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Service Time

Service Hours, commonly used in formal
calculations of Availability. See Downtime.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Absorbed (Financial Management) Indirect cost of Absorbovana (Financial Management) Nepfimy naklad (rezie)

Overhead providing a Service, which can be fairly rezie tykajici se dodavané sluzby, ktery mize byt
allocated to specific Customers. This can be spravedlivé rozdélen mezi jednotlivé zakazniky.
based on usage or some other fair Rozdélen mlize byt na zakladé vyuzivani sluzby
measurement. For example cost of providing nebo jiného spravedlivého méfeni. Napfiklad naklad
network bandwidth or shared servers. na poskytovani sité s ucitou Sitkou pasma nebo
See also Direct Cost, Indirect Cost, sdilenych serveru.

Unabsorbed Overhead. Viz také Pfimy naklad, Nepfimy naklad,
Neabsorbovana rezie.

Acceptance Synonym for Assurance. Akceptace v angli¢tiné jiny termin pro akceptaci

Account (Business Relationship Management) A Manazer (Sprava obchodnich vztaht) Role velmi podobna

Manager Role that is very similar to Business zakaznickych roli Spravce vztahu s businessem, ktera vsak vice
Relationship Manager, but includes more vztah( zohlednuje obchodni aspekty. VétSinou se pouziva
commercial aspects. Most commonly used (Account ve vztahu k vnéj§im zakaznikam.
when dealing with External Customers. manager)

Accounting In the context of ITSM, this is a synonym for IT | Ugtovani V kontextu ITSM se jedna o synonymum pro
Accounting. uctovani IT.

Accounting (Financial Management) A period of time for Ugtovaci (Sprava financi) Casové obdobi, pro které se

Period which Budgets, Charges, Depreciation and obdobi vytvaii rozpocty, poplatky, odpisy a jiné finanéni
other financial calculations are made. Usually vypocty. Obvykle se jedna o obdobi jednoho roku.
one year. Viz Finanéni rok.

See Financial Year.

Accredited Officially authorised to carry out a Role. For Akreditovany Oficialné schvaleny pro zastavani urcité role.
example an Accredited body may be Napfiklad akreditovana instituce mize byt schvalena
authorised to provide training or to conduct pro provadéni $koleni nebo pro provadéni auditu.
Audits. Viz Registrovana certifikacni instituce (RCB).

See Registered Certification Body (RCB). (Sprava bezpeénosti) Oficialni schvaleni pro
(Security Management) Official authorisation certifikovanou konfiguraci, ktera maze byt pouzita
for a Certified Configuration to be used for a pro specifické pouziti.

specific purpose.

Activity A set of actions designed to achieve a Cinnost Sada ukonu navrzena tak, aby se dosahlo dil¢ich
particular result. Activities are usually defined vysledku. Cinnosti jsou obvykle definovany jako ¢ast
as part of Processes or Plans, and are procesl nebo planu a jsou dokumentovany
documented in Procedures. v postupech.

Agreed (Availability Management) A synonym for Dohodnuta (Availability Management) Synonymum pro

provozni doba
sluzby

provozni hodiny bé&Zné pouzivané ve formalnich
vypoctech dostupnosti. Viz Vypadek.

See Application Portfolio.

Agreement A Document that describes a formal Dohoda Dokument, ktery popisuje formalni ramec mezi
understanding between two or more parties. dvéma nebo vice stranami. Dohoda neni pravné
An Agreement is not legally binding, unless it zavazna, pokud netvofi ¢ast smlouvy.
forms part of a Contract. Viz Dohoda o urovni sluzeb, Dohoda o urovni
See Service Level Agreement, Operational provoznich sluzeb (OLA).

Level Agreement.

Alert A warning that a threshold has been reached, Upozornéni Varovani, ze byla dosazena nastavena prahova
something has changed, or a Failure has hodnota néco se zménilo nebo se vyskytla porucha.
occurred. Alerts are often created and Upozornéni je ¢asto vytvofeno a spravovano nastroji
managed by System Management tools and spravy systéml a je fizeno procesem spravy
are managed by the Event Management udalosti.

Process.

Allocated Cost | A cost that can be directly identified with and Alokovany Naklad, ktery mize byt jednoduse identifikovan a
assigned to a particular Customer, service, naklad pfifazen konkrétnimu zakaznikovi, sluzbé, €innosti
activity, etc. (cf. Apportioned Cost). atd.(viz téZ Rozdéleny naklad)

Analytical A technique that uses mathematical models to | Analytické Technika, ktera vyuziva pro predvidani chovani

Modelling predict the behaviour of a Configuration Item modelovani konfiguracéni polozky nebo sluzby IT matematické
or IT Service. Analytical Models are commonly modely. Analytické modely jsou bézné pouzivany
used in Capacity Management and Availability ve spravé kapacit a ve spravé dostupnosti.
Management. Viz Modelovani
See Modelling.

Application Software that provides Functions that are Aplikace Software, ktery poskytuje funkce pozadované
required by an IT Service. Each Application sluzbou IT. Kazda aplikace mlze byt ¢asti vice
may be part of more than one IT Service. An sluzeb IT. Aplikace bézi na jednom nebo vice
Application runs on one or more Servers or serverech anebo klientech.

Clients. Viz Sprava aplikaci, Aplikacni portfolio.

See Application Management, Application

Portfolio.
Application The Process responsible for managing Sprava Proces odpovédny za spravu aplikaci v prabéhu
Management Applications throughout their Lifecycle. aplikaci jejich zivotniho cyklu.

Viz Aplikaéni portfolio.
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tracking and reporting the value and ownership
of financial Assets throughout their Lifecycle.
See Asset Register.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Application A Database used to manage Applications Aplikaéni Databéaze vyuZzivana ke spravé aplikaci v prabéhu
Portfolio throughout their Lifecycle. An Application portfolio jejich zivotniho cyklu. Aplikacni portfolio obsahuje
Portfolio contains key Attributes of all klicové atributy vSech pouzivanych aplikaci.
Applications deployed in the Business. Viz Portfolio sluzeb
See Portfolio of Services.
Application An External Service Provider that provides IT Poskytovatel Externi poskytovatel sluzby, ktery poskytuje sluzby
Service Services using Applications running at the aplikaéni IT prostfednictvim aplikaci, které bézi v prostorach
Provider Service Provider’s premises. Users access the | sluzby (ASP) poskytovatele sluzby. UZivatelé pfistupuji
(ASP) Applications by network connections to the k aplikacim prostfednictvim sitového pfipojeni
Service Provider. k poskytovateli sluzby.
Application (Capacity Management) The Activity Nastavovani (Capacity Management) Cinnost, odpovédna za
Sizing responsible for understanding the Resource rozsahu porozuméni pozadavkdm na zdroje, potifebné pro
Requirements needed to support a new aplikace / podporu nové aplikace nebo pfi velké zméné
Application, or a major Change to an existing Skalovani existujici aplikace. Nastavovani rozsahu aplikace
Application. Application Sizing helps to ensure pomaha zajistit, aby sluzba IT dosahla dohodnutych
that the IT Service can meet its agreed Service cild urovné sluzeb (Service Level Targets) jak
Level Targets for Capacity and Performance. kapacitnich, tak vykonnostnich.
Apportioned A (overhead) cost that is shared by a number Rozdéleny Rezijni naklad, ktery je sdilen nékolika zakazniky,
Cost of Customers, services, etc. Thnis cost must naklad sluzbami apod. Tento naklad musi byt sdilen
be shared on an equitable basis (cf. Allocated spravedlivé (viz téZ Alokovany naklad)
Cost).
Assembly ClI (Configuration Management) A Configuration | Souhrnna (Configuration management) Konfiguracni
Item that is made up from a number of other konfiguraéni polozka, ktera je tvofena nékolika dalSimi
Cls. For example a Server Cl may contain Cis | polozka konfiguranimi polozkami. Napfiklad konfiguraéni
for CPUs, Disks, Memory etc.; an IT Service polozka server miize obsahovat konfiguraéni
Cl may contain many Hardware, Software and polozky pro procesory, disky, paméti a podobné;
other Cis. konfiguraéni polozka sluzby IT mize obsahovat
See Component Cl, Build. mnoho hardwarovych, softwarovych a jinych
konfigura€nich polozek.
Viz Dil€i konfiguraéni polozky, Build
Asset Something that contributes to an IT Service. Aktiva To, co se podili na sluzbach IT. Aktiva mohou
Assets can include people, accommodation, zahrnovat lidi, zafizeni, servery, software, data, sité,
Servers, software, data, networks, paper papirové zaznamy, telefony atd.
Records, telephones etc. Aktiva, ktera musi byt individualné spravovana, jsou
Assets that need to be individually managed také konfiguraénimi polozkami. Napf. zamek na
are also Configuration ltems. For example the dvefich do pocitaCového salu nebo spotiebni
door lock on a computer room, or a material nejsou konfiguracni polozkou.V kontextu
consumable item would not be a Configuration spravy financi nejsou polozky pod urcitou hodnotou
Item. povazovany za aktiva (assets), protoze by nebylo
In the context of Financial Management, items nakladové efektivni tyto polozky sledovat a
below a specific value are not considered to be spravovat je.
Assets as it would not be Cost Effective to Viz Sprava aktiv, Odpisy, Posouzeni rizik
track and manage them.
See Asset Management, Depreciation, Risk
Assessment.
Asset (Financial Management) Asset Management Sprava aktiv (Financial Management) Sprava aktiv je podnikovy
Management is the Business Process responsible for proces, odpovidajici za sledovani a vykazovani

hodnoty a vlastnictvi finanénich aktiv béhem celého
jejich Zivotniho cyklu.
Viz Inventarni kniha.

information about a Configuration Item.
Examples are name, location, Version number,
and Cost. Attributes of Cls are recorded in the
Configuration Management Database (CMDB).
See Relationship.

Asset Register | (Financial Management) A list of Assets, Inventarni (Financial Management) Seznam aktiv, ktery
which includes their ownership and value. The | kniha obsahuje informaci o vlastnictvi a hodnoté.
Asset Register is maintained by Asset Informace v Inventarni knize je udrzovana spravou
Management. aktiv (Asset Management).

Assurance The Activity that obtains management Ovéreni Cinnost, jejimZ prosttednictvim ziskame souhlas
agreement that a Process, Plan, or other managementu, Ze proces, plan nebo jina soucast
Deliverable is complete, accurate, reliable and dodavky jsou kompletni, spravné, spolehlivé a
meets its specified Requirements. splfiuji specifikované pozadavky.
Assurance is different from Audit, which is Ovéfeni je néco jiného nez audit, ktery se vic
more concerned with Compliance to a formal zaméfuje na soulad s formalni normou
Standard. (standardem).

Attribute (Configuration Management) A piece of Atribut (Configuration Management) Cast informace o

konfigura€ni polozce. Napfiklad jméno, umisténi,
Cislo verze a naklady. Atributy konfiguraéni polozky
jsou uchovavany v databazi spravy konfigurace
(CMDB).

