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Ke staviate dom

Chcete ho:
* Rychlo alebo kvalitne?
« Za najni Siu cenu alebo za rozumnu cenu?

« KvOli papierom alebo na pou ivanie?
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Be ny scenar implementacie ITIL procesu

* Nakresli diagram

e Popisa jeho aktivity

Activity Code Activity Name A R C
CM.AR.01 Does WO make sense? CMgr cL ChR
CM.AR.02 Update WO to reflect archiving CI(s) CMgr cL ChR, CO
CM.AR.03 Information complete & correct CMgr cL

 Odovzda ho k pou ivaniu
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Kvalitativny Standard pre implementaciu ITILu

e |ITIL Trabant

e ITIL Skoda Octavia

e ITIL Mercedes
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ITIL Mercedes
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Hlas zakaznika - ,Voice of Customer”

 |ITIL zavadzate kvoli biznisu

e Stretnite sa s jeho predstavite mi a zarove
0 Nech je to uplne na za iatku
o Bu te otvoreni
0 Nevynechajte iadnu dble itu oblas

[pdvod poladavku Zdroj (odkud data ziskat) Discovery tool Kdo poladuje Priorita
Novek | Mod
Efektivnéjdi fungovini a provor CA SD Tool = om | -
celé 17
Naprosto plfesnd a jednotnd Novotng Z] Fugh j
evidence IT majetku SAP '
korespondujici s daty v CMDB

Troubleshoting schéma - zvélitdo | Novik [w] tow (=]
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Politika procesu (Process Policy)

e Suhrn vSeobecnych bodov o fungovani procesu
vo firme napriklad:

* Rozsah procesu (scope)

* Misia e Role
e Principy * Integrace s ostanimi procesy
4 CONFIGURATION MANAGEMENT PRINCIPLES...........cccovnnnnnnenssnssncnssssnssssassssossnssssassnssases 6
4.1 CONFIGURATION MANAGEMENT IMISSION ... .oovviiueeississsssssssssssssssssssssssssssssssssssssssssssssssssssssesssesssss 6
42 CMDB CONTENT AND CONFIGURATION MANAGEMENT PROCESS SCOPE .....ooovvirviiiiirssinsssesssssssssnens 6
4.3  MEASURABILITY OF CONFIGURATION MANAGEMENT EFFICIENCY ...ovviveiriiseississsiseisesssesessessesssssssines 6
44 THE WHOLE CMDB UNDER CHANGE MANAGEMENT CONTROL ...vvevveiereneeressssessssressesssssssessessssessens 7
4.5  FEDERATED CMDB DATAMODEL..........coviivirseersesessssssssssssssssssssssssssssssessesssssssssssssssssssssesssssssssssenss 7
4.6 VERSION NUMBERS .......ovveveeiteeetsseseseeesesessesssesssesssssesssessessesssessessserse et e ess e et e ess e s s essessaessenseens 7
Q.7  LABELLING OF ClS ....oovviiuieiieiesiesseesssessssssssssssssssssssessssessssssssesssesssesssessssessssssssssssssssssssssssssisssssssssns 7
4.8  STATUS ACCOUNTING.......cevisirssasseressssssssesssssssassssssssssssssssessssessssessssessessssenssssessssessesessssssssessssssssens 8
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Procesny design (Process Design)

o &l

Helicopter View (najvyssi poh ad na proces)
* Procesné bloky s ich vstupmi a vystupmi

» Spravidla ve mi podobné ITILovym pou kam

CMDB Integrity
Check

Automatically
Discovered Data
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Procesny design (Process Design)

Procedural View (2. irove  poh adu)

» Podrobné flowcharty, aktivity a RACI ku procesnym

blokom
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Pracovné instrukcie (Working Instructions)

Detailné pracovné postupy v ramci konkrétneho nastroja
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KPI, OLA

» KPI (Key Performance Indicator)

* OLA (Operational Level Agreement)
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Funk na Specifikacia nastrojovej podpory

Definicia workflow do SD nastroja

Popis poli ok, ich obsahu a formatu

Mapovanie procesnych roli na role v nastroji

Definicia automatickych triggerov
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Mapovanie atributov na poli  ka v nastroji

» Design procesu je nezavisly na nastroji
* Poli ka a atriblty z designu treba prepoji s nazvami

st pcov v databazi nastroja
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Reporty

e Pre procesnych mana érov
* Pre zakaznikov

* Pre vnutorny marketing
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Treningové a komunika né materialy

« Skolenie U astnikov a u ivate ov procesu

* Prezentacia implementovaneho procesu ostatnym
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Neustale zlepSovanie

 VVstrebavanie novych podnetov
» ZlepSovanie kvality procesu

e Spolo ny postup pre vSetky procesy
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Slovnik pojmov

* Presné definicie procesnych pojmov

e Spolo ny pre vSetky procesy
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Pilot

» Test navrhnutého rieSenia
* Implementacia pripadnych zmien

« Zmeny do dokumentacie
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Rollout

* PIny scope projektu

e Realny ivot
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Shrnuti

Aktivita Mercedes Octavia Trabant

Hlas zakaznika

Politika procesu

Procesny design 1. drovne

Procesny design 2. rovne

Pracovné instrukcie

CSFs, KPIs, OLAs

Funk na Specifikacia nastrojovej podpory

Reporty

Tréningové materialy a komunika  ny plan

Neustale zlepSovanie

Slovnik pojmov

ITIL Trabant alebo ITIL Mercedes| 9.11.2011 | Praha



Takto to nesmie dopadnu
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