleHUBAET NosHble 3aTpaTtbl ANs
Customer of using an IT 3akasuumka Ha ucnonb3oBaHue T-
Service. YCINyry Ha NPOTSDKEHUM BCErO ee
XKusHeHHoro uukna.
See Total Cost of CwmoTpwm Take CoBoKynHas
Ownership. CTOMMOCTb BrageHus.
Total Quality KomnnekcHoe | (Continual Service (MocTosiHHOE ynyuleHune ycnyr)
Management ynpasneHue Improvement) A MeTogonormns ynpasneHuns
(TQM) KayeCcTBOM methodology for managing | HenpepbIBHLIM yryyLLEeHUAMN,
(TQM) continual Improvement by ncnonb3yst Cuctemy ynpasneHus
using a Quality kayectBoMm. TQM ycTtaHaBnuBaeT
Management System. TQM | KynbTypy BoBreYeHus Bcex nogen
establishes a Culture B OpraHusauum k Mpoueccy
involving all people in the HenpepbIBHOrO MOHUTOPUHIA U
Organisation in a Process yIyyLeHun.
of continual monitoring and
improvement.
Transaction TpaHsakuus A discrete Function OuckpeTHasa OyHKums,

performed by an IT Service.
For example transferring
money from one bank
account to another. A single
Transaction may involve
numerous additions,
deletions and modifications
of data. Either all of these
complete successfully or
none of them is carried out.

BbinonHaemasn NT-ycnyron.
Hanpuwmep, nepesog aeHer ¢
ogHoro 6aHKOBCKOro cyeTa Ha
apyron. OgHa TpaH3akuns MoXeT
cogepxaTb MHOrOYUCIIEHHbIE
nobasneHus, yganeHus v
N3MEHEeHWs AaHHbIX. NPY 3TOM BCe
OHM JOMKHbI BbITb 3aBEpLUEHbI
yCMeLHo, B NPOTUBHOM CIy4ae Hu
ofHa U3 HMUX He JOoMKHa ObITb
BbIMOMHEHa (T.e. BCS TPaH3aKuus
OyaeTt oTMeHeHa).
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Transition MpeobpasoBsa | (Service Transition) A (MpeobpasoBaHue ycnyr)

Hue change in state, M3mMeHeHne B COCTOSHUM,
corresponding to a COOTBETCTBYIOLLEE NEPEMELLEHMIO
movement of an IT Service | UT-ycnyrn nnu
or other Configuration ltem KoHurypaumoHHom eanHuLbl n3
from one Lifecycle status to | ogHon ctagumn >KnsHeHHoro Lmkna
the next. K cnegytoLien ctagun.

Transition MnanunpoBaHu | (Service Transition) The (MpeobpasoBaHue ycnyr)
Planning and eun Process responsible for Mpouecc, 0OTBETCTBEHHLIN 3a
Support nogaepxka Planning all Service [MnanupoBaHune Bcex Mpoueccos

npeobpasosaH | Transition Processes and MpeobpasoBaHusa ycnyr u

na ycnyr co-ordinating the resources | koopanHauuio TpebyembIxX UM
that they require. These pecypcos. lNpovuecchl
Service Transition MpeobpasoBaHus ycrnyr - 370
Processes are Change YnpasneHve nsMeHeHnsmu,
Management, Service Asset | YnpaBneHune aktmsamu n
and Configuration KOHUrypaumnsamu, YnpasneHve
Management, Release and | penvusamu n passepTbiBaHNEM,
Deployment Management, MNoaTBepxaeHne 1 TecTupoBaHme
Service Validation and ycnyr, OueHka 1 YnpasneHue
Testing, Evaluation, and 3HaAHUSAMMW.

Knowledge Management.
Trend Analysis | AHanus (Continual Service (MocTosiHHOE yny4ylieHue ycnyr)

TeHOEHUMN Improvement) Analysis of AHanu3 gaHHbIX C LErnbo

data to identify time related
patterns. Trend Analysis is
used in Problem
Management to identify
common Failures or fragile
Configuration Items, and in
Capacity Management as a
Modelling tool to predict
future behaviour. It is also
used as a management tool
for identifying deficiencies in
IT Service Management
Processes.

