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Fsmdaston OCHOBHbIEe TeHAeHUUH

e Bo3spacratouiee KonM4ecTBO KOMMNOHEHTOB (CTAaHAAPTHbIX)
NPUNOXKEHNN

e Bo3pacratouwee KonnyecTtso NOCTaBLLMKOB YCNYr MNo
YNpaBieHUIO NPUNOXKEHUAMMU

e Pa3Hoobpasue 1 6onblas cneumanmsaymst NOCTaBLLIMKOB
YCAYr NO YNPaBAeHUIO NPUNOXKEHUSIMU

KakoBO NOMOXEHME IKOCMCTEMbI YNIPABAEHUSA MPUSTOKEHUAMM?

Bbl He MOXeTe ynpasBnsTb BCEM LLENOYKOM NOCTABLLMKOB,
NMO3TOMY NPOCTO COCPeAoTOYbTE BHUMAHME HA 30HAX
B3aMMOLENCTBMUSA COCEACTBYIOLWMX CTOPOH
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e Bo3pacratowasa 3aBucumocTb ot UT:

®yHKuMO-
Ha/bHble
BO3MOXXHOCTHU

Mo6unbHOCTb

ornepaumMoHHOM AeaTeNIbHOCTU
OpPraHM3auUMOHHbIX U3MEHEHUN

KauectBO

3¢ deKTMBHOCTDL no HapeXxHocTb
OoTBEeTCTBEeHHOCTHU ISO/IEC9126
paCcxXxoaoB 1 0oXo40B
MMU LKA

ConpoBoxpaa-
MpakTuyHOCTD

eéMOCTb

e buU3Hec Hy)XaaeTca B HaAEXHOCTU M TMOKOCTH
e MIHPOPMALIMOHHbIE CUCTEMBI CTAHOBATCS BONee CI0XKHbIMU

* YpOBEHb pMCKa OCTAETCA NPUEMJIEMbIM?
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BbXUTb M npeycneTb
: ApantupoBaTb
bINOMIHUTb CEeroaHs Ha byayLuee

foundation

CTpykTypa Jliogm Jliogm CTpykTypa
Kanutan
TexHonorms [Mpouecc [lpouecc || TexHonorus
(OyHKLMO- YcraHasu- ConpoBox-
[paktnyHoctb(  LocTtynHocTb MobunbHOCTb
HaNbHOCTb BAaeMOCTb [3aeMOCTb
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1. 3akoH HenpepbIBHOrO U3MEHEHMUS: CUCTEMbI OONXKHbI
HenpepbIBHO a4anTMpOBATbLCA UAM OHWU BYOyT BCe MeHee
YAOBNETBOPSATb NOTPEOHOCTAM KOMMAHUM.

2. 3aKOH YBENMYEHMSA CNOXHOCTU: NO MEPE PA3BUTUSA CUCTEM
MX CNOXHOCTb ByaeT BO3pacTaThb, EC/IN HE NOAAEPXKMBATb UX
M HE YMEHbLLATb C/IOXHOCTb.

[lpopeccop MaHHKU M. JleMaH

NcTounmk: http://www.cs.mdx.ac.uk/staffpages/mml/index.html
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e OpraHu3zauunm 3aBUCAT OT NPUNOXKEHNN

e [lpunoxkeHusa CTaHOBATCS 6onee CNOXHbIMU

o Y[l Takxe CTaHOBUTCS Bosiee CIOXKHbIM

e Y[l nMeeT BaXHOE 3HaYeHne C IKOHOMMUYECKON TOUKU 3pEHUS

o ASL npepnaraeTt pykOBOACTBO AJ19 OpraHu3aumu,
YNPaBASoLWUX NPUNOXKEHUSIMU

e OnepauunoHHoe, yNpaB/iEHYECKOE, KaYECTBEHHOE,
cTpaTerMyeckoe

2010-2014
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Cnegytowas npe3eHTaums OCHOBaHa Ha
LOKYMEHTe, NoAroToBA€HHOM COBMECTHO
OGC n ASL BiSL Foundation,

B COABTOPCTBE C:

e LUlapon Tennop (OGQ),

e Maxrteng Meuep,

e Mapk Cmonnu (ABF)

JloKyMeHT J0CTyneH Ha Beb-camTax:
e http://www.aslbislfoundation.org/
e http://www.axelos.com/

0GC, APMG and TSO

2010-2014

Best Management Practice
For IT Service Management

ITIL® V3 and ASL
Sound Guidance for Application
Management and Application Development

Machteld Meijer, Mark Smalley & Sharon Taylor

Alignment
White Paper

January 2008
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[MocTosiHHOE

Crpaterus ycnyr

2 Service management as a practice
2.1 Services and service management
2.2 Basic concepts

2.3 Governance and management systems
2.4 The service lifecycle 27

3 Service strategy principles
3.1 Strategy
3.2 Customers and services
3.3 Service providers

3.4 How to define services
3.5 Strategies for customer satisfaction
3.6 Service economics

3.7 Sourcing strategy
3.8 Service structures in the value network
3.9 Service strategy inputs and outputs

4 Service strategy processes
4.1 Strategy management for IT services
4.2 Service portfolio management
4.3 Financial management for IT services
4.4 Demand management

4.5 Business relationship management

5 Service strategy, governance, architecture
and ITSM implementation strategies
5.1 Governance
5.2 Establishing and maintaining a service
management system
5.3 IT service strategy and the business
5.4 IT service strategy and enterprise
architecture
5.5 IT service strategy and application
development
5.6 Creating a strategy for implementing
service management processes

6 Organizing for service strategy
6.1 Organizational development
6.2 Organizational change
6.3 Organizational departmentalization
6.4 Organizational design
6.5 Organizational culture
6.6 Functions
6.7 A logical organization structure for an IT
service provider
6.8 Roles

MpoekTupoBaHue ycnyr

2 Service management as a practice

3 Service design principles
3.1 Service design basics
3.2 Service design goals
3.3 Balanced design
3.4 |dentifying service requirements
3.5 Identifying and documenting business
requirements and drivers
3.6 Design activities
3.7 Design aspects
3.8 The subsequent design activities
3.9 Design constraints
3.10 Service-oriented architecture
3.11 Service design models
3.12 Service design inputs and outputs

4 Service design processes
4.1 Design coordination
4.2 Service catalogue management
4.3 Service level management
4.4 Availability management
4.5 Capacity management
4.6 IT service continuity management
4.7 Informatiom-seeurity-magagement

- -~ 738 Supplier management. ~ ~

4 5.1 Requirements engineering
5.2 Management of data and information

5.3 Management of applications

6 Organizing for service design

6.1 Organizational development
-~ 6.2 Functions
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6.4 Responsibility model - RACI
6.5 Competence and training

N

~
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7 Technology considerations
7.1 Service design tools
7.2 Service management tools

8 Imply

X 4 Service design technology-related activities

e
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6.9 Responsibility model - RACI
6.10 Competence and training

7 Technology considerations

7.1 Service automation
7.2 Service interfaces
7.3 Tools for service strategy

8 Implementing service strategy
8.1 Implementation through the lifecycle
8.2 Service strategy implementation activiti
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