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Ked’ staviate dom

Chcete ho:

* Rychlo alebo kvalitne?
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Bezny scenar implementacie ITIL procesu

* Nakreslit’ diagram

» Popisat’ jeho aktivity

Activity Code Activity Name A R C I
CM.AR.01 Does WO make sense? CMer CL ChR

CM.AR.02 Update WO to reflect archiving CI(s) CMer CL ChR. CO

CM.AR.03 Information complete & correct CMer CL

« Odovzdat’ ho k pouzivaniu

Co tomu chyba?
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Kvalitativny standard pre implementaciu ITILu

 ITIL Trabant

- ITIL Skoda Octavia

 ITIL Mercedes
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ITIL Mercedes
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Hlas zakaznika - ,,Voice of Customer*

* ITIL zavadzate kvoli biznisu

« Stretnite sa s jeho predstavitelmi a zaroven:
o Nech je to uplne na zaciatku
o Budte otvoreni
o Nevynechajte ziadnu ddlezitu oblast

.'Iod‘vod poladavku Zdroj (odkud data riskat) Discovery tool Kdo poladuje Priorita

Novek | Mod
Efektivndjdi fungovéni a provor CA SD Tool v L\ N
celé 17

Naprosto pfesnd a jednotna Novotny | w High 3
evidence IT majetku SAP '

korespondujici s daty v CMDB

il

Troubleshoting schéma - zvéfitdo | \Nom - \m. -\ \
|
|

scope
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Politika procesu (Process Policy)

« Suhrn vseobecnych bodov o fungovani procesu
vo firme napriklad:
» Rozsah procesu (scope)
» Misia
* Principy

* Role
* Integrace s ostanimi procesy

4 CONFIGURATION MANAGEMENT PRINCIPLES..........cocoimmmmmmmmsssmssssssssssssies 6
4.1 CONFIGURATION MANAGEMENT MISSION........oviriireesssssersssessssessssssssssssssesssssssssssssssesssssssssssessessssses 6
42 CMDB CONTENT AND CONFIGURATION MANAGEMENT PROCESS SCOPE ......c.ccooviveiennsnsssssnssessssenns 6
4.3  MEASURABILITY OF CONFIGURATION MANAGEMENT EFFICIENCY .....ovvvrireireiseierenisnesessesssessessrssssnns 6
44  THE WHOLE CMDB UNDER CHANGE MANAGEMENT CONTROL ....vovvvereirrerrinssessersressssssssssssesssssanses 1
45  FEDERATED CMDB DATA MODEL..........ccooviuriursessssssssssesssssessessessesssssssssssssasssssssssssssassessessessessssssses 7
A6 VERSION NUMBERS ........ooviieisessisesessisssessssssasssssssssssssssssssssssssssssssssssssssssssssssssssssessssssssssssnsssssesssnns 7
Gl L ABBLLING OF T8 .o ooceionunssonosnsassssssnvsnausesinsassusssassussusim s susssasisssissssusmsan s o e e s s sanaenn 7
.8  STATUS ACCOUNTING......ccovererssressrsesssssssssssssssssssssssansssssssssssssessssssssssssssessssssssesssssssssssssenssssssssesseres 8
ANLCT
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Procesny design (Process Design)

Helicopter View (najvyssi pohlad na proces)

* Procesné bloky s ich vstupmi a vystupmi

« Spravidla vefmi podobné ITILovym pouckam

Automatically
Discovered Data
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Procesny design (Process Design)

Procedural View (2. uroven pohladu)

« Podrobné flowcharty, aktivity a RACI ku procesnym

blokom
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Pracovné instrukcie (Working Instructions)

Detailné pracovné postupy v ramci konkrétneho nastroja

e V pripadé aktualizace nebo zruseni vazby:

> Vyhledejte Cl, u kterée ma byt aktualizovana vazba.
> Otevrie se noveé okno s nazvem [nazev Cl] CONFIGURATION ITEM DETAIL