0BHapYyXeHNs1 CUCTEMHbIX
M3MeHeHUI BO BpeMeHn. AHanms
TeHOeHLUMI ncnonb3yeTcs B
YnpasneHuun npobnemamu ons
obHapyxeHust obLmx Cooes,
"y3Kknx mect" cpegm
KoHurypaumoHHbIx eanHuL, a
Takke B YnpasneHue
MOLLIHOCTSIMM, KaK MHCTPYMEHT
MogenvnpoBanusa gng
NPOrHO3npOBaHWA NOBEAEHNS B
6yaywem. Kpome aToro,
NCMnonb3yeTcs Kak CpeacTBo
ynpaBreHnst ons obHapyXeHus
nedexToB B [povueccax
YnpasneHuun UT-ycnyramu.
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Tuning HacTtporka The Activity responsible for | [leaTenbsHOCTb, OTBETCTBEHHAA 3a
Planning Changes to make | MNnaHupoBaHue ameHeHui ans
the most efficient use of oonee addeKTUBHOIO
Resources. Tuning is part of | ncnons3osaHusa Pecypchbl.
Performance Management, | HacTtpolika - aTo YacTb
which also includes YnpasneHusi
Performance Monitoring NPOU3BOANTENBHOCTLIO, KOTOPast
and implementation of the Bknto4aetT MOHUTOPUHT
required Changes. MponssoanTensHOCTU K

BHeApeHMe HeobxoanmbIxX
M3meHeHun.
Type | Service | Tun | (Service Strategy) An (CrpaTterus ycnyr) BHyTpeHHWI
Provider NoCTaBLLUKOB Internal Service Provider NOCTaBLUMK YCIyr, BXOOSALLMI B
ycnyr that is embedded within a coctaB busHec-eguHuubl. MoxeT
Business Unit. There may ObITb Heckonbko Tun |
be several Type | Service NOCTaBLUMKOB YCyr BHYTPW O4HON
Providers within an OpraHusaumm.
Organisation.

Type |l Tun i (Service Strategy) An (CtpaTterus ycnyr) BHyTpeHHWI

Service NoCTaBLLUKOB Internal Service Provider NOCTaBLUMK YCNyT,

Provider ycnyr that provides shared IT npegoctasnsawowmii oowmne NT-
Services to more than one ycnyru 6onee 4em ogHou buaHec-
Business Unit. eavHuLe.

Type llI Tun 1l (Service Strategy) A (Ctpaternsa ycnyr) lNocTtaBLiuk

Service noctaswukoB | Service Provider that ycnyr, npegocrasnstowmn UT-

Provider yenyr provides IT Services to ycnyrn anst BrewHnx 3aka3unkos.
External Customers.

Underpinning | BHewwHui (Service Design) A (NMpoekTnpoBaHue ycnyr)

Contract (UC) | porosop (UC) | Contract between an IT Horosop mexay MNocTtaswmkom AT-

Service Provider and a
Third Party. The Third Party
provides goods or Services
that support delivery of an
IT Service to a Customer.
The Underpinning Contract
defines targets and
responsibilities that are
required to meet agreed
Service Level Targets in an
SLA.