Viz Vztahy.
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Management) A Plan that documents the
steps required to recover to a known working
state if a Change or Release fails.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Audit Formal inspection and verification to check Audit Formalni kontrola a ovéfeni, zda jsou dodrzovany
whether a Standard or set of Guidelines is normy a predpisy, zda jsou zaznamy pfesné, nebo
being followed, that Records are accurate, or zda bylo dosazeno cild hospodarnosti a Gginnosti.
that Efficiency and Effectiveness targets are Audit muze byt provadén vnitfnimi nebo externimi
being met. An Audit may be carried out by skupinami.
internal or external groups. Viz Certifikace, Ovéfeni
See Certification, Assurance.
Authorised A body authorised by an Examination Board to | Autorizované Organizace autorizovana zkusebni komisi
Examination host examinations. The Authorised zkuSebni (Examination Board) pro provadéni zkousek.
Centre Examination Centre provides a place where centrum Autorizované zkuSebni centrum poskytuje misto, kde
examinations may be taken, and may also mohou probihat zkousky, a mize také kontrolovat
provide exam supervision and automated prabéh zkousky a provadét automatické
marking. znamkovani.
Automatic Call | (Service Desk) Use of Information Technology | Automaticka (Service Desk) Pouzivani informacni technologie
Distribution to direct an incoming telephone call to the distribuce pro smérovani pfichozich hovord na nejvhodnéjsi
(ACD) most appropriate person in the shortest hovor (ACD) [ osobu v co nejkratsim Case.
possible time. ACD is sometimes called
Automated Call Distribution.
Availability (Availability Management) (Security Dostupnost (Availability Management) (Security
Management) Ability of a Configuration Item Management)
or IT Service to perform its agreed Function Schopnost konfiguragni polozky nebo sluzby IT
when required. Availability is determined by provadét dohodnutou funkci, kdyZ je pozadovana.
Reliability, Maintainability, Serviceability, Dostupnost je ur€ovana ze spolehlivosti,
Performance, and Security. Availability is udrzovatelnosti, servisovatelnosti, vykonnosti a
usually calculated as a percentage. This bezpecnosti. Dostupnost je zpravidla vypocitavana
calculation is often based on Agreed Service jako procentni podil. Vypocet je Casto zaloZen na
Time and Downtime. It is Best Practice to dohodnuté provozni dobé sluzby a vypadcich.
calculate Availability using measurements of NejlepSi praktikou je pocitat dostupnost z vysledki
the Business output of the IT Service. méfeni vystupl sluzby IT pro business.
See Security Principle. Viz Principy bezpec&nosti.
Availability (Availability Management) The Process Sprava (Availability Management) je proces, odpovédny za
Management responsible for defining, analysing, Planning, dostupnosti definovani, analyzu, planovani, méfeni a zlepSovani
measuring and improving all aspects of the v8ech aspektt dostupnosti sluzeb IT. Sprava
Availability of IT services. Availability dostupnosti odpovida za zajisténi pfiméfené
Management is responsible for ensuring that infrastruktury IT, proces(, nastroju, roli atd., které
all IT Infrastructure, Processes, Tools, Roles odpovidaji dohodnutym cilim v oblasti dostupnosti
etc are appropriate for the agreed Service sluzby (Service Level Targets). .
Level Targets for Availability.
Availability (Availability Management) A Database Databaze (Availability Management) Databaze, ktera
Management containing all data needed to support spravy obsahuje data potfebna pro podporu spravy
Database Availability Management. The AMDB may be dostupnosti dostupnosti (Availability Management). AMDB mUze
(AMDB) part of the Configuration Management (AMDB) byt sou¢asti databaze konfiguraci.
Database.
Availability (Availability Management) A Plan to ensure Plan (Availability Management) Plan, ktery zajiStuje, ze
Plan that existing and future Availability dostupnosti soucasné i budouci pozadavky na dostupnost sluzby
Requirements for IT Services can be provided IT budou splnény z pohledu nakladd efektivné.
Cost Effectively.
Back-office / The business processes and operational Back-office / Podnikové procesy a provozni funkce, probihajici
Back-end functions that occur internally or through the Back-end intern& nebo v dodavatelském fetézci. Casto je to
supply chain. These often include inventory sprava majetku, nakup a distribuce, zpracovani a
management, purchasing and distribution, sledovani objednavek, pfeprava a pfijem.
order processing and tracking and shipping
and receiving.
Back-out Plan | (Change Management) (Release Plan uvedeni (Change Management) (Release Management)

do plvodniho
stavu

Plan, ktery dokumentuje kroky potfebné pro
znovuuvedeni do znamého funkéniho stavu, pokud
zména nebo release neprobé&hly Uspésné.

Charges equals the total Cost or Charge. Used
to check that all amounts have been fully
accounted for.

Backup (Availability management) (IT Service Zaloha (Availability Management) (IT Service Continuity
Continuity Management) Copying data to Management) Kopirovani dat za u¢elem ochrany
protect against loss of Integrity or Availability proti ztraté integrity nebo dostupnosti originalnich
of the original. dat.

Balance (Financial Management) A calculation to Kontrola (Financial Management) Vypocet urceny ke

Check verify that the sum of all individual Costs or salda kontrole, zda suma vech individualnich naklad

nebo poplatkt se rovna celkovému souctu nakladi
nebo poplatkl. Je pouzivana pro kontrolu, ze
vSechny uctované €astky byly uspésné zauctovany.
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Process. Billing is the Activity responsible for
producing an invoice or a bill and recovering
the money from Customers.

See Pricing.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Balanced A management tool developed by Drs. Robert Balanced Manazersky nastroj vyvinuty doktory Robertem
Scorecard Kaplan (Harvard Business School) and David scorecard Kaplanem (Harvard Business School) a Davidem

Norton. A Balanced Scorecard enables a Nortonem. Balanced scorecard umozriuje rozdélit

Strategy to be broken down into Key strategii do Klicovych ukazatel( vykonnosti (KPls).

Performance Indicators. Performance against Vykonnost méfena pomoci KPI se pouziva

the KPlIs is used to demonstrate how well the k prezentaci toho, do jaké miry byla strategie

Strategy is being achieved. A Balanced Uspésna. Balanced Scorecards ma Ctyfi hlavni

Scorecard has 4 major areas, each of which oblasti, kazdou z nich reprezentovanou nékolika

has a small number of KPIs. The same 4 KPI. Tyto ¢&tyfi oblasti jsou posuzovany v riznych

areas are considered at different levels of urovnich podrobnosti v celé organizaci.

detail throughout the Organisation.

Baseline The recorded state of something at a specific Vychozi stav - | Zaznamenany stav v ur€éeném ¢asovém okamziku.
point in time. A Baseline can be created for a baseline Vychozi stav mize byt vytvofen pro konfiguraci,

Configuration, a Process, or any other set of proces, nebo pro jakoukoli jinou mnozinu dat.

data. For example, a baseline can be used in: Vychozi stav (baseline) Ize pouzit napf. pfi:

e Continuous Service Improvement, to » Prdbézném zlepSovani sluzeb, pro stanoveni
establish a starting point for Planning vychoziho bodu planovani zlepSeni.
improvements. = Spraveé kapacit (Capacity Management) pro

e Capacity Management, to document dokumentovani vykonnostnich charakteristik
performance characteristics during normal béhem normalniho provozu.
operations. = Spravé konfiguraci (Configuration Management)

e Configuration Management, to enable the pro navrat infrastruktury IT do znamé konfigurace,
IT Infrastructure to be restored to a known pokud se nezdafi zména. Rovnéz tak se uziva
configuration if a Change fails. Also used pro ziskavani dat, Ucely releastl nebo pro audity.
to specify a standard Configuration for data
capture, release or Audit purposes.

Baseline (Security Management) The minimum level of | Zakladni (Security Management) Minimalni droven
Security security required throughout an Organisation. uroven bezpecnosti vyzadovana v celé organizaci.
bezpecnosti
Baselining Process by which the quality and cost Srovnani Proces, kterym je posouzena kvalita a efektivita
effectiveness of a service is assessed, usually | vychoziho nakladu sluzby, obvykle predtim, nez je

in advance of a change to the service. stavu implementovana zména sluzby. Baselining obvykle

Baselining usually includes comparison of the s cilovym porovnava sluzbu pfed a po zméné nebo analyzuje

service before and after the Change or stavem trend. Termin benchmarking je obvykle pouzivan pfi

analysis of trend information. The term srovnavani s jinymi podniky.

Benchmarking is normally used if the

comparison is made against other enterprises.

Batch Executing a series of non interactive jobs in a Davkove Provedeni série neinteraktivnich uloh v daném
Processing given sequence. The term originated in the zpracovani poradi. Termin vznikl v dobé&, kdy byly obvyklym
days when punched cards were the normal zpUsobem vstupu dat do pocitace, obvykle

means of entering data into a computer, salového, dérné Stitky. Kazda davka stitkd

usually a mainframe. Each batch of cards predstavovala ulohu. Davka uloh je Casto

represented a job. Batch jobs are often stored pfipravovana v pracovni dobé a pak vykonana

up during normal working hours and then vecer anebo kdykoliv, kdy je pocitaé méné zatiZen.

executed during the evening or whenever the Kdyz davkova uloha zaéne, pokracuje, dokud

computer is less busy. Once a batch job neskon¢i nebo dokud se nevyskytne chyba.
begins, it continues until it is complete or unitl Davkové zpracovani znamena, Ze uZivatel

an error occurs. Batch processing implies that nekomunikuje s programem bé&hem jeho provadéni.

there is no interaction with the User while the Opakem davkového zpracovani je transakéni neboli

program is being executed. The opposite of interaktivni zpracovani.

Batch Processsing is Transaction or

Interactive Processing (cf.).

Benchmark A Baseline used as a reference point. For Benchmark Vychozi stav (baseline) je pouzity jako vychozi bod.
example: (srovnavaci Napfiklad:

e An ITSM Benchmark can be used to test) 0 ITSM benchmark maze byt pouzity na
compare one Organisation's ITSM porovnani procesu v oblasti ITSM jedné
Processes with another organizace s jinou

e A Performance Benchmark may be o  Vykonnostni benchmark muaze byt
established by taking measurements of a porovnanim vykonnosti se simulovanym
simulated environment. prostfedim

s See Simulation Modelling. o  Viz simulaéni modelovani

Best Practice A proven Activity or Process that has been Nejlepsi Osvédcéené ¢innosti nebo procesy, které byly
successfully used by multiple Organisations. praktiky uspésné pouzity nékolika organizacemi. ITIL je

ITIL is an example of Best Practice. prikladem nejlepSich praktik

Billing (Financial Management) Part of the Charging | Fakturace (Financial Management) Cast procesu zpoplatnéni.

Fakturace je €innost zodpovédna za vytvoreni
faktury anebo U¢tu a ziskani penéz od zakazniku.
Viz Stanoveni cen
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Originalni
vyraz

Originalni vysvétleni

Prelozeny
vyraz

Prelozené vysvétleni

Brainstorming

A technique that helps a team to generate
ideas. Ideas are not reviewed during the
Brainstorming session, but at a later stage.
Brainstorming is often used by Problem
Management to identify possible causes.

Brainstorming

Technika, ktera pomaha tymu vymyslet napady.
Napady nejsou posuzovany béhem
brainstormingové schiizky, ale pozdéji.
Brainstorming je ¢asto pouzivan spravou problému
(Problem Management) k identifikaci potencialnich
pFicin.

benefits, options, issues, Risks, and possible
problems.

See Cost Benefit Analysis, Investment
Appraisal.

British The UK National Standards body, responsible British Narodni instituce v UK zodpovédna za vytvareni a

Standards for creating and maintaining British Standards. | Standard udrzovani britskych norem.

Institution See http://www.bsi-global.com for more Institution DalSi informace na http://www.bsi-global.com.

(BSI) information. (BSI) Viz ISO
See ISO.

BS 15000 British Standards Institution Specification and BS 15000 Britska norma pro IT Service Management. BS
Code of Practice for IT Service Management. 15000 byla vytvofena na zakladé nejlepSich praktik
BS 15000 is based on ITIL Best Practice, and ITIL a byla nahrazena ISO/IEC 20000.
has been superseded by ISO/IEC 20000.

BS 7799 British Standards Institution Specification and BS 7799 Britska norma pro Spravu bezpecnosti informaci
Code of Practice for Information Security (Information Security Management). BS 7799 byla
Management. BS 7799 has been superseded nahrazena ISO/IEC 17799 a ISO/IEC 27001.
by ISO/IEC 17799 and ISO/IEC 27001.

Budget (Financial Management) A list of all the Rozpocet (Financial Management) Seznam planovanych
money an Organisation or Business Unit plans pfijmu a vydaju organizace nebo podnikové jednotky
to receive, and plans to pay out, over a pro definované obdobi.
specified period of time. Viz Rozpoc¢tovani, Planovani.

See Budgeting, Planning.

Budgeting (Financial Management) The Activity of Rozpoctovani (Financial Management) Cinnost prognézovani a
predicting and controlling the spending of fizeni penéznich vydajd. Rozpoctovani
money. Consists of a periodic negotiation pfedstavuje periodické dohadovaci cykly pro
cycle to set future Budgets (usually annual) nastavovani budoucich rozpoctu (obvykle ro¢nich) a
and the day-to-day monitoring and adjusting of priibézné monitorovani a Upravy aktualnich
current Budgets. rozpocta.

See Accounting Period. Viz Ugetni obdobi.

Build (Release Management) Build (Release Management) Sestaveni nékolika
The Activity of assembling a number of (Sestaveni) konfiguraénich polozek tak, aby vytvofily sluzbu IT.
Configuration ltems to create part of an IT Termin build se také pouziva pro release, ktery je
Service. The term Build is also used to refer to schvalen k distribuci. Napfiklad Server build nebo
a Release that is authorised for distribution. laptop build.

For example Server Build or laptop Build. Viz Souhrnna konfiguraéni polozka.
See Assembly CI.

Build (Release Management) A controlled Prostredi pro (Release Management) Rizené prostiedi, kde jsou

Environment Environment where Applications, IT Services sestaveni kompletované aplikace, sluzby IT a jina sestaveni
and other Builds are assembled prior to being (build) pfedtim, nez se dostanou do testovaciho anebo
moved into a Test or Live Environment. produkéniho prostiedi.