> Kliknéte na zalozku 2- CMDB Relationships ., o se seznam doposud

vytvorenych vazeb na jina CI.
> Kliknéte ve sloupci Relationship na nazev vazby, ktera ma byt aktualizovana.
1. Attributes ,'7 a Tmsﬁsik 7[ 3. Versioning 71’ 4. Inventory 7[‘ 5. Service - 'l’ 6. Location \ 7. Contacts -

_/—-’ Add Relationship | Refresh | Impact Analysis | \

X Related Configuration ltems List

Contact

Family

Relationship Provider Ci(s)
Software Apphcation

aplikcace ()

Dependent CI(s) Family
Hardware Server

runs on
Relationship
is the parent of
Relationship Peer CI(s)
There are no peer configurabon dems

Contact

SERVER_V ()

Family Contack

» Zobrazise novy formular CONFIGURATION ITEM RELATIONSHIP DETAIL
> Kiliknéte na tladitko _E9it J
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KPI, OLA

« KPI (Key Performance Indicator)

* OLA (Operational Level Agreement)

3.1.1 Data Inconsistencies
KPI Principle: Total numbers of CMDB data inconsistencies identified per one Integrity check actvity

Target: 1% of inconsistencies per an integrity check

Necessary inputs:
e Integrity Check report, which is created within Integrity Check Procedure as its output
e  Within Integrity Check Report there are:
o Attributes, which had the same values in CMDB and in reality (A1)
o Attributes, which showed a discrepancy between CMDB and reality (A2)

KPI Formula: (A1/ (A1 + A2)) * 100
Which means: (Inconsistent attributes / All checked attributes) * 100

Calculation Method:
Manually by counting of records in Integrity Check Report.
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Funkcéna 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

| Nézev pozadovanéhopole | Nézevatributuv CA | datovy typ | Mandatorni?
| ID pozadavku | Change Order D number Y
/ Zadatel [ Requestor ciselnik - string \ M
/ ovlivnény koncovy uZivatel [ Affected end user Ciselnik - string \ M
/ kategorie [ Category Ciselnik —string \ M
/ datum Zadosti [ ChangeOrderDate | date \ M
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Mapovanie atributov na policka v nastroji

» Design procesu je nezavisly na nastroji

 Policka a atributy z designu treba prepojit s nazvami

stipcov v databéazi néstroja

Attribute |Popis v CA

|Nazev v CA Zdroj - server_list.csv |Priklad \
Name [Name |Name (HSUX nebo HSLI) SERIAL |HSUX_DEHAS268TV \
Family [Family |Family Hardware Server |Hardware Server \
Class [Class [Class HP UX nebo Linux \HP UX \
Host Name [Host Name |system_name SERVERNAME \amlappt \
CI Owner /Contact ]resource_contact Novak pro HP UX \XUC\SO\_GDSSE
Novotny pro UNIX
/CI Owner Notes Idescription Unix System Support pro HP UX \Umx System support
Linux System support pro RHEL
DNS Name DNS Name l dns_name SERVERNAME SERVERDOMAIN |amlappi vs.csincz
CPU Type |Processor Type |proc_type CPU_MODEL \PAB300
CPU Speed /Processor Speed I proc_speed FREQ \1000 MHz \
Number of CPU cores [Number of Cores CPU processor_count CORES \ A\
Memory [Memory Installed phys_mem MEMORY 110213 VB \
Serial Number [serial_number serial_number SERIAL \DEHAS268TV
Status |Status status Alive \Alive
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Reporty