ycnyr n TpeTben CTOpoHONW. TpeTbs
CTOpOHa NpefocTaBnsaeT ToBapbl
unu Ycnyrun, nogaepxveatoine
npepocrtaesneHne UT-ycnyr onga
3akas4umka. BHelwwHWI gorosop
onpegenseT npegMeT U1 30HbI
OTBETCTBEHHOCTU, HeobxoanMble
Ons JOCTUXKEHUST COrnacoBaHHbIX
LleneBbix nokasaTenen ypoBHs
ycnyrm B SLA.
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Unit Cost EaovHuua (Service Strategy) The (CtpaTernsa ycnyr) 3atpaTbl
3aTpart Cost to the IT Service MocTaswwmka NT-ycnyr Ha
Provider of providing a npegocTaBneHne eauHU4YHOro
single Component of an IT (oTaensHoro) KomnoHeHTa UT-
Service. For example the ycnyru. Hanpumep, 3aTtpathbl Ha
Cost of a single desktop OofHy pabouyto CTaHUMIO UK Ha
PC, or of a single oaHy TpaH3sakuuio.
Transaction.
Urgency Cpo4HocTb (Service Transition) (MpeobpaszoBaHue ycnyr)
(Service Design) A (MpoekTnpoBaHue ycnyr) Mepa
measure of how long it will TOro, HacKomnbKo BbICTPO C
be until an Incident, MOMEHTa CBOEro NosiBreHNs
Problem or Change has a WHumaeHT, Mpobnema nnm
significant Impact on the M3ameHeHue npuobpeTeT
Business. For example a cyuwiecTBeHHoe BrninsHue Ha
high Impact Incident may BusHec. Hanpumep, NHUMOeEHT ¢
have low Urgency, if the BbICOKMM YpOBHEM BrnnsHus moxet
Impact will not affect the UMeTb HM3KYt0 CpoYHOCTL 0 Tex
Business until the end of nop, noka ato BrnvsHue He
the financial year. Impact 3aTparueaeT busHec B nepuog
and Urgency are used to 3aKpbITUSA hMHaHCOBOro roaa.
assign Priority. BnusHue n CpoyHocTb
NCNOMb3YTCA ANA Ha3HaYeHNs
[MpuopuTeTa.
Usability YanobceTreo (Service Design) The ease | (MpoekTupoBaHue ycnyr)
ucnons3oBaHu | with which an Application, MpocToTa, ¢ KoTopoK
A product, or IT Service can MpunoxeHue, npogykt nnu UT-
be used. Usability ycryra MOXeT ObITb
Requirements are often ucnonb3oBaHa. TpeboBaHus K
included in a Statement of Yao6cTBY MCMOMb30BaHNS 4acTo
Requirements. BkrtovatoTcst B Habop TpeboBaHwmii.
Use Case CueHapun (Service Design) A (MpoekTupoBaHue ycnyr)
ucnonb3oBaHun | technique used to define TexHuka, ncnonsdyemas ons
A required functionality and onpegenexHnst Tpebyemon

Objectives, and to Design
Tests. Use Cases define
realistic scenarios that
describe interactions
between Users and an IT
Service or other System.

dyHKUMOHanbHoCTU 1 Llenen, a
Takke ans lNpoekTnpoBaHus
TectoB. CueHapmm UCNONb30BaHNS
onpeaensitoT peanncTudHble
cueHapuu, onucbiBatoLLme
B3aUMOZENCTBUSA MeXIY
Monb3oBatensamu n NT-ycnyramm
unu gpyrumm Cuctemamu.

See Change Case.

CwmoTtpu Takke CueHapuii
N3MEHEHWS.
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User Monb3oBaTens | A person who uses the IT CoTpygHuK, KOTOPbIN NCNONb3yeT
Service on a day-to-day WT-ycnyry Ha exxeHeBHOW OCHOBE.
basis. Users are distinct [Monb3oBaTtenu oTgeneHsbl oT
from Customers, as some 3aKka34ymKoB, TaK kak HEKOTOpbIE
Customers do not use the 3akasunku He ncnonb3ytoT UT-