Business An overall corporate entity or Organisation Business Spolecenska entita nebo organizace, ktera se sklada
formed of a number of Business Units. In the z vice podnikovych jednotek. V kontextu ITSM vyraz
context of ITSM, the term Business includes business zahrnuje vefejny sektor a neziskové
public sector and not-for-profit organisations, organizace stejné jako firmy. Poskytovatel sluzby IT
as well as companies. An IT Service Provider poskytuje sluzbu IT zakaznikovi v rdmci businessu.
provides IT Services to a Customer within a Provozovatel sluzby IT mize byt soucasti stejné
Business. The IT Service Provider may be part firmy jako jeho zakaznik (interni poskytovatel sluzby)
of the same Business as their Customer anebo &asti jiné firmy (externi poskytovatel sluzby)
(Internal Service Provider), or part of another
Business (External Service Provider).

Business (Capacity Management) In the context of Sprava kapacit | (Capacity Management) V kontextu ITSM je Sprava

Capacity ITSM, Business Capacity Management is the z pohledu kapacit z pohledu businessu (Business Capacity

Management Activity responsible for understanding future businessu Management) ¢innosti odpovédnou za porozuméni

(BCM) Business Requirements for use in the Capacity [ (BCM) budoucim pozadavkim businessu a jejich
Plan. zohlednéni v kapacitnim planu.

See Service Capacity Management. Viz Sprava kapacit z pohledu sluzeb (Service
Capacity Management).
Business Justification for a significant item of Business case | OspravedInéni naklad( pro vyznamnou polozku.
Case expenditure. Includes information about Costs, Obsahuje informaci o nakladech, vyhodach,

moznostech volby, otazkach, rizicich a moznych
problémech.
Viz Analyza nakladd a pfinost, Posouzeni investice
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Analysis (BIA)

Management that identifies Vital Business
Functions and their dependencies. These
dependencies may include Suppliers, people,
other Business Processes, IT Services etc.
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.

business (BIA)

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Business (IT Service Continuity Management) Sprava (IT Service Continuity Management) Sprava
Continuity Business Continuity Management is the kontinuity kontinuity businessu je podnikovy proces, ktery
Management Business Process which sets the Objectives, businessu nastavuje cile, rozsah a pozadavky na Spravu
(BCM) Scope and Requirements for IT Service (BCM) kontinuity sluzeb IT. BCM zodpovida za spravu rizik,
Continuity Management. BCM is responsible ktera mohou vazné ohrozovat business. BCM
for managing Risks that could seriously impact zajistuje, Ze business bude fungovat alespor na
the Business. BCM ensures that the Business minimalni dohodnuté Urovni, a to snizenim rizik na
can always Operate to a minimum agreed akceptovatelnou Urover a planovanim obnovy
level, by reducing the Risk to an acceptable podnikovych procesu.
level and Planning to Restore Business
Processes.
Business (IT Service Continuity Management) A Plan Plan kontinuity | (IT Service Continuity Management) Plan, ktery
Continuity defining the steps required to Restore businessu definuje kroky potfebné k obnoveni podnikového
Plan (BCP) Business Processes following a disruption. (BCP) procesu po jeho preruseni. Plan identifikuje
The Plan will also identify the triggers for spoustéci mechanismy pro vyvolani, osoby, které
Invocation, people to be involved, maji byt zainteresovany, komunikaci apod. Plan
communications etc. IT Service Continuity kontinuity sluZeb IT je podstatnou ¢asti Planu
Plans form a significant part of Business kontinuity businessu (BCP).
Continuity Plans.
Business A template Business Continuity Plan (BCP), or | Ramec planu Pfedloha Planu kontinuity businessu nebo sada
Continuity set of plans, produced to allow the structure kontinuity plant, vytvofenych s cilem schvalit strukturu a
Plan and proposed contents to be agreed before businessu navrhovany obsah jesté predtim, nez se udéla
Framework the detailed BCP is produced. detailni plan kontinuity businessu.
Business Planning for the resilience and recovery of all Planovani Planovani odolnosti a obnovy vSech identifikovanych
Continuity identified business processes and support kontinuity podnikovych procest a podpurnych aktivit.
Planning activities. businessu
Business (IT Service Continuity Management) The Tym podpory (IT Service Continuity Management) Tym
Continuity team of people responsible for carrying out kontinuity pracovnikd zodpovédny za provadéni ¢innosti
Team Activities defined in a Business Continuity businessu definovanych v planu kontinuity businessu
Plan.
Business A recipient of a product or a Service from the Zakaznik PFijemce produktu nebo Sluzby dodavané
Customer Business. For example if the Business is a car | businessu businessem. Napf. pokud je businessem vyroba
manufacturer then the Business Customer is automobilli, pak zakaznik businessu je ten, kdo
someone who buys a car. Kupuje auto.
Business Something that influences the definition of Business To, co ovliviiuje definici cild businessu a strategii,
Driver Business Objectives and Strategy. For driver (hybatel | napf. nova legislativa nebo aktivita konkurenta.
example new legislation or the actions of businessu) Termin hybatel businessu je nékdy pouzivan jako
competitors. The term Business Driver is synonymum pro cil businessu nebo strategii
sometimes used as a synonym for Business
Objective or Strategy.
Business A business unit within organisation, e.g. a Funkce Jednotka uvnitf organizace, napf. oddéleni, divize,
Function department, division or branch. businessu filialka.
Business (IT Service Continuity Management) BIA is Analyza (IT Service Continuity Management) BIA
Impact the Activity in Business Continuity dopadul na (Business Impact Analysis) je ¢innost Spravy

kontinuity businessu (Business Continuity
Management), ktera identifikuje podstatné funkce
businessu a jejich zavislosti. Tyto zavislosti mohou
zahrnovat dodavatele, personal, dalSi podnikové
procesy, sluzby IT atd.

BIA definuje pozadavky na obnovu sluzeb IT . Tyto
pozadavky zahrnuiji cile pro dobu obnovy (Recovery
Time Objectives), cile pro obnovu k urcitému bodu
(Recovery Point Objectives) a minimalini cile urovné
sluZby pro kaZzdou sluZbu IT.

See Operate.

Business IT Understanding how the IT Service Provider Soulad IT Porozuméni tomu, jak dodavatel sluzby IT poskytuje
Alignment provides value to the Business, and ensuring s businessem hodnotu businessu a zaruka, ze strategie IT, plany a
(BITA) that IT Strategy, Plans, and Services support (BITA) sluzby podporuji vize a cile businessu.
the Business Objectives, and Vision. Viz Kultura sluzeb
See Service Culture.
Business The Objective of a Business Process, or of the | Cil businessu Cil podnikového procesu nebo businessu jako celku.
Objective Business as a whole. Business Objectives Cile businessu podporuji vizi businessu, poskytuji
support the Business Vision, provide guidance navody pro strategii IT a jsou €asto podporovany
for the IT Strategy, and are often supported by sluzbami IT.
IT Services.
Business The day-to-day execution, monitoring and Podnikovy KazZdodenni provadéni, sledovani a sprava
Operations management of Business Processes. provoz podnikovych procesu.

Viz Provozovat
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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.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Business An understanding of the Service Provider and Pohled Porozuméni poskytovatele sluzeb a sluzeb IT
Perspective IT Services from the point of view of the businessu z pohledu businessu, a porozuméni businessu
Business, and an understanding of the z pohledu poskytovatele sluzeb.
Business from the point of view of the Service Viz Soulad IT s businessem (BITA)
Provider.
See Business IT Alignment.
Business A Process that is owned and carried out by the | Podnikovy Proces, jenz je vlastnén a provadén businessem.
Process Business. A Business Process contributes to proces Podnikovy proces pfispiva k dodavce produktu nebo
the delivery of a product or Service to a sluzby zakaznikovi businessu. Napf. maloobchodnik
Business Customer. For example, a retailer muze mit nakupni proces, jenz pomaha dodavce
may have a purchasing Process which helps sluzeb jejich obchodnim zakaznikim. Mnoho
to deliver Services to their Business podnikovych procesu businessu je zavislych na
Customers. Many Business Processes rely on sluzbach IT.
IT Services. Viz Podstatné funkce businessu, Hodnotovy fetézec
See Vital Business Function, Value Chain.
Business See Business Continuity Planning. Obnova Viz Planovani kontinuity businessu
Recovery businessu
Business (Business Relationship Management) The Sprava vztaht | (Business Relationship Management) Proces
Relationship Process responsible for maintaining a s businessem odpovédny za udrzovani vztah(i s businessem.
Management Relationship with the Business. This Process (BRM) Proces obvykle zahrnuje:
(BRM) usually includes: e  spravu osobnich vztahl s manazery
e Managing personal Relationships with businessu
Business managers e  spravu portfolia
e Portfolio Management e  zaruku, Ze dodavatel sluzeb IT uspokojuje
e Ensuring that the IT Service Provider is potfeby businessu zakaznika
satisfying the Business needs of the Tento proces je Uzce svazan se spravou urovni
Customers sluzeb (Service Level Management).
This Process has strong links with Service Viz Manazer zakaznickych vztah( (Account
Level Management. Manager)
See Account Manager.
Business (Business Relationship Management) A Manazer (Business Relationship Management) Role
Relationship Role responsible for maintaining the vztah( zodpovédna za udrzovani vztahu s jednim nebo
Manager Relationship with one or more Customers. This | s businessem vice zakazniky. Tato role je ¢asto kombinovana s roli
Role is often combined with the Service Level manazera urovni sluzeb.
Manager Role. Viz Manazer zakaznickych vztah(
See Account Manager.
Business A Service that is delivered to Business Sluzba Sluzba dodavana zakaznikovi businessu podnikovou
Service Customers by Business Units. For example businessu jednotkou. Napf. dodavka finanénich sluzeb
delivery of financial services to Customers of a zakaznikovi banky nebo dodavka zbozi zakaznikovi
bank, or goods to the Customers of a retail maloobchodu. Uspésné dodani sluzby businessu
store. Successful delivery of Business Casto zavisi na jedné nebo vice sluzbach IT
Services often depends on one or more IT
Services.
Business Unit | A segment of the Business which has its own Obchodni Segment businessu, ktery ma vlastni plany, metriky,
Plans, Metrics, income and Costs. jednotka pfijmy a naklady.
Call (Service Desk) (Incident Management) A Volani (Service Desk) (Incident Management) Telefonické
telephone call to the Service Desk from a volani uzivatele na Service Desk. Volani maze
User. A Call could result in an Incident or a vyustit v registraci incidentu nebo pozadavku na
Service Request being logged. sluzbu.
Call Centre (Service Desk) An Organisation or Business Call centrum (Service Desk) Organizace nebo podnikova
Unit which handles large numbers of incoming jednotka, ktera zpracovava velké mnozstvi
and outgoing telephone calls. pfichozich a odchozich telefonickych hovort.
See Service Desk. Viz Service Desk.
Call Type (Service Desk) A Category that is used to Druh volani (Service Desk) Kategorie uzivana pro rozliseni
distinguish incoming requests to a Service pfichazejicich pozadavkl na Service Desk. Bézné
Desk. Common call types are Incident, Service typy hovoru jsou Incident, Pozadavek na sluzbu a
Request and Complaint. Stiznost
Capability The Capability Maturity Model for Software Capability Model zralosti pro software (znamy jako CMM a SW-
Maturity Model | (also known as the CMM and SW-CMM) is a Maturity Model [ CMM) je model pouzivany pro identifikaci nejlepsich
(CMM) model used to identify Best Practices to help (CMM) praktik, aby se zlepsila zralost procesu. CMM byl

vyvinut institutem Software Engineering Institute
(SEl) na Univerzité Carnegie Mellon. V roce 2000
byl model SW-CMM aktualizovan — vznikl CMMI®
(Capability Maturity Model Integration - Integracni
model zralosti). SEI model SW-CMM, jeho hodnotici
metody ani vyukové materialy dale neudrZuje
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Configuration Management Database (CMDB)
because it contains large amounts of rapidly
changing data.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Capability Capability Maturity Model® Integration (CMMI) | Integracni Integra¢ni model zralosti (CMMI) je pfistup

Maturity Model | is a process improvement approach developed | model zralosti k vylepSovani procest vyvinuty institutem Software

Integration by the Software Engineering Institute (SEI) of (Capability Engineering Institute (SEI) na Univerzité Carnegie

(CMMI) Carnegie Melon University. CMMI provides Maturity Model | Melon. CMMI poskytuje organizacim zakladni
organizations with the essential elements of Integration/ charakteristiky efektivnich procest. Mize byt pouzit
effective processes. It can be used to guide (CMMI) jako smérnice pro zdokonaleni procesu v projektu,
process improvement across a project, a divizi nebo celé organizaci. CMMI pomaha
division, or an entire organization. CMMI helps integrovat tradi¢né rozdélené organizac¢ni funkce,
integrate traditionally separate organizational nastavovat cile a priority zdokonalovani procest,
functions, set process improvement goals and poskytuje navod pro fizeni kvality a slouzi jako
priorities, provide guidance for quality referencni Urover pro ohodnoceni stavajicich
processes, and provide a point of reference for procesUl. Dal$i informace jsou dostupné na
appraising current processes. See http://www.sei.cmu.edu/cmmi/ .
http://www.sei.cmu.edu/cmmi/ for more Viz CMM, Kontinualni zlepSovani, Zralost procesu
information.
See CMM, Continuous Improvement, Process
Maturity.

