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OMNICOM, s.r.o.

—Konzultacie a Skolenia v oblasti riadenia a spravy IT
sluzieb

—ITIL best practice
—ISO/IEC 20000
—Autorizované skoliace stredisko EXIN

* Pavol Holbik

—Senior consultant

—14 rokov praxe v ITSM

—|ISEB Service Manager Certified
—ISO/IEC 20000 Certified consultant
—Akreditovany skolitel
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Agenda

*PreCo implementovat kataldég sluzieb
°[TIL V3

*Ciele kataldgu sluzieb

*Kde teda zacat
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Paul Nylander, bugman123.com
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IT SevwwicdMeaapgemient

*V2 *V3 .
~ Financial Management — Strategy generation Service
- Service Portfolio Management Strategy
- Demand Management
- Capacity Management - Service Catalogue Management Seryice
~ Availability Management —~ Security Management Design
— Continuity management — Supplier Management
— Service Level Management
— Transition planning & support
— Configuration Management — Service Asset Management Service
- Change Management — Service Validation/Testing Transition
~ Release & Deployment Management
Management — Knowledge management ,
- Request Fulfilment Service .
- Incident Management - Access Management Operat|0na|
— Problem management - Event Management
— Operational Management Continual
— 7 Steps Improvement Process Service

Odborna konferencia itSMF Slovensko Riadenie IT sluzieb na Slovensku, 6. februar 2008, Radisson SAS Ca}mp)lB@lVeme
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Zivotny cyklus sluzby podla ITIL V3
*Service Strategy

Navrhnut a naplanovat sluzby
ktore su prinosne a naplnaju
oCakavania.

*Service Design

Vysoka kvalita, nakladovo
efektivne, konzistentné sluzby

*Service Transition

Prechod novych alebo upravenych
sluzieb do prevadzky

*Service Operation

Dosiahnut efektivnost a Uucinnost
pri dodavke sluzieb

Service
Transition

Service Strategy

: Service
SDZSF;; Operation

Continual

* Continual Service Improvement skl
Pokralovat vo vytvarania Figure copyright OGC
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Portfolio sluzieb a Katalog sluzieb

*Portfdlio sluzieb a katalég /—\
sluzieb sa prelinaju Portfélio

*Musia byt schopné sa W
dynamicky menit

*Viac typov kataldégu
—Biznis sluzby

—Technické sluzby Biznis [Spracovanie
katalég [poziadaviek

—Pristupové prava

~Spracovanie poziadaviek Technicky Ine
katalog Sluzby...

—-Sluzby dodavatelov

e e
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Manazment portfdlia sluzieb

Service Portfolio Management

*Ciele

—Popisuje sluzby ktoré su (alebo budu) dodavané
poskytovatelom IT sluzieb

—Poskytuje prostriedky na porovnavanie konkurencie
schopnosti sluzby s inymi poskytovatel'mi

—Poskytuje podklady na rozhodovanie a odpoveo
nasledovne otazky: sluzieb

* PreCo by si mal zakaznik sluzbu kupit?
* Preco by si sluzbu mali kupit od nas?
/je cenovs p
) Aky Je Cenovy model? kataldg poziadaviek|
* Aké su nase vyhody, nevyhody, priority a rizika?
* Ako mame vyclenit nase zdroje a schopnosti?

Odborna konferencia itSMF Slovensko Riadenie IT sluzieb na Slovensku, 6. februar 2008, Radisson SAS Carlton Hotel,
Bratislava
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Manazment kataldgu sluzieb

Service Catalogue Management

*Ciele
—Zaistit vytvorenie kataldégu sluzieb
—Udrziavat informacie v katalégu sluzieb
—Zaistit spravnost informacii v katalégu sluzieb

—Zaistit aby kataldg sluzieb odrazal aktualne .
podrobnosti, sicasny status, rozhrania a zavislos*

vsetkych pouzivanych sluzieb \Zﬂg"/
* Aktivity
—Definovat prislusné smernice
—Podrobne opisat sluzby v katalégu sluzieb
—Definovat hierarchiu sluzieb