IT Service directly. YCIyry Hanpsimyto.
User Profile Mpodunb (Service Strategy) A (Ctparterus ycnyr) LLlabnoH
(UP) nonb3osBartens | pattern of User demand for | notpebnenuns UT-ycnyrm
(UP) IT Services. Each User Monb3oBaTtenem. Kaxabiv
Profile includes one or more | Npodunnb Nnonb3oBaTtens BKAOYaeT
Patterns of Business B cebs oamH unu 6onee Mpodunen
Activity. Ou3Hec-AeATenbHOCTH.
Utility MonesHocTb (Service Strategy) (Ctpaterns ycnyr)
Functionality offered by a ®PYHKUMOHAMNbLHOCTb,
Product or Service to meet | npegnaraemas NpogykTom unu
a particular need. Utility is Ycnyron ans yaoBneTBopeHus
often summarised as "what | cneuundumyecknx notpebHocTeNn.
it does". [Mones3HocTb YacTo pestommnpyeTcs
B OTBETE Ha Bonpoc "Yto
nenaet?".
See Service Utility. CwmoTpu Takke NonesHocTb
ycnyru.
Validation MonTtBepxaeH | (Service Transition) An (MpeobpaszoBaHue ycnyr)
ne Activity that ensures a new | [ledatenbHOCTb, KOTOpas

or changed IT Service,
Process, Plan, or other
Deliverable meets the
needs of the Business.
Validation ensures that
Business Requirements are
met even though these may
have changed since the
original Design.

rapaHTUpyeT, YTO HOBbIA MUK
nameHeHHas UT-ycnyra, lNMpouecc,
MnaH nnn gpyron Pesynbtar
oTBevaeT Hyxaam busHeca.
MoaTBepxaeHne rapaHTMpyeT, YTo
TpeboBaHus busHeca
yOOBNETBOPEHDI, faXe eCrnu OHN
MOTTIN U3MEHUTBLCS MO OTHOLLEHWUIO
K MICXOQ4HOMY pesyrnbTaTy
MpoekTnpoBaHus.

See Verification,
Acceptance, Qualification,
Service Validation and
Testing.

CwmoTpu Takke Bepndukauus,
Mpuewmka, KBanudpukauus,
MopTBEpPXAEHME N TECTUPOBAHNE
yCnyr.
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Value Chain Llenoyka (Service Strategy) A (CtpaTerus ycnyr)
nobaBneHus sequence of Processes that | NocnegoBaTtensHocTb NMpoueccos,
LleHHOCTH creates a product or Service | kOTopas co3gaeT NPOAYKT Unm
that is of value to a Yenyry, UMerLWmx LeHHOCTb ANs
Customer. Each step of the | 3akasuuka. Kaxgbin war
sequence builds on the nocrnegoBaTenbHOCTN NOCTPOEH Ha
previous steps and npeablayLwmx 1 BHOCUT CBOW BKNag
contributes to the overall B pe3yribTUPYIOLLMIA MPOAYKT NN
product or Service. Yenyry.
See Value Network. CwmoTpu Tarke VIHTerpnpoBaHHasi
napTHepckasi ceTb.
Value for CooTtHoweHure | An informal measure of HedopmanbHas mepa
Money LeHa- Cost Effectiveness. Value OdhdhekTnBHOCTN 3aTpaT.
KayecTBO for Money is often based on | CooTHoLlEHME LieHa-Ka4ecTBO
a comparison with the Cost | 4acTo ocHOBbIBaeTcH Ha
of alternatives. CcpaBHeHuu 3aTtpaT Ha
anbTepHaTUBbI.
See Cost Benefit Analysis. CmoTpu Takke AHanus BbIroa u
3aTpar.
Value Network | UHTerpuposaH | (Service Strategy) A (CtpaTterus ycnyr) CnoxHoe
Has complex set of MHOXeCcTBO B3anmmooTHoLleHUn
napTHepckas Relationships between two | mexay AByms nnu 6onee
ceTb or more groups or rpynnamm unm opraHn3auusiMm.
organisations. Value is LleHHOCTb hopmmpyeTca vepes
generated through 0OMeH 3HaHuAMK, MHhopMaumen,
exchange of knowledge, ToBapamu unu Ycnyramu.
information, goods or
Services.
See Value Chain, CwmoTpu Takke Llenodka
Partnership. nobaBneHus LIEHHOCTH,
MapTHepcTBO.
Value on HobaeneHHas | (Continual Service (MocTosiHHOE yrnyuleHune ycnyr)
Investment LIEHHOCTb OT Improvement) A M3amepeHune oxungaemblx Bbirog ot
(val) WHBECTULIMI measurement of the nHsectuumn. VOI paccmaTpusaet
(VOlI) expected benefit of an Kak p1HaHCOBbIE, TaK U

investment. VOI considers
both financial and intangible
benefits.