Capacity (Capacity Management) The maximum Kapacita (Capacity Management) Maximalni propustnost
Throughput that a Configuration ltem or IT (vykon) kterou muze konfiguracni polozka nebo
Service can deliver whilst meeting agreed sluzba IT poskytovat pfi dodrzeni dohodnutého cile
Service Level Targets. For some types of Cl, urovné sluzeb. Pro nékteré typy konfiguracnich
Capacity may be the size or volume, for polozek muze kapacita predstavovat velikost nebo
example a disk drive. mnozstvi, napf. u diskovych jednotek.

Capacity (Capacity Management) The Process Sprava kapacit | (Capacity Management) Proces odpovidajici za to,

Management responsible for ensuring that the Capacity of IT Ze kapacita sluzeb IT a infrastruktura IT jsou
Services and the IT Infrastructure is able to schopny dodat sluZzby na dohodnuté urovni, za
deliver agreed Service Level Targets in a Cost pfiméfenych nakladu a véas. Sprava kapacit
Effective and timely manner. Capacity (Capacity Management) bere do uvahy vSechny
Management considers all Resources required zdroje potfebné pro dodavku sluzeb IT a pfipravuje
to deliver the IT Service, and plans for short, plany pro pozadavky businessu v kratkodobém,
medium and long term Business stfednédobém a dlouhodobém horizontu.
Requirements.

Capacity (Capacity Management) A Database Databaze (Capacity Management) Databaze obsahujici

Management containing all data needed to support Capacity | Spravy kapacit | vSechna data potfebna pro podporu Spravy kapacit.

Database Management. The Capacity Management (CDB) Databaze spravy kapacit je obvykle oddélena od

(CDB) Database is usually separate from the databaze spravy konfiguraci (CMDB), protoze

obsahuje velké objemy dat, ktera se rychle méni.

Capacity Plan

(Capacity Management) A Capacity Plan is
used to manage the Resources required to
deliver IT Services. The Plan contains
scenarios for different predictions of Business
demand, and costed options to deliver the
agreed Service Level Targets.

Kapacitni plan

(Capacity Management) Kapacitni plan je pouzivan
k spravé zdroju potfebnych pro dodani sluzeb IT.
Plan obsahuje scénare pro rtzné progndzy
pozadavk(l businessu a ocenéné moznosti dodani
sluzeb na dohodnuté urovni.

Management because it is above an agreed
financial value.

Capacity (Capacity Management) The Activity within Planovani (Capacity Management) Cinnost spravy kapacit
Planning Capacity Management responsible for creating | kapacit odpovédna za vytvoreni kapacitniho planu.
a Capacity Plan.

Capital Cost (Financial Management) The cost of Investi¢ni (Financial Management) Naklady na zakoupeni
purchasing something that will become a naklady néceho, co se stane financnim aktivem, napf.
financial Asset, for example computer pocitatové vybaveni nebo budovy. Hodnota aktiv je
equipment and buildings. The value of the odepisovana v prubéhu vice u¢etnich obdobi.

Asset is Depreciated over multiple Accounting Viz Provozni naklady
Periods.
See Operational Cost

Capital Synonym for Capital Cost. Investi¢ni Synonymum pro Investiéni naklady

Expenditure naklady

(CAPEX) (CAPEX)

Capital The process of evaluating proposed Posouzeni Proces ocenéni navrhované investice do

Investment investment in specific fixed assets and benefits | investice konkrétniho zakladniho jméni a pfinosu ziskanych

Appraisal to be obtained from their acquisition. The jejim pofizenim. Techniky pouzité k tomuto ocenéni.
techniques used in the evaluation

Capital ltem (Financial Management) Synonym for an Investi¢ni (Financial Management) Synonymum pro aktiva,
Asset that is of interest to Financial polozka ktera jsou pfedmétem zajmu spravy financi

(Financial Management), protoze prekracuji
dohodnutou finanéni hodnotu.
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Communicatio
ns and
Telecommunic
ation Agency

Communicatio
ns and
Telecommunic
ation Agency

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Capitalisation (Financial Management) Identifying major Kapitalizace (Financial Management) Identifikace velkych
Cost as Capital, even though no Asset is nakladu jako investi€nich, i kdyz nejde o pofizeni
purchased. This is done to spread the impact majetku. Pouziva se tehdy, pokud potfebujeme
of the Cost over multiple Accounting Periods. rozlozit naklady do vice finan¢nich obdobi.

The most common example of this is software NejbéznéjSim pFikladem je vyvoj softwaru nebo
development, or purchase of a software nakup softwarové licence.
license.

Categorisation | See Incident Categorisation. Kategorizace Viz kategorizace incidentl

Category A named group of things that have something Kategorie Pojmenovana skupina véci, které maji spole¢né
in common. Categories are used to group rysy. Kategorie jsou uzity pro seskupovani
similar things together. For example Cost podobnych véci dohromady. Napf. ndkladové typy
Types are used to group similar types of Cost. jsou uzity pro seskupeni podobnych typl nakladu.
Incident Categories are used to group similar Kategorie incidentl jsou uzity pro seskupeni
types of Incident, Cl Types are used to group podobnych typu incidentd, typy konfiguracnich
similar types of Configuration Item. polozek (Cl) jsou uzity pro seskupeni podobnych

typl konfiguraénich polozek.

Cause / Effect | (Problem Management) A technique that Diagram (Problem Management) Technika, ktera pomaha

Diagram helps a team to identify all the possible causes | pfi€iny a identifikovat vSechny mozné pri€iny nasledku,
of an effect, such as a Problem. Originally nasledkl napfiklad problému. Diagram vyvinul Kaoru
devised by Kaoru Ishikawa and often called an Ishikawa, ¢asto se mu taky fika Ishikawav diagram.
Ishikawa Diagram, The output of this Vystupem je diagram, ktery vypada jako rybi kostra.
technique is a diagram that looks like a
fishbone.

CCTA The UK Government ,Central Communications | CCTA Britska vladni agentura ,Central Communications
and Telecommunications Agency” was the and Telecommunications Agency* je plvodnim
original author of ITIL. This Organisation no autorem ITIL. Tato organizace uz neexistuje a jeji
longer exists and its functions are now carried funkci nyni pIni Office of Government Commerce
out by of the Office of Government Commerce (OGC).

(0GQ).
Central See CCTA Central Viz CCTA

Changes. This board is usually made up of
representatives from all areas within the IT
Service Provider, representatives from the
Business, and Third Parties such as Suppliers.

(CCTA) (CCTA)

Certification Issuing a certificate to confirm Compliance to a | Certifikace Vydavani certifikatl, které potvrzuji shodu s
Standard. Certification includes a formal Audit normami. Certifikace zahrnuje formalni audit
by an independent and Accredited body. The nezavislym a akreditovanym organem. Termin
term Certification is also used to mean certifikace se uziva i ve vyznamu udéleni certifikatu
awarding a certificate to verify that a person k ovéfeni, ze osoba dosahla kvalifikace.
has achieved a qualification.

Change (Change Management) The addition, Zména (Change management) Pfidani, modifikace nebo
modification or removal of anything that could odstranéni ¢ehokoliv, co by mohlo mit vliv na sluzby
have an effect on IT Services. The Scope IT. Zmény by mély zahrnovat vSechny konfigura¢ni
should include all Configuration Items, poloZky, procesy, dokumentaci atd.

Processes, Documentation etc.

Change (Change Management) A group of people Poradni vybor | (Change management) Skupina lidi, ktera asistuje

Advisory that assists the Change Manager in the pro zmény, manazerovi zmén pfi jejich posuzovani, uréeni jejich

Board (CAB) assessment, prioritisation and scheduling of (CAB) priority a pfi jejich planovani. Tento organ je obvykle

tvofen reprezentanty vSech oblasti poskytovatele
sluZeb IT, reprezentanty businessu a tfetich stran,
napf. dodavatel(.

Changes. The primary objective of Change
Management is to enable beneficial Changes
to be made, with minimum disruption to IT
Services.

Change (Change Management) A sub-set of the Poradni vybor | (Change Management) Podskupina poradniho
Advisory Change Advisory Board who make decisions pro zmény / vyboru pro zmény, ktera rozhoduje o naléhavych
Board / about Emergency Changes. Membership of vybor pro zménach. O ¢lenstvi ve vyboru (CAB/EC) se muze
Emergency the CAB/EC may be decided at the time a naléhavé rozhodovat aZz v dobé, kdy je svolana schlizka,
Committee meeting is called, and depends on the nature zmény zavisi to na povaze naléhavé zmény.
(CAB/EC) of the Emergency Change. (CAB/EC)
Change (Change Management) Information about all Historie zmény | (Change Management) Informace o vSech
History changes made to a Configuration Item during zménach provedenych na konfiguraéni polozce
its life. Change History consists of all those v pribéhu jejiho Zivota. Historie zmény se sklada
Change Records that apply to the CI. z jednotlivych zdznaml o zméné, které se tykaji
konfiguraéni polozky.
Change (Change Management) The Process Sprava zmén (Change Management) Proces, odpovédny za
Management responsible for controlling the Lifecycle of all fizeni zivotniho cyklu vSech zmén. Primarnim cilem

Spravy zmén je umoznit realizaci prospéSnych zmén
pfi minimalnim naruseni sluzeb IT.
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Classification is used to ensure consistent
management and reporting. Cls, Incidents,
Problems, Changes etc. are usually classified.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Change Model | A repeatable way of dealing with a particular Zmeénovy Opakovatelny zpusob provadéni uréité kategorie
Category of Change. A Change Model defines | model zmén. Zménovy model pfedepisuje specifické
specific pre-defined steps that will be followed preddefinované kroky, které se budou provadét pfi
for a change of this Category. Change Models zménach zafazenych do této kategorie. Zménovy
may be very simple, with no requirement for model muize byt velice jednoduchy, bez pozadavki
approval (e.g. Password Reset) or may be na schvaleni (napf. znovunastaveni hesla), nebo
very complex with many steps that require naopak velmi slozity, s mnoha kroky vyzadujicimi
approval (e.g. major software release). schvaleni (napf. vétsi release softwaru).

See Standard Change, Change Advisory Viz Standardni zména, Poradni vybor pro zmény
Board.

Change (Change Management) A Record containing Zaznam o (Change management) Zaznam obsahujici detaily o

Record the details of a Change. Each Change Record | zméné zméné. Kazdy zaznam o zméné dokumentuje Zivotni
documents the Lifecycle of a single Change. A cyklus jednotlivé zmény. Zaznam o zméné se vytvari
Change Record is created for every Request pro kazdy poZzadavek na zménu, ktery se objevi, i
for Change that is received, even those that kdyZz muaze byt nasledné zamitnut. Zdznam o zméné
are subsequently rejected. Change Records by se mél odkazovat na konfiguracni polozky, které
should reference the Configuration Items that jsou zménou dotéeny. Zaznamy o zménach jsou
are affected by the Change. Change Records Casto uloZeny v konfiguragni databazi.
are often stored in a Configuration
Management Database.

Change Synonym for Request for Change. Zmeénovy Viz Pozadavek na zménu

Request pozadavek

Change (Change Management) A Document that lists | Plan zmén (Change Management) Dokument, shrnujici

Schedule all approved Changes and their planned vSechny schvalené zmény a datum jejich planované
implementation dates. A Change Schedule is implementace. Planu zmén se nékdy fika i plan
sometimes called a Forward Schedule of budoucich zmén (FSC)

Change. Viz Projektovana dostupnost sluzby (PSA)
See Projected Service Availability (PSA).

Change Slot (Change Management) A regular, agreed Zménové okno | (Change Management) Obvykly schvaleny ¢as, ve
time when Changes may be implemented with kterém mohou byt zmény implementovany
minimal impact on Services. Change Slots are s minimalnim dopadem na sluzbu. Zménova okna
usually documented in SLAs. jsou obvykle uvedena v SLA.

See Planned Downtime. Viz planovany vypadek

Chargeable A Deliverable of an IT Service that is used in Zpoplatnitelna Dodavka sluzby IT, ktera je pouzZivana pro vypocet

ltem calculating Charges to Customers. For polozka poplatkt zakaznika. NapF. pocet transakci, pocet
example, number of Transactions, number of stolnich PC.
desktop PCs.