* Pre procesnych manazérov

* Pre zakaznikov

 Pre vnutorny marketing

epo

Seznam servery a jejich operaéni systémy A
wviceradkowvy \
o reporting services specific \
= ome - Report bude vyuZit pro vypsani vSech serveru dlie vwbeéru a jejich operacni system(y) v konsolildovane podobe
Da epo azev datového pole Pop apova atrib DB PO a o
o
die
Nazev konfig. poloZky |nazev konfiguracni poloZky pole Name text ano
Kategorie Cl |kategorie konfiguraéni poloZky pole Family \text \ano \
Trida Cl [tfida konfiguracni poloZky pole Class \text \ano \
jméno / funkce vykonavajici roli Cl
Role Cl Owner Owner pro konfiguracni poloZku pole resource_contact text ano
Stav | status konfigura€ni poloZky pole Status {text \ano \
jmeéno / funkce vykonavajici roli Cl zatim nemame pole, v reportu \ \
Role Cl Manager Manager pro konfiguraéni poloZku |ponechat text ano
| A \
] 1 { [ \
DO d - vystup bude v podobe tabulky
- stranka A4 na Sitku
- do zahlaw tabulky uvést:

SERVERY A JEJICH OPERACNI SYSTEMY

Zvoleny vwbér: vwpsat zvolené parametry
- do téla reportu uvést

vycet serverd, kde kaZdy server je zaznamenan na jednom fadku obsahujici:
Jméno: (Name konfiguracni poloZky server)
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Treningove a komunikaéné materialy

» Skolenie Ugastnikov a uzivatelov procesu

* Prezentacia implementovaného procesu ostatnym

Sprava konfiguraci

- Je zZzakladnim procesem ITILu
- UmoZriuje zavedeni ostatnich (napfikiad spravy incident, spravy problém, spravy
Zmen)
- Zakladni jednotkou spravy konfiguraci je Konfiguracni poloZka (Cl — Configuration
Item)
- Konfiguracni poloZka je charakterizovana jejimi atributy, coZ jsou informace . kKtere se o
ni Zjistuji a uchovavaiji
- Konfiguracni poloZky vcetné jejich atribut se zaznamenavaji v Konfiguracni databazi
(CMDB) spolu se vzajemnymi vazbami
- CMDB spolu s ostatnimi zdroji konfiguracnich dat tvori System spravy konfiguraci
(CMS)

T O PrEtE Ty ComTg mlom A agE e 13 S D011 Srmms T A“:CT
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Neustale zlepSovanie

* Vstrebavanie novych podnetov

 ZlepSovanie kvality procesu

» Spolo¢ny postup pre vsetky procesy
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Slovnik pojmov

Presné definicie procesnych pojmov

» Spolocny pre vSetky procesy

Process of controlling changes to the infrastructure or any aspect of
services, in a controlled manner, enabling approved changes with

Change Management
(ChM) /
minimum disruption
Change Order (CQ)
record for Request for Change (RFC)in this tool.
In Change Management Minimum document expressions - Change
Order is used for so called conducting or main Request for Change,

which is used as a roof fora set of Sub Change Orders.
The Change Requestoris the person who requests the Change to be
implemented. It is a person who is intermmal to the organization with the

Change Orderis an expression from CA Service Desk tool anditis a

Change Requestor (ChR)
authority to make the request andis in a position of knowledge to
sufficiently detail and document the request requirements and clanty
\

those requirements when requested.
| Clcharacteristic, which is recorded about Clin a Service Desk tool.
Cls are divided to Categories and Subcategories by their nature (like

hardware, software, facility and so on). In CA Service Desk ool
Categories are represented by Families and Subcategories by Classes.

[ ClAttribute
Cl Category

ANELCCT
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Pilot

e Test navrhnutého rieSenia

 Implementacia pripadnych zmien

« Zmeny do dokumentacie
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Rollout

* Plny scope projektu

 Realny zivot
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Shrnuti

Aktivita Mercedes  Octavia Trabant

Hlas zakaznika

Politika procesu

Procesny design 1. urovne

Procesny design 2. urovne x

Pracovné instrukcie x x

CSFs, KPIs, OLAs

Funkéna Specifikacia nastrojovej podpory x
Reporty

Tréningové materialy a komunikaény plan x
Neustale zlepSovanie x

Slovnik pojmov
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Takto to nesmie dopadnut’
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