HemaTepuarnbHble BbIrodbl.

See Return on Investment.

CwmoTpu Takke Bosspat
WHBECTULMI.
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Variable Cost | lNepemeHHble | (Service Strategy) A Cost | (CtpaTtermsa ycnyr) 3atpatsl,
3artparhl that depends on how much | koTopble 3aBUCAT OT obbema
the IT Service is used, how | notpebnexusa UT-ycnyru,
many products are KonmyecTtsa Npom3BeaeHHON
produced, the number and NpoAyKLUWU, KONM4YecTsa 1 TUNOB
type of Users, or something | Nonb3oBaTtenen, oT BCEro, 4TO
else that cannot be fixed in | Henb3a paccuntatb n
advance. 3ahmkcmpoBaTh 3apaHee.
See Variable Cost CwmoTpu Takke MogenvpoBaHue
Dynamics. nepemMeHHbIX 3aTpar.
Variable Cost | MogenupoBaH | (Service Strategy) A (Ctparterus ycnyr) TexHuka,
Dynamics ne technique used to ncnone3yemas onsg NOHUMaHn4,
nepemeHHbIX understand how overall Kakum o6pa3om nonHble 3aTpathl
3atpaTt Costs are impacted by the noABeprarTcAa BNUSHUIO
many complex variable MHOXECTBa KOMMJEKCHbIX
elements that contribute to N3MEHSIOLLNXCS SNEMEHTOB
the provision of IT Services. | (NepeMeHHbIX), BHOCALLMX KaXKa bl
CBOW BKnaj B npegocTaBneHne
UT-ycnyr.
Variance OTknoHeHve The difference between a Pasnuuve mexay nnaHupyembim
planned value and the 3Ha4YeHMeM 1 haKTUYeCKm
actual measured value. n3MepeHHbIM 3HavYeHneM. HYacto
Commonly used in ucnonb3yeTtcs B YnpasneHuu
Financial Management, domHaHcamu, YnpasneHuu
Capacity Management and | mowwHoCTAMM 1 YNpaBneHum
Service Level Management, | ypoBHeM ycnyr, HO MOXeT ObITb
but could apply in any area | npumeHeHo B ntobon obnactu, rae
where Plans are in place. cywecTBytoT lNnaHsl.
Verification Bepudumkaums | (Service Transition) An (MpeobpasoBaHue ycnyr)

Activity that ensures a new
or changed IT Service,
Process, Plan, or other
Deliverable is complete,
accurate, Reliable and
matches its Design
Specification.

[eaTtenbHOCTb, KOTOpPasi
rapaHTMpyeT, YTO HOBas MInu
nameHeHHasa UT-ycnyra, Mpouecc,
[Mnan wnu gpyron PesynbTar -
NOMHbIA, TOYHBIN, HaaeXxHbIn n
COOTBETCTBYET CBOEN
Cneundukaumm NpoekTnpoBaHus.

See Validation, Acceptance,
Service Validation and
Testing.

CmoTpu Takxke MNoaTeepxaeHue,
Mpuemka, MNogTeepxaeHne n
TECTMpOBaHMe YCnyr.
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Verification Bepudmkaums | (Service Transition) The (MpeobpasoBaHue ycnyr) Buabl