Charging (Financial Management) Requiring payment Zpoplatnéni (Sprava financi) Vyzadovani plateb za sluzby IT.
for IT Services. Charging for IT Services is Zpoplatnéni IT sluzeb je voliteiné, mnohé organizace
optional, and many Organisations choose to se rozhodly povazovat poskytovatele sluzeb IT za
treat their IT Service Provider as a Cost nakladové stredisko.

Centre. Viz Proces zpoplatnéni, Politika zpoplatnéni
See Charging Process, Charging Policy

Charging (Financial Management) A Policy specifying Poplatkova (Financial Management) Politika, ktera specifikuje

Policy the Objective of the Charging Process, and the | politika cile procesu zpoplatnéni a zplsob, jakym jsou
way in which charges will be calculated. poplatky pocitany.

See Cost, Cost Plus, Going Rate, Market Viz Naklady, cena s pfirazkou, provozni cena, trzni
Rate. cena

Charging (Financial Management) The Process Proces (Financial Management) Proces odpovédny za

Process responsible for deciding how much Customers | zpoplatiiovani | rozhodovani, kolik budou zakaznici platit (tvorba
should pay (Pricing) and recovering money cen) a jak od nich penize ziskat (fakturace)
from them (Billing).

Charging A set of inter-related policies, activities and Systém Sada vzajemné souvisejicich politik, ¢innosti a

System tools that enable an IT service provider to zpoplathovani nastrojl, které umozni dodavateli sluzeb IT ziskat od
recover its costs from Customers. zakaznikl kryti svych nakladu.

Cl Type (Configuration Management) A Category Typ (Configuration Management) Kategorie, pouzivana
that is used to Classify Cls. The Cl Type konfiguraéni pro klasifikaci konfiguracnich polozek. Typ
identifies the required Attributes and polozky konfiguraéni polozky identifikuje pozadované atributy
Relationships for a Configuration Record. a vazby pro konfiguraéni zaznam. Bézné typy jsou
Common CI Types include: hardware, napf. hardware, dokument, uzivatel apod.
Document, User etc.

Classification The act of assigning a Category to something. | Klasifikace Prifazeni kategorie (k entité). Klasifikace je uzivana

pro zajisténi konzistentni spravy a reportovani.
Klasifikovany byvaiji obvykle konfigura¢ni polozky
(Cl), incidenty, problémy, zmény atd. .

Clerical
Backup

In case of contingency, delivering some part of
the required service without the IT
infrastructure. Nowadays, as well as some
manual processes, this is likely to be via
standalone PCs and commercial office
systems software.

Administrativni
zaloha

V pfipadé neocekavané udalosti dodavka nékterych
¢asti pozadované sluzby IT bez participace
infrastruktury IT. V sou€asnosti podobné jako u
manualnich procesu zpracovani pomoci
samostatného PC nebo pomoci standardniho
komeréniho systémového software.
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Problem, Change etc. to Closed.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Client A computer that is used directly by a User, for Klient Pocitag, ktery je pfimo pouzivan uzivatelem, napf.
example a PC, Handheld Computer, or PC, PDA, pracovni stanice.Termin klient se pouziva
Workstation. The term Client is also used to i v aplikacich typu klient-server, pro oznaceni té
mean the part of a Client-Server Application Casti, se kterou se setka uzivatel. Napf. e-mail
that the user directly interfaces with. For klient. Termin klient se v obecném vyznamu pouziva
example an email Client. i pro oznaceni zakaznika businessu. Napf. Manazer
The term Client is also used to mean klientd mize byt pouzit jako synonymum pro
Customers or the Business in a general sense. manazera zakaznickych vztah (Account Manager)
For example Client Manager may be used as a
synonym for Account Manager.

Client Access A software license that permits one Client to Licence Softwarova licence, ktera dovoluje jednomu klientovi

Licence make use of resources on a Server. klientského pouzivat zdroje na serveru.

pristupu

Closed The final Status in the Lifecycle of an Incident, | Uzavfeny Kone¢ny stav zivotniho cyklu incidentu, problému,
Problem, Change etc. When the Status is zmény apod. Ve stavu Uzavieny se neprovadéji
Closed, no further action is taken. zadné dalsi akce.

Closure The act of changing the Status of an Incident, Uzavfeni Zmeéna stavu incidentu, problému, zmény apod. na

Uzavieny.

Closure Code

A Category that is assigned to an Incident or
Problem before it is Closed. This code
identifies the cause, and is intended for use in
reporting and Trend Analysis. For example
,Customer training required®, ,Documentation
error, ,Software bug“.

Koéd uzavieni

Kategorie, kterou pfifazujeme incidentu nebo
problému pfedtim, nez je uzavien. Kéd identifikuje
pri¢inu a predpoklada se jeho pouziti ve vykazech a
v analyze trendl. Napf. ,poZzadavek na zakaznické
Skoleni®, ,chyba v dokumentaci®, ,softwarova chyba“

identification of critical Cls (that could cause
the failure of multiple IT Services) and of
fragile IT Services (that have multiple Single
Points of Failure).

COBIT Control Objectives for Information and related COBIT Cile Fizeni v informacnich a souvisejicich
Technology (COBIT) provides guidance and technologiich (COBIT) poskytuje navody a nejlepsi
Best Practice for the management of IT praktiky pro fizeni procesu IT. COBIT je vydan IT
Processes. COBIT is published by the IT Governance Institute. Pro vice informaci viz
Governance Institute. See http://www.isaca.org/
http://www.isaca.org/ for more information.

Code of A Guideline published by a public body or a Soubor Navod publikovany vefejnym organem nebo

Practice Standards Organisation, such as ISO or BSI. postupt normaliza¢ni organizaci, jako ISO nebo BSI. Mnoho

(COP) Many Standards consist of a Code of Practice (COP) norem je slozeno ze souboru postupu a specifikace.
and a Specification. The Code of Practice Soubor postupll popisuje doporu¢ené nejlepsi
describes recommended Best Practice. praktiky.

Cold Standby Synonym for Gradual Recovery. Studena Synonymum pro postupnou obnovu

zéloha

Command, The Processes and infrastructure that enable Instrukce, Procesy a infrastruktura, které umoznuji organizaci

control and an Organisation to effectively pass instructions | fizeni a efektivné pfedavat instrukce a informace. Umoznuji

communicatio | and information. This enables management komunikace vedeni fidit zdroje. Termin je typicky pouzivany

ns control of Resources. This term is typically pfi fizeni zavaznych incidentd (Major Incident
used in the management of Major Incidents, Management) a ve spravé kontinuity businessu
Business Continuity and IT Service Continuity. (Business Continuity Management) a spravé

kontinuity sluzeb IT (IT Service Continuity
Management).

Compliance Ensuring that a Standard or set of Guidelines Shoda Ujisténi, Zze se fidime normami nebo sadou navodu.
is followed. Viz audit
See Audit.

Component A general term that is used to mean one part Komponenta Obecny termin pouzivany ve vyznamu jedné ¢asti
of something more complex. For example, a vétsiho celku. Napf. pocitacovy systém muze byt
computer System may be a component of an komponentou sluzby IT, aplikace muze byt
IT Service, an Application may be a komponentou releasu. Komponenty, které potfebu;ji
Component of a Release Unit. Components spravu, by mély byt konfiguraénimi poloZzkami.
that need to be managed should be
Configuration ltems.

Component Cl | (Configuration Management) A Configuration | Dilci (Configuration Management) Konfigura¢ni
Item that is part of an Assembly CI. For konfiguraéni polozka, ktera je sou€asti souhrnné konfiguracni
example, a CPU or Memory Cl may be part of polozka polozky. Napf. konfiguraéni polozky CPU nebo
a Server Cl. pamét mohou byt €asti konfiguraéni polozky server.

Component (Problem Management) (Availability Analyza (Problem Management) (Availability

Failure Impact | Management) A technique that helps to dopadu Management) Technika, ktera pomaha identifikovat

Analysis identify the impact of Cl failure on IT Services. | vypadku dopad vypadku konfiguraéni polozky (CI) na sluzby

(CFIA) A matrix is created with IT Services on one komponenty, IT. Je vytvofena matice se sluzbami IT v jedné ose,
edge and Cls on the other. This enables the (CFIA) v druhé ose s Cl. To umoznuje identifikovat kritické

Cl (ty, které by mohly zpUsobit vypadek vice sluzeb
IT) nebo nestabilni sluzby (které maji vice slabych
mist (SPOF))
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Configuration Items required to deliver an IT
Service, including their Relationships. This
information is managed throughout the
Lifecycle of the Cl. The primary objective of
Configuration Management is to underpin the
delivery of IT Services by providing accurate
data to all IT Service Management Processes
when and where it is needed.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Computer (Service Desk) CTl is a general term covering | Integrace (Service Desk) CTI je obecny pojem pouzivany pro

Telephony any kind of integration between computers and | pocitace jakykoli typ integrace pocitacl a telefonnich

Integration telephone Systems. It is most commonly used s telefonem systémU. Nejbéznéji je uzivan k oznaceni systému,

(CTI) to refer to Systems where an Application (CTI) kdy aplikace zobrazuje detaily vztahujici se
displays detailed screens relating to incoming k pfichozimu nebo odchozimu telefonnimu hovoru.
or outgoing telephone calls. Viz Automaticka distribuce telefonnich hovor(,

See Automatic Call Distribution, Interactive Interaktivni hlasova odezva
Voice Response.

Concurrency A measure of the number of Users engaged in | Konkurenéni Méreni poctu uzivatel provadéjici stejnou operaci
the same Operation at the same time. Used in pFistup ve stejném Case. Pouziva se ve Sprave kapacit a
Capacity Management and License sprave licenci.

Management.

Confidentiality | (Security Management) A Security Principle Davérnost (Security Management) Bezpecnostni princip, jenz
that requires that data should only be vyZaduje, aby data byla dostupna pouze pro
accessed by authorised people. autorizované osoby.

Configuration A generic term, used to describe a group of Konfigurace Obecny pojem, pouzivany pro popis skupiny
Configuration Items that work together to konfiguracénich polozek, které spolupracuji na
deliver an IT Service, or a recognisable part of dodavce sluzby IT nebo rozpoznatelné ¢asti sluzby
an IT Service. Configuration is also used to IT. Konfigurace se uziva i jako popis nastaveni jedné
describe the parameter settings for one or nebo vice konfiguranich polozek
more Cls.

Configuration An integrated approach to Planning, Sprava Integrovany pfistup k planovani, implementaci a

and Change implementing and operating Configuration konfiguraci a provozu spravy konfiguraci (Configuration

Management Management, Change Management and zmén Management), spravy zmén (Change Management)

(C&CM) Release Management. a spravy releasll (Release Management).

Configuration A physical check on the infrastructure to Audit Fyzicka kontrola infrastruktury, ktera rozhodne, zda

Audit determine whether the Configuration konfiguraci si odpovidaji konfigura¢ni databaze (CMDB) a
Management Database (CMDB) and the fyzicky existujici konfiguraéni polozky. Audit
physical Configuration ltems (Cls) correspond. zahrnuje razné kontroly, od detekce
This could be anything from detecting neautorizovaného nebo nelicencovaného software
unauthorised or unlicensed items to checking ke kontrole stavu poloZek.
on the status of an item.

Configuration (Configuration Management) The Activity Rizeni (Configuration Management) Cinnost zodpovédna

Control responsible for ensuring that adding, modifying | konfiguraci za to, Ze pfidani, zména a odstranéni konfiguracni
or removing a Cl is properly managed, for polozky jsou provedeny spravné, napf. podanim
example by submitting a Request for Change pozadavku na zménu nebo pozadavkem na sluzbu.
or Service Request.

Configuration (Configuration Management) The Activity Identifikace (Configuration Management) Cinnost zodpovédna

Identification responsible for collecting information about konfiguraci za sbér informaci o konfiguraénich polozkach a
Configuration ltems and their Relationships, jejich vazbach, za plnéni konfiguraéni databaze.
and loading this information into the CMDB. Identifikace konfiguraci je také zodpovédna za
Configuration Identification is also responsible oznacovani konfiguraénich polozek tak, aby mohl
for labelling the Cls themselves, so that the byt nalezen odpovidajici Konfiguraéni zaznam.
corresponding Configuration Records can be
found.

Configuration (Configuration Management) Any Konfiguracni (Configuration Management) Jakakoliv

Iltem (CI) Component that needs to be managed in order | polozka (KP) komponenta, ktera by méla byt spravovana za
to deliver an IT Service. Information about ucelem dodavky sluzby IT. Informace o vSech Cl
each Cl is recorded in a Configuration Record jsou zaznamenany v konfiguraénim zaznamu
within the CMDB and is maintained throughout v CMDB a jsou udrzovany béhem jejich zivotniho
its Lifecycle by Configuration Management. cyklu Spravou konfiguraci. KP jsou fizeny Spravou
Cls are under the control of Change zmén (Change Management). KP typicky zahrnuji
Management. Cls typically include hardware, hardware, software, stavby, lidi a formalni
software, buildings, people, and formal dokumentaci, jako dokumentaci procesl a smluv
documentation such as Process SLA.
documentation and SLAs.