—Biznis katalog sluzieb —
—Technicky kataldg sluzieb

Odborna konferencia itSMF Slovensko Riadenie IT sluzieb na Slovensku, 6. februar 2008, Radisson SAS Carlton Hotel,
Bratislava
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Spracovanie poziadaviek
Request Fulfiiment

*Spracovanie poziadaviek koncovych pouzivatelov

*Ciele
—Poskytnut pouzivatelom postup (kanal) ako ziadat a
ziskat Standardné sluzby

—Poskytnut pouzivatelom a zdkaznikom informéci;/x
o dostupnosti sluzby a postupe ako sluébL\N:rt_vféILo/
zaobstarat sluzie

—Zabezpecit a dodat pozadované komponenty
standardnej sluzby

—Pomahat so vseobecnymi informaciami,
staznostami a pripomienkami

katalég boziadaviek
Technicky Iné
katalég Sluzby...
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ITIL V3 a Zakaznik

* Kataldg sluzieb je novy Ustredny bod pre ITIL
-V prvom rade vytvorte kataldg sluzieb

*Sedem z hlavnych procesov v ITIL3 ma kataldg sluzieb ako
zakladny kamen

- Manazment portfélia sluzieb
— Manazment potrieb
— Manazment kataldégu sluzieb
— Sprava dodavatelov
— Spracovanie poziadaviek
— Sprava pristupov
- Financny manazment
* Konfiguracna databaza stratila svoje prvenstvo
— Service Knowledge Management System
— DalSie databézy...
* Musite si vybrat to spravne rieSenie pre vas
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Podstata katalogu sluzieb

* Konstruktivny
—Definuje Co IT robi a Co IT nerobi a za akych podmienok

* Aktualny
—Aktualna ponuka ktorou IT podporuje biznis

* Urcujuci
—Definované podmienky musia byt integrované s
ostatnymi procesmi
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Vyvoj aplikacii
Servis Desk
Siete

Servre

Podpora PC

Manazment Urovne IT sluzieb
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Ako zacat

Cumar Gualosss dpats
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* Postupujte v etapach _ _
~ Aplikécie et
— Sluzby e
— Portfdlio s

Search for Services Available for Paul Patterson

Search for services containing: _twarch |
[ (Twle and Keywmords only)

s * Kto bude pouzivat katalog
- Lumull:m} % ﬁm@wumwmmd_iﬂnm S|u2|eb?

Dasktops, laptops, handhelds, and reluted

accessones, such as monitors and keyboards. Software for your computer or handheld,

sedieg n K s enterpesn sysieres. — Definovanie cielovych skupin

e Snrvice Packanes
Hew Fare, move and termonabion reguests for Pasiword resets, and sccess or changes to

employess and contractons ? accourits, folders and distnibutions lists, - Zé ka Z n |Ik / po u2 |Iva te I'

§ s

¥oice and Communications Eacilities Services

Services provided by the Telecornmpnications Conference rosms, offices, cubes,

Group. furreture, thared fpaces, envronmentsl,
and jantorial,
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Zhrnutie

e Zacnite Co najskor.
* Zdokumentujte portfolio kldCovych sluzieb skor nez
zaCnete pripravovat katalég sluzieb

* Neexistuje ziadne hotové riesenie pre portfélio sluzieb.
Nehladajte vzory.

*Zvysuje sa povedomie o ITIL. Budte pripraveny
zodpovedat otazku manazmentu, preco nemame kataldg
sluzieb.

* Zapojte aj technické IT oddelenia do pripravy portfdlia a
katalogu sluzieb.
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Otazky

Odborna konferencia itSMF Slovensko Riadenie IT sluzieb na Slovensku, 6. februar 2008, Radisson SAS Carlton Hotel,
Bratislava