and Audit n ayaut Activities responsible for AesTenbHOCTH, oTBevaroLwue 3a
ensuring that information in | ygoctoBepeHue To4HOCTH
the CMDB is accurate and uHcpopmaumm 8 CMDB, 1 nonHoTbI
that all Configuration ltems pes3ynbLTaTtoB MaeHTUdUKaLmm n
have been identified and BHECeHue 3anvcemn o
recorded in the CMDB. KoHurypaumoHHbIX eanHmLax B
Verification includes routine | CMDB. BepudukaLms BKIoYaeT B
checks that are part of other | cebsa pernameHTMpoBaHHbIE
Processes. For example, NPOBEPKU, ABIAIOLWMNECH YaCTbIO
verifying the serial number | apyrux Mpoueccos. Hanpumep,
of a desktop PC when a cBepKa CepuinHoro Homepa
User logs an Incident. Audit | pabouyen ctaHumm, Koraa
is a periodic, formal check. MNonb3oBaTtens coobliaet 06

MHunpeHTe. AyguT - aTo
nepuognyeckas, oopmarbHas
npoBepka.

Version Bepcus (Service Transition) A (MpeobpasoBaHue ycnyr) Bepcus
Version is used to identify a | ucnonesyetca ans
specific Baseline of a noeHTndmrkaumm basosoro
Configuration Item. coctosiHusa KoHdourypaunoHHom
Versions typically use a eauHuLbl. Bepcum 06bI4HO
naming convention that NCNONb3YOT cornalleHme o
enables the sequence or MMeHOBaHUK, KoTopas AaeT
date of each Baseline to be | BO3MOXHOCTb OnpeaennTb
identified. For example nocrniegoBaTenbHOCTb UNn aaTy
Payroll Application Version Kaxkgoro basoBoro coCcTosAHUS.

3 contains updated Hanpumep, MNMpunoxeHune pacyeta

functionality from Version 2. | 3apnnatel Bepcuun 3 cogepxut
OBHOBMNEHHYIO (PYHKLMOHANBHOCTb
n3 Bepcum 2.

Vision Bugenune A description of what the Onucanue Toro, 4em OpraHmsauus
Organisation intends to cobupaeTcd cTaTtb B OyayLiem.
become in the future. A BuoeHwe co3gaeTcs BbiCLUMM
Vision is created by senior MEHEePKMEHTOM N UCMONb3YyeTCH,
management and is used to | kKaKk MUHCTPYMEHT BRMSHUS Ha
help influence Culture and KynbTypy 1 Ctparternyeckoe
Strategic Planning. MnaHnpoBaHue.

Vital Business | KputuyHas (Service Design) A (MpoekTupoBaHue ycnyr)

Function Oun3Hec- Function of a Business dyHkumna B busHec-npouecce,

(VBF) PYHKLUUSA Process which is critical to KpuTu4YHaa ans ycnexa busHeca.

(VBF) the success of the KpuTtnyHble 6msHec-pyHKLMM

Business. Vital Business
Functions are an important
consideration of Business
Continuity Management, IT
Service Continuity
Management and
Availability Management.

SABNSAOTCHA BaXXHbIM NPeAMeTOM
paccMoTpeHus B YNpaBreHun
HenpepbIBHOCTLIO BU3Heca,
YnpasneHuu HenpepbiBHOCTbIO UT-
ycnyr n YnpasneHuu
OOCTYNHOCTLIO.
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Vulnerability YA3BMMOCTb A weakness that could be Cnaboe mecTo, KOTOPOE MOXET
exploited by a Threat. For ObITb NCMONB30BaAHO YTPO30iA.
example an open firewall Hanpumep, oTKpbITbIN NOPT
port, a password that is danpeona, HEM3MEHSIEMbIN 0Nroe
never changed, or a Bpems naponb 1nu
flammable carpet. A nerkoBocnamMmeHsioLeecst
missing Control is also nokpelTne. OTcyTcTBME KoHTpons
considered to be a Takke paccMmaTpmBaeTca Kak
Vulnerability. YA3BMMOCTb.