Configuration (Configuration Management) The Process Sprava (Configuration Management) Proces odpovidajici

Management responsible for maintaining information about konfiguraci za udrzovani informaci o konfigura¢nich polozkach

vyzadovanych pro dodavku sluzeb IT, v€etné jejich
vazeb. Tato informace se udrzuje béhem Zivotniho
cyklu konfiguraéni polozky. Primarnim cilem spravy
konfiguraci je podpofit dodavku sluzeb IT tim, ze
poskytuji pfesna data véem procesim spravy sluzeb
IT, kdy a kde je potfeba.
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a Business Objective is achieved. Example
Controls include Policies, Procedures, Roles,
software configurations, passwords, RAID,
fences, door-locks etc. A control is sometimes
called a Countermeasure or safeguard.
Control is also used as a generic term
meaning to manage something.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Configuration (Configuration Management) A Database Konfigura¢ni (Configuration Management) Databaze uzivana
Management used to manage Configuration Records databaze pro spravu konfiguraénich zaznam (KP) béhem
Database throughout their Lifecycle. The CMDB records (CMDB) jejich Zivotniho cyklu. V CMDB jsou zaznamenany
(CMDB) the Attributes of each CI, and Relationships atributy kazdé KP a vazby na dalsi KP. CMDB mUze
with other Cls. A CMDB may also contain obsahovat také dals$i informace s vazbou na KP,
other information linked to Cls, for example napf. zaznamy o incidentech, problémech a
Incident, Problem or Change Records. The zménach. CMDB je udrzovana Spravou konfiguraci
CMDB is maintained by Configuration (Configuration Management) a je vyuzivana vsemi
Management and is used by all IT Service procesy Spravy sluzeb IT.
Management Processes.
Configuration (Configuration Management) A Record Konfiguraéni (Configuration Management) Zaznam obsahujici
Record containing the details of a Configuration ltem. zadznam detaily konfiguraéni polozky. Kazdy konfiguraéni
Each Configuration Record documents the zaznam dokumentuje zivotni cyklus jedné
Lifecycle of a single Cl. Configuration Records konfiguraéni polozky. Konfiguraéni zaznamy jsou
are stored in a Configuration Management ulozeny v konfiguraéni databazi (CMDB).
Database.
Configuration (Configuration Management) The Activity Evidence (Configuration Management) Cinnost zodpovédna
Status responsible for recording and reporting the stavu za zaznamenavani a vykazovani zivotniho cyklu
Accounting Lifecycle of each Configuration Item. konfigurace kazdé konfigura¢ni polozky
Configuration (Configuration Management) The hierarchy Konfiguraéni (Configuration Management) Hierarchie a ostatni
Structure and other Relationships between all the struktura vazby mezi vS§emi konfiguraénimi polozkami, které
Configuration ltems that comprise a tvori konfiguraci
Configuration.
Configuration (Configuration Management) The Activities Verifikace a (Configuration Management) Cinnosti zaji$tujici,
Verification responsible for ensuring that information in the | audit Ze informace v CMDB jsou pfesné a ze vSechny KP
and Audit CMDB is accurate and that all Configuration konfiguraci byly identifikovany a zapsany do CMDB. Verifikace
Iltems have been identified and recorded in the zahrnuje rutinni kontroly, které jsou soucéasti
CMDB. Configuration Verification includes ostatnich proces(. Napf. ovéfovani vyrobniho Gisla
routine checks that are part of other desktopu, kdyz uzivatel registruje incident.
processes. For example, verifying the serial Konfigura¢ni audit je periodicka, formalni kontrola.
number of a desktop PC when a User logs an
Incident. Configuration Audit is a periodic,
formal check.
Continuous (Availability Management) An approach or Nepfretrzita (Availability Management) Pfistup nebo navrh, jak
Availability design to achieve 100% Availability. A dostupnost dosahnout 100% dostupnosti. Nepfetrzité dostupna
Continuously Available IT Service has no sluzba IT nema ani planované ani neplanované
planned or unplanned Downtime. vypadky.
Continuous The Process responsible for managing Neustalé Proces odpovédny za zdokonalovani procesu fizeni
Improvement improvements to IT Service Management zlepSovani sluzeb IT, méfi UspéSnost a modifikuje procesy a
Processes and IT Services. Continuous infrastrukturu IT tak, aby se zlepSila hospodarnost,
Improvement continually measures ucinnost a nakladova uginnost.
achievement and modifies Processes and the Viz Program neustalého zdokonalovani sluzby,
IT Infrastructure to improve Efficiency, Demingliv cyklus, Optimalizace
Effectiveness, and Cost Effectiveness.
See CSIP, SIP, Deming Cycle, Optimise.
Continuous (Availability Management) An approach or Nepfretrzity (Availability management) Pfistup nebo navrh
Operation design to eliminate planned Downtime of an IT | provoz vedeny smérem vylouceni planovanych prostojl
Service. Note that individual Configuration sluzby IT. Poznamenejme, Ze jednotlivé
Iltems may be down even though the IT Konfiguragni polozky mohou byt nedostupné i kdyz
Service is Available. je sluzba IT dostupna
Continuous A formal Programme to implement and Program Formalni program implementace a fizeni procesu
Service manage a Continuous Improvement Process. neustalého kontinualniho zlepSovani.
Improvement zlepSovani
Programme sluzby (CSIP)
(CSIP)
Contract A legally binding Agreement between two or Smlouva Pravné zavazna dohoda mezi dvéma nebo vice
more parties. stranami
Contract (Supplier Management) A Role responsible Manazer (Supplier Management) Role zodpovidajici za
Manager for managing Contracts with one or more smluv spravu smiuv s jednim nebo vice dodavateli.
Suppliers. Contract Managers usually work Manazer smluv obvykle Uzce spolupracuje
closely with Service Level Managers to ensure s manazery urovné sluzeb, aby bylo zajisténo, ze
that Supplier Contracts support agreed Service smlouvy s dodavateli odpovidaji dohodnutym
Level Targets for IT Services. cilovym udrovnim sluzeb pro sluzby IT.
Control A means of managing a Risk, or ensuring that Rizeni Prostfedky pro spravu rizik nebo prostfedky

zajistujici, Ze jsou dosazeny cile businessu.

PFikladem Fizeni mohou byt politiky, postupy, role,

softwarové konfigurace, hesla, RAID, bariéry,
zamky.

Rizeni je &asto pouzivano i jako obecny pojem — Fidit

néco.
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category to which Costs are assigned in
Budgeting and Accounting. For example
hardware, software, people, accommodation,
external and Transfer.

See Cost Element, Cost Unit, Cost Model.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Control See COBIT. COBIT viz COBIT

Objectives for

Information

and related

Technology

(COBIT)

Control The ISO/IEC 20000 Process group that Ridici procesy | Skupina procest normy ISO/IEC 20000, ktera

Processes includes Change Management and zahrnuje Change Management a Configuration
Configuration Management. Management.

Cost (Financial Management) The amount of Naklad (Financial Management) Mnozstvi penéz
money spent on a specific Activity, IT Service, vynaloZenych na urcitou €innost, sluzbu IT nebo
or Business Unit. Costs consist of real cost obchodni jednotku. Naklady mohou byt jak finanéni
(money), notional cost such as people's time, (penize), tak i pomyslIné, jako napf. vynalozeny ¢as
and Depreciation. Cost is also used as the nebo odpisy.
name of a Charging Policy that recovers the Termin naklady je ¢asto pouzivany pojem
exact cost of providing the service. v poplatkové politice, ktera zjiStuje pfesné naklady
See Opportunity Cost, Full Cost, Marginal poskytovani sluzby.
Cost. Viz naklady ztracené pfilezitosti, Uplné naklady,

mezni naklady.

Cost Benefit An Activity that analyses and compares the Analyza Cinnost, pfi které se analyzuji a srovnavaji naklady a

Analysis costs and the benefits involved in one or more nakladi a pfinosy alternativnich postupt. Viz obchodni pfipad,
alternative courses of action. pFinosu nakladova efektivita, odhady investic.
See Business Case, Cost Effectiveness, Viz Obchodni pfipad, Nakladova efektivita,
Investment Appraisal. Posouzeni investice

Cost Centre (Financial Management) A Business Unit or Nakladové (Financial Management) Podnikova jednotka nebo
Project to which costs are assigned. A Cost stfedisko projekt, pro které jsou sledovany naklady. Nakladové
Centre does not charge for Services provided. stfedisko neulctuje za poskytované sluzby.
An IT Service Provider can be run as a Cost Poskytovatel sluzeb IT mize fungovat jako
Centre or a Profit Centre. nakladové stredisko nebo jako ziskové stredisko.

Cost A measure of the balance between the Nakladova Mira rovnovahy mezi efektivitou a naklady na sluzbu,

Effectiveness Effectiveness and Cost of a Service, Process efektivita proces nebo ¢innost. Nakladové efektivni proces je
or activity, A Cost Effective Process is one takovy, ktery dosahne svych cilt s minimalnimi
which achieves its Objectives at minimum naklady.
Cost. Viz Kli¢ové ukazatele vykonnosti (KPI), Navratnost
See KPI, Return on Investment, Value for investic (ROI), Hodnota za penize (Value for
Money. Money).

Cost Element (Financial Management) The middle level of Nakladova (Financial Management) Stfedni Grover ¢lenéni, ke
category to which Costs are assigned in polozka které jsou vazany naklady ve vedeni rozpoctu a
Budgeting and Accounting. The highest level ucetnictvi.
category is Cost Type. For example a Cost Na nejvyssi urovni jsou Typy nakladu.
Type of ,people” could have cost elements of Napf. Typ nakladd "Lidé” maze byt zjemnén na
payroll, staff benefits, expenses, training, nakladové polozky "'mzdy”, "zaméstnanecké
overtime etc. Cost Elements can be further vyhody”, "cestovni vylohy”, "Skoleni”, "pfes€as” atd.
broken down to give Cost Units. For example Nakladové polozky mohou byt jesté ¢lenény na
the Cost Element ,expenses” could include nakladové jednotky. Napf. nakladova polozka
Cost Units of Hotels, Transport, Meals etc. "cestovni vylohy” obsahuje nakladové jednotky

"hotel”, "doprava”, "stravovani” atd.

Cost (Financial Management) A general term that Sprava (Financial Management) Obecny termin, pouzivany

Management is used to refer to Budgeting and Accounting, nakladu pro vedeni rozpoctu a ucetnictvi, nékdy také
sometimes used as a synonym for Financial pouzivany jako synonymum pro Spravu financi ve
Management for IT Services. sluzbach IT.

Cost Model (Financial Management) A framework used in | Nakladovy (Financial Management) Ramec pouzivany pfi
Budgeting and Accounting in which all known model vedeni rozpoctu a Ucetnictvi, kde vSechny znamé
Costs can be recorded, categorised, and naklady mohou byt zaznamenany, tfidény a
allocated to specific Customers, Business pfifazeny ke konkrétnimu zakaznikovi, obchodni
Units or Projects. Cost-by-Customer and Cost- jednotce nebo projektu. Bézné jsou modely Naklady
by-Service are common types of Cost Model. na zakaznika a Naklady na sluzbu. Viz také Typ
See Cost Type, Cost Element, Cost Unit. nakladd, Nakladova poloZzka a Nakladova jednotka.

Cost Plus (Financial Management) A Charging Policy in | Naklady (Financial Management) Politika zpoplatnéni, kdy
which Charges are calculated by adding a s pfirazkou jsou poplatky kalkulovany s pfidanou procentni
percentage to the Cost of providing the IT (Cost plus) pfirazkou k nakladim pro poskytnuti sluzby IT.
Service. The additional money is often used Dodatecné penize jsou uzity ¢asto pro budouci
for future investment. investice.

Cost Type (Financial Management) The highest level of | Typ nakladu (Financial Management) Nejméné podrobna

uroven €lenéni , ke které jsou vazany naklady ve
vedeni rozpoctu a ucetnictvi.

Napft. "hardware”, "software”, "ubytovani”, "externi”,
"doprava”

Viz Nakladova polozka, Nakladova jednotka,

Nakladovy model
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maximise Customer satisfaction and thus to
obtain long term benefits for the IT Service
Provider. Customer Focus can be displayed by
the entire Organisation (see Service Culture)
or by specific people or Processes.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Cost Unit (Financial Management) The lowest level of Nakladova (Financial Management) Nejdetailn&jSi uroven
category to which Costs are assigned, Cost jednotka ¢lenéni, ke které jsou pfifazeny naklady. Nakladové
Units are usually things that can be easily jednotky jsou obvykle snadno spocitatelné (napf.
counted (e.g. staff numbers, software licences) pocty zaméstnancd, licence softwaru) nebo snadno
or things easily measured (e.g. CPU usage, meéfitelné véci (napf. vyuziti CPU, spotfebovana
Electricity consumed). Cost Units are included elektfina).
within Cost Elements. For example a Cost Nakladové jednotky jsou sdruzovany do
Element of ,expenses” could include Cost nakladovych polozek. Napf. nakladova polozka
Units of Hotels, Transport, Meals etc. "cestovni naklady” je tvofena nakladovymi

jednotkami "hotel”, doprava”, "stravovani” atd.