Warm Standby | Tennoe Synonym for Intermediate CuHOHMM NpomeXxXyTo4HOro

pesepsupoBaH | Recovery. BOCCTaHOBIEHNS.
ve

Warranty MapaHTuA (Service Strategy) A (Ctpaterus ycnyr) ObewaHne
promise or guarantee that a | nnu nopy4nTensCcTBO 3a TO, YTO
product or Service will meet | npoaykt unu Ycnyra 6yget
its agreed Requirements. oTBeYaTb COrnacoBaHHbIM

TpeboBaHusaM.
See Service Validation and | CmoTtpu Takke NogTeepxaeHue un
Testing, Service Warranty. TecTupoBaHue ycnyr, FapaHTus
YCNyru.

Work in B pabote A Status that means CraTtyc, 03Ha4arLWmm, 4To

Progress (WIP) Activities have started but [edatenbHOCTb yXe Havanacbk, HO

(WIP) are not yet complete. Itis ellle He 3aKoH4YeHa. YacTo
commonly used as a Status | ucnonbsyembii Ctatyc ons
for Incidents, Problems, MHumaeHTos, MNpobnem,
Changes etc. MiameHeHun n 1.n.

Work Pabouas A Document containing [okymeHT, cogepxaLimmn

Instruction MHCTPYKUMA detailed instructions that JeTarnbHble UHCTPYKLMU, TOYHO

specify exactly what steps
to follow to carry out an
Activity. A Work Instruction
contains much more detail
than a Procedure and is
only created if very detailed
instructions are needed.

onpegensioLme waru no
BbINOMHEHNO [1esiTenbHOCTY.
Paboyas MHCTpYKUMSI COAEPXUT
ropasgo 6onblue geTtanen, 4em
Mpouenypa, n 0bbI4YHO co3paeTcs
TONbKO TOraa, Korga Heobxoamma
OY€eHb feTanbHas NHCTPYKLKMS.
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Workaround O6xogHon (Service Operation) (3kcnnyartauusa ycnyr)
nyTb Reducing or eliminating the | YMeHbLlueHWe unu yctpaHeHue
Impact of an Incident or Bnuanus MHungeHTa vnn
Problem for which a full Mpobnemsl, 4ns KOTOPbIX B
Resolution is not yet TeKyLLMN MOMEHT HeAOCTYMNHO
available. For example by nosnHoe PaspelueHune. Hanpumep,
restarting a failed nepesanyck oTkasasLUuen
Configuration Item. KoHurypaumoHHom eanHmLbl.
Workarounds for Problems | O6xogHble nytn ana Mpobnem
are documented in Known OOKyMeHTUpYtoTCs B 3anucsx o6
Error Records. M3BECTHbIX olunbkax. ObxoaHble
Workarounds for Incidents nyTv ana NHUMOEeHToB, KOTopble He
that do not have associated | npusi3daHbl kK 3anucsam o
Problem Records are npobnemax, JOKYMEHTUPYIOTCS B
documented in the Incident | 3anucsax 06 MHUMAEHTaX.
Record.
Workload Pabouas The Resources required to | Pecypchbl, HeobxoanmMble ons
Harpyska deliver an identifiable part of | npegocTaBneHusa onpegeneHHom

an IT Service. Workloads
may be Categorised by
Users, groups of Users, or
Functions within the IT
Service. This is used to
assist in analysing and
managing the Capacity,
Performance and Utilisation
of Configuration Items and
IT Services. The term
Workload is sometimes
used as a synonym for
Throughput.

yactn UT-ycnyrn. Pabouve
Harpysku MoryT ObITb
KaTeropmsupoBaHbl No
[Monb3oBaTensam, rpynnam
Monb3oBatenen nnu OyHkUMsSM B
pamkax otaensHon NT-ycnyru.
WcnonbayeTca ans obneryeHuns
aHanusa u ynpasneHus
MoLHocThIO,
[Mpon3BoaANTENBLHOCTLIO U
3arpy3skon KoHdurypaumnoHHbix
eanHny n UT-yenyr. TepmuH
Pabouas Harpyska nHoraga
NCMNOMb3yeTCcs Kak CUHOHUM
[MponyckHon cnocobHOCTM.