Cost-by-Cus- (Financial Management) A type of Cost Nakladovy (Financial Management) Typ nakladového modelu,

tomer Cost Model in which Costs are identified and model Naklady | kde jsou naklady identifikovany a pfifazeny

Model allocated to Customers. na zakaznika zakaznikim.

Cost-by-Servi- | (Financial Management) A type of Cost Nakladovy (Financial Management) Typ nakladového modelu,

ce Cost Model | Model in which Costs are identified and model Naklady | kde jsou naklady identifikovany a pfifazeny ke
allocated to IT Services. na sluzbu sluzbam IT.

Costing The process of identifying costs and relating Kalkulace Proces identifikace nakladl a jejich navazani na
them to business units or activities. nakladu jednotky nebo &innosti businessu.

Counter- A synonym for Control. The term Protiopatfeni Termin Protiopatfeni byva pouzivan pro vechny

measure Countermeasure can be used to refer to any typy fizeni, nejCastgji ale v souvislosti s opatfenimi,
type of Control, but it is most often used when ktera zvysuji pfizplsobivost, odolnost proti
referring to measures that increase Resilience, porucham nebo spolehlivost IT sluzby
Fault Tolerance or Reliability of an IT Service.

CRAMM (Security Management) (Availability CRAMM (Security Management) (Availability
Management) (IT Service Continuity metoda pro Management) (IT Service Continuity
Management) CCTA Risk Analysis & analyzu a Management) Metoda CRAMM pro analyzu a
Management Method (CRAMM). A spravu rizik spravu rizik agentury CCTA. Metodologie a nastroj
methodology and tool for analysing and CCTA pro analyzu a spravu rizik. CRAMM byla vyvinuta
managing Risks. CRAMM was developed by britskou viadou, nyni je vlastnéna privatné
the UK Government, but is now privately (Siemens). Dalsi informace dostupné na
owned. Further information is available from http://www.cramm.com/
http://www.cramm.com/

Crisis (IT Service Continuity Management) Crisis Krizové fizeni | (IT Service Continuity Management) Krizové Fizeni

Management Management is the Process responsible for je proces zodpovédny za SirSi aspekty kontinuity
managing the wider implications of Business businessu. Tym krizového fizeni zodpovida za
Continuity. A Crisis Management team is strategické zalezitosti jako vztah s médii a divéra
responsible for Strategic issues such as akcionarl, a rozhoduje, kdy zadit uplatriovat plany
managing media relations and shareholder kontinuity businessu.
confidence, and decides when to invoke
Business Continuity Plans.

Critical Something that must happen if a Process, Rozhodujici Néco, co se musi stat, aby proces, projekt, plan

Success Project, Plan, or IT Service is to succeed. KPIs | faktor uspéchu | nebo IT sluzba dosahly uspéchu. Dosazeni tohoto

Factor (CSF) are used to measure the achievement of each | (CSF) faktoru se méfi klicovymi ukazateli vykonnosti (KPI).
CSF. For example a CSF of ,protect IT Napt. faktor CSF "ochrana IT sluzby pfi provadéni
Services when making Changes* could be zmén" je méfitelny indikatorem KPI "snizeni
measured by KPIs such as ,percentage pravdépodobnosti neluspésné zmény®, "snizeni
reduction of unsuccessful Changes®, pravdépodobnosti zmén, které zplsobi incident,
spercentage reduction in Changes causing atd.

Incidents® etc.

Culture A set of values that is shared by a group of Kultura Hodnoty sdilené skupinou lidi, véetné otekavaného
people, including expectations about how chovani, nazord, presvédcéeni a zvyklosti.
people should behave, ideas, beliefs, and Viz Vize
practices.

See Vision.

Customer Someone who buys goods or Services. The Zakaznik Nékdo, kdo kupuje zbozi nebo sluzby. Zakaznik
Customer of an IT Service Provider is the poskytovatele sluzeb IT je osoba nebo skupina,
person or group who defines and agrees the ktera definuje cile urovné sluzeb a schvaluje je.
Service Level Targets. The term Customers is Pojem Zakaznik byva nékdy neformalné uzivan ve
also sometimes informally used to mean smyslu Uzivatel, napf. "zakaznicky zamérena
Users, for example ,this is a Customer organizace®.

Focussed Organisation®.
Customer Understanding and meeting the real needs of Orientace na Porozuméni a vstficnost ke skuteénym potfebam
Focus Customers and Users. This is done to zakaznika zakaznik( a uzivateld, s cilem maximalizovat jejich

spokojenost, coz pfinasi dlouhodobé vyhody pro
dodavatele sluzeb IT. Orientaci na zakaznika mGze
vykazovat celd organizace (viz Kultura sluzeb),
konkrétni lidé nebo procesy.
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Service Provider. Licenses may also be
managed by the Supplier of the software
(Vendor Managed Use).

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Customer- (Software Asset Management) The Sprava licenci | (Software Asset Management) Licence jsou
Managed Use | management of licenses by the Customer or IT | zakaznikem spravovany zakaznikem nebo poskytovatelem IT

sluzeb. Licence muze spravovat i dodavatel
software. (Sprava licenci dodavatelem)

commitment in a Service Level Agreement or a
Contract. Deliverable is also used in a more
informal way to mean a planned output of any
Process.

Customer All of the activities necessary to ensure that IT | Sprava vztahd | VSechny &innosti potfebné k tomu, aby manazefi
Relationship Service Managers have a true understanding se sluzeb IT porozuméli skuteénym potfebam
Management of their customers’ needs and that the zdkaznikem zakaznikq, a ti aby si uvédomili svou zodpovédnost.
customers also understand their Pouzivani tohoto pojmu tak, jak mu rozumi sprava
responsibilities. Use of the term in an IT sluzeb IT, by nemélo byt zaménovano se
Service Management sense should not be specifickym vyznamem tohoto terminu CRM, ktery
confused with the specific CRM term which is se obecné soustfedi na napomahani businessu
generally focused on helping a business ,sell” "prodat® co nejvice, spiSe nez poskytovat lepSi
more to its customers rather than deliver better sluzby
services.
Database In IT Service Management, a Database is a Databaze Ve Spraveé sluzeb IT pojmem Databaze rozumime
structured collection of data, used to support strukturovanou mnozinu Udajd vyuzivanych pro
one or more Processes. A Database of this podporu jednoho nebo vice procest. Takto chapana
sort does not need to be a single physical databaze nemusi byt fyzicky jedna databaze, ale
Database, but may consist of various data muze byt tvofena vice datovymi zdroji a nastroji,
sources and tools that together meet the které vyhovuji pozadavkdm. Napf. databaze spravy
requirements. For example, Configuration konfiguraci, databaze kapacit, databaze dostupnosti,
Management Database, Capacity Database, aplika¢ni portfolio
Availability Database, Application Portfolio.
Definitive (Release Management) One or more physical | Definitivni (Release Management) Jedna nebo vice fyzickych
Hardware locations in which hardware Configuration sklad lokalit, v nichz jsou bezpeéné uloZzeny hardwaroveé
Store (DHS) ltems are securely stored when not in use. All | hardware konfiguraéni polozky, pokud nejsou pouzivany.
hardware in the DHS is under the control of (Definitive Veskery HW v DHS je fizen Spravou zmén a
Change and Release Management and is Hardware Spravou releast a je zaznamenan v CMDB. DHS
recorded in the CMDB. The DHS contains Store - DHS) obsahuje nahradni dily, udrzované na vhodné
spare parts, maintained at suitable revision revidované urovni, a maze také obsahovat
levels, and may also include hardware that is hardware, jenz bude souéasti budoucich releasu.
part of a future Release.
Definitive (Release Management) One or more Definitivni (Release Management) Jedna nebo vice lokalit,
Software locations in which the definitive and approved knihovna v nichZ jsou bezpecné ulozeny definitivni a
Library (DSL) versions of all software Configuration Items software - schvalené verze vSech softwarovych konfigura¢nich
are securely stored. The DSL may also Definitive polozek. DSL muUze obsahovat také souvisejici Cl,
contain associated Cls such as licenses and Software jako licence a dokumentaci. DSL je jedinym logickym
documentation. The DSL is a single logical Library - DSL) | ulozistém, a to i v pfipadé vice lokalit. Veskery
storage area even if there are multiple software v DSL je fizen Spravou zmén a Spravou
locations. All software in the DSL is under the releasU a je zaznamenan v CMDB. Pro pouZiti
control of Change and Release Management v releasu je akceptovatelny pouze SW z DSL.
and is recorded in the CMDB. Only software
from the DSL is acceptable for use in a
Release.
Deliverable Something that must be provided to meet a Dodavka To, co musi byt poskytnuto, aby se splnil zavazek

vyplyvajici z dohod o Urovni sluzeb (SLA) nebo ze
smlouvy.

Neformalné se pouziva ve vyznamu planovany
vystup procesu.

Delta Release

(Release Management) A Release that
includes only those Components of a Release
Unit that have actually changed since the last
Release. A Delta Release is also referred to as
a partial Release.

See Release Type.

Delta release

(Release management) Release, ktery obsahuje jen
ty komponenty nebo jednotky, které se zménily od
posledniho release. Casto se mu Fika ¢asteény
release.

Viz Typy release

or Activity upon another.

Demand (Capacity Management) Optimising the use Sprava (Capacity Management) Optimalizuje vyuziti

Management of Capacity by moving Workload to less pozadavku kapacit pfesunem pracovni zatéze do méné
utilised times, Servers, or places. Demand exponovanych dob, servert nebo lokalit. Sprava
Management often uses Differential Charging pozadavku €asto uziva rozdilnych cen v ¢ase pro
to encourage Customers to use IT Services at povzbuzeni zakaznikd k vyuziti sluzeb IT mimo
less busy times. Demand Management also nejfrekventovanéj$i doby. Sprava pozadavku
makes use of other techniques such as limiting vyuziva také dalSich technik, jako napf omezovani
the number of concurrent Users. poctu soubézné pracujicich uzivateld (=concurrent

users).
Deming Cycle | Synonym for Plan Do Check Act. Deminguv Synonymum pro Plan Do Check Act - koncepce:
cyklus planuj — délej — kontroluj — jednej)..
Dependency The direct or indirect reliance of one Process Zavislost PFima nebo nepfima zavislost jednoho procesu nebo

¢innosti na jiném nebo jiné.

itSMF Czech Republic, o.s., www.itsmf.cz, mailto: info@itsmf.cz

19



Slovnicek pojm ITIL verze 2

Configuration ltem or IT Service is not
Available during its Agreed Service Time. The
Availability of an IT Service is often calculated
from Agreed Service Time and Downtime.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Deployment (Release Management) The Activity Nasazeni (Release management) Cinnost, zodpovédna za
responsible for movement of new or changed nasazeni (zaclenéni) nového nebo zménéného
hardware, software, documentation, Process, hardware, software, dokumentace, procesu atd. do
etc to the Live Environment. produkéniho zivého provozu.

See Rollout. Viz Provozni nasazeni (Rollout)

Depreciation (Financial Management) A measure of the Amortizace/od | (Financial management) Méfitelné snizeni
reduction in value of an Asset over its life. This | pisy hodnoty majetku v prabéhu jeho zivotniho cyklu. Je
is based on wearing out, consumption or other zaloZeno na opotfebovani, spotfebovani nebo jiném
reduction in the useful economic value. shizeni uzitné ekonomické hodnoty

Detection (Incident Management) A stage in the Detekce (Incident management) Faze Zivotniho cyklu
Incident Lifecycle. Detection results in the Incidentu. Vysledkem detekce je Incident oznameny
Incident becoming known to the Service poskytovateli sluzeb. Detekce mUze probihat
Provider. Detection can be automatic, or can automaticky nebo maze byt vysledkem zaznamenani
be the result of a user logging an Incident. incidentu uZivatelem.

Development The Process responsible for creating or Vyvoj Proces odpovidajici za vytvafeni nebo Upravu sluzby
modifying an IT Service or Application. Also nebo aplikace IT . Pouziva se i pro oznaceni role
used to mean the Role or group that carries nebo skupiny, ktera vyvoj provadi.
out Development work.

Development An Environment used to create or modify IT Vyvojové Prostfedi pouZivané pro vytvareni nebo upravu

Environment Services or Applications. Development prostiedi sluzby IT nebo aplikace. Vyvojové prostredi typicky
Environments are not typically subjected to the neni fizeno tak pfisné jako prostfedi testovaci nebo
same degree of control as Test Environments produkéniho provozu.
or Live Environments. Viz vyvoj
See Development.

Diagnosis (Incident Management) (Problem Diagnoza (Incident Management) (Problem Management)
Management) A stage in the Incident and Faze Zivotniho cyklu Incidentu a Problému. Ugelem
Problem Lifecycles. The purpose of Diagnosis diagndzy je nalezeni nahradniho feseni incidentu
is to identify a Workaround for an Incident or (workaround) nebo primarni pficiny problému.
the Root Cause of a Problem.

Diagnostic (Service Desk) A structured set of questions Diagnosticky (Service Desk) Strukturovana sada otazek

Script used by Service Desk staff to ensure they ask skript pouzivana pracovniky Service Desku, aby kladli
the correct questions, and to help them spravné otazky, coz jim ma pomoci pfi klasifikaci,
Classify, Resolve and assign Incidents. analyze a pfifazovani incidentl. Diagnostické skripty
Diagnostic Scripts may also be made available mohou byt dostupné i pro uzivatele, aby jim pomohly
to Users to help them diagnose and resolve diagnostikovat a fesit jejich vlastni incidenty.
their own Incidents.

Differential (Financial Management) A technique used in | Diferencované | (Financial Management) Metoda uctovani

Charging Charging to support Demand Management by zpoplathovani | pouzivana pfi zpoplatfiovani pro podporu Spravy
charging different amounts for the same IT pozadavkl — v rizném Gase se UCtuji rdzné castky
Service Function at different times. za stejnou funkci sluzby IT.

Direct Cost (Financial Management) A cost of providing Pfimé naklady | (Financial Management) Naklady na poskytovani IT
an IT Service which can be allocated in full to sluzeb, které Ize jako celek zcela pfifadit
a specific Customer, Cost Centre, Project etc. konkrétnimu zakaznikovi, nakladovému stfedisku,
For example cost of providing non-shared projektu apod. Napf. naklady na poskytovani
servers or software licenses. nesdileného serveru nebo licence software.

See also Indirect Cost. Viz také Nepfimé naklady.

Disaster The processes within Business Continuity Planovani Proces Spravy kontinuity businessu (Business

Recovery Management tha focus upon recovery from, obnovy po Continuity Management), ktery je zaméfen zejména

Planning principally, physical disasters. havarii na zotaveni po Zivelné pohromé.

Do Nothing (IT Service Continuity) A Recovery Option. Necinnost (IT Service Continuity) Varianta obnovy.

The Service Provider formally agrees with the Poskytovatel sluzby se formalné dohodne se
Customer that Recovery of this IT Service will zakaznikem, Ze se sluzba IT nebude obnovovat.
not be performed.

Document Information in readable form. A Document may | Dokument Dokument je graficky zaznamenana informace
be paper or electronic. For example a Policy v papirové nebo elektronické formé. Napf.
statement, Service Level Agreement, Incident specifikace politik, dohoda o Urovni sluzeb, zaznam
Record, diagram of computer room layout. incidentu, schéma usporadani pocitacového salu.
See Record. Viz zaznam

Dormant (IT Service Continuity) A Recovery Option. Odpogivajici (IT Service Continuity) Varianta obnovyzotaveni

Contract The Service Provider takes out a Contract with | smlouva Poskytovatel sluzby uzavie smlouvu s dodavatelem
a Supplier to provide required products or na zabezpeceni pozadovaného produktu nebo
Services within agreed times for an agreed sluzby v dohodnutém Case za dohodnutou cenu.
price. The Contract is invoked as part of a Smlouva je aktivovana jako ¢ast planu obnovy, kde
Recovery Plan, at which time an additional za navysenou cenu je dodano zbozi nebo sluzba.
payment is made and the goods or Service are
provided.

Downtime (Availability Management) The time when a Vypadek (Availability Management) Obdobi, kdy

konfiguraéni polozka (KP) nebo sluzba IT neni
bé&hem dohodnuté provozni doby dostupna.
Dostupnost sluzby IT je Casto kalkulovana

z dohodnuté provozni doby a vypadku.
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Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Duplex Duplex equipment provides two, usually Duplex Zdvojené zafizeni: Dvé obvykle identické
identical, IT components each of which is komponenty IT, z nichz kazda je schopna provést
capable of performing the full task it the other celou Ulohu sama v pfipadé vypadku druhé.
fails.

Effectiveness A measure of whether the Objectives of a Efektivita Métfitko, zda byly dosaZeny cile procesu, sluzby
Process, Service or Activity have been nebo Cinnosti. Efektivni proces nebo ¢innost jsou ty,
achieved. An Effective Process or activity is které dosahnou dohodnutych cild.
one that achieves its agreed Objectives. Viz Klicovy ukazatel vykonnosti (KPI).

See KPL.

Efficiency A measure of whether the right amount of Hospodarnost | Méfitko, zda bylo pouzito (spotfebovano)
resources have been used to deliver a odpovidajici mnozstvi zdroju pro dodavku procesu,
Process, Service or Activity. An Efficient sluzby nebo &innosti. Hospodarny proces dosahne
Process achieves its Objectives with the svého cile s minimalnim mnozstvim spotfebovaného
minimum amount of time, money, people or ¢asu, penéz, lidskych &i jinych zdroja.
other resources. Viz klicovy ukazatel vykonnosti (KPI)

See KPI.

Emergency (Change Management) A Change that must Naléhava (Change Management) Zména, ktera musi byt

Change be introduced as soon as possible. For zména implementovana co nejdfive.
example to resolve a Major Incident or Napf. vyfeSeni zavazného incidentu nebo
implement a Security patch. The Change implementace bezpecnostni zaplaty. Proces spravy
Management Process will normally have a zmén obvykle obsahuje specificky postup pro
specific Procedure for handling Emergency vykonani naléhavé zmény.

Changes. Viz Poradni vybor pro zmény / vybor pro naléhavé
See Change Advisory Board / Emergency zmény (CAB/EC)
Committee (CAB/EC).

Environment A subset of the IT Infrastructure that is used Prostredi Cast infrastruktury IT pouzivané ke specifickym
for a particular purpose. For Example: Live ucelum.

Environment, Test Environment, Build Napf. produkéni prostiedi, testovaci prostfedi,
Environment. It is possible for multiple prostiedi pro sestaveni (build). Je mozné, aby jednu
Environments to share a Configuration Item, konfigura€ni polozku sdilelo vice prostfedi, napf.
for example Test and Live Environments may produkéni a testovaci prostiedi mohou vyuzZit

use different partitions on a single mainframe riznych segmentll jediného salového pocitace.
computer. Also used in the term Physical Pouziva se i pro oznaceni fyzického prostfedi jako
Environment to mean the accommodation, air napf. instalaéni prostfedi, klimatizace, napajeni
conditioning, power system etc. apod.

Error A design flaw or malfunction that causes a Chyba Chyba v navrhu nebo nefunkénost, ktera zplUsobi
Failure of one or more Configuration ltems or selhani jedné nebo vice konfiguraénich polozek
IT Services. A mistake made by a person or a nebo sluzby IT. Chybou je nazyvan i lidsky omyl
faulty Process that impacts a Cl or IT Service nebo chybny proces, ktery ma dopad na
is also an Error. konfiguraéni polozku nebo sluzbu IT.

See Known Error. Viz Znama chyba

Error Control (Problem Management) The Activity Rizeni chyb (Problem Management) Cinnost odpovédna za
responsible for managing Known Errors until spravu znamych chyb (Known errors), dokud nejsou
they are Resolved by the successful vyfeSeny uspéSnou implentaci zmén.
implementation of Changes. Viz Sprava probléma
See Problem Control.

Escalation An Activity that obtains additional Resources Eskalace Ziskani dodate¢nych zdrojli, pokud jsou vyzadovany
when these are needed to meet Service Level pro dosazeni urovni sluzeb nebo ocekavani
Targets or Customer expectations. Escalation zakaznika. Eskalace muze byt potfebna v jakémkoli
may be needed within any IT Service procesu sluzeb IT, avSak je obvykle spojena se
Management Process, but is most commonly Spravou incidentd, se Spravou problém( a Spravou
associated with Incident Management, stiznosti zakaznikd. Jsou dva typy eskalaci: funkéni
Problem Management and the management of eskalace a hierarchicka eskalace.

Customer complaints. There are two types of
Escalation, Functional Escalation and
Hierarchical Escalation.

Estimation The use of experience to provide an Odhad PFiblizZna hodnota pro metriku nebo naklady ziskana
approximate value for a Metric or Cost. na zakladé zkusenosti. Odhady se pouZivaji také ve
Estimation is also used in Capacity and sprave kapacit (Capacity Management) a spravé
Availability Management as the cheapest and dostupnosti (Availability Management) jako
least accurate Modelling method, nejlevnéjsi a nejméné presna modelovaci metoda.

European The EFQM Excellence Model was introduced Evropsky Model vynikajici kvality EFQM byl pfedstaven na

Foundation for | at the beginning of 1992 as the framework for ustav pro zacatku roku 1992 jako ramec pro ocefovani

Quality assessing Organisations for the European spravu kvality organizaci cenou Evropskeé kvality. Je to dnes

Management Quality Award. It is now the most widely used (European nejrozSifenéjsi evropsky organizaéni ramec a stal se

(EFQM) organisational framework in Europe and it has | Foundation for | zakladem pro vétSinu narodnich a regionalnich
become the basis for the majority of national Quality ocenéni kvality.
and regional Quality Awards. See Management/ Dal$i informace na http://www.efgm.org/
http://www.efgm.org/ for more information. EFQM)
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determine the chain of events that leads to a
Problem. Fault Tree Analysis represents a
chain of events using Boolean notation in a
diagram.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Event An Alert or notification created by any IT Udalost Vystraha nebo upozornéni pochazejici od sluzby IT,
Service, Configuration Item or monitoring tool. konfiguraéni polozky nebo monitorovaciho nastroje.
For example a notification that a batch job has Napf. upozornéni, ze davkova uloha dobéhla.
completed. Events typically require IT Udalost typicky pozaduje, aby pracovnik provozu IT
Operations personnel to take actions, and proved| néjakou ¢innost a ¢asto vede
often lead to Incidents being logged. k zaznamenani Incidentu.

See Event Management. Viz Sprava udalosti (Event Management)

Event The Process responsible for managing Events | Sprava Proces odpovédny za spravu udalosti b&hem jejich

Management throughout their Lifecycle. Event Management | udalosti Zivotniho cyklu. Sprava udalosti je jednou z hlavnich
is one of the main Activities of IT Operations. ¢innosti provozu IT.

Examination An Organisation Accredited to develop and ZkuSebni Organizace povéfena pfipravou a provadénim

Board manage examinations. IT Service instituce zkouSek. ZkuSebni komise spravy IT sluzeb jsou
Management Examination Boards are akreditovany ICMB k pfipravé zkousek ITIL,
accredited by ICMB to develop ITIL vychazejicich z b&Znych osnov, k akreditaci
examinations, based on a common syllabus, to $kolicich organizaci a k udélovani certifikatu.
Accredit training Organisations, and to award Viz ISEB, EXIN
Certificates.

See ISEB, EXIN.

Examination The Examination Institute for Information Examination Examination Institute for Information Science je

Institute for Science, is accredited by the ICMB as an Institute for zkuSebni instituce autorizovana ICBM.

Information Examination Board. Information DalSi informace na http://www.exin-exams.com/

Science See http://www.exin-exams.com/ for more Science

(EXIN) information. (EXIN)

Excellence Outstanding practice in managing the Dokonalost, Vynikajici pFistup k fizeni organizace a dosahovani
organisation and achieving results based on vynikajici vysledkl zaloZeny na zakladnich konceptech jako:
fundamental concepts which will include: kvalita orientace na vysledek, zaméfeni na zakaznika,
results orientation; customer focus; leadership vedeni a stabilita zamér(, procesy a fakta, zapojeni
and constancy of purpose; processes and lidi, kontinualni zlepSovani a inovace, oboustranné
facts; involvement of people; continuous vyhodna partnerstvi, spoleCenska odpovédnost.
improvement and innovation; mutually Dokonalost mGze byt efektivné mérena jen
beneficial partnership; public responsibility. objektivnim srovnanim s nejlepSimi postupy
Excellence can only be measured effectively externich organizaci.
by objective comparison with external best
practice.

Exception A Document containing details of one or more Zprava o Dokument obsahujici detaily jednoho nebo vice

Report KPIs or other important targets that have vyjimkach Klicovych ukazatell vykonnosti (KPI) nebo dalSich
exceeded defined thresholds. Examples dualezitych cila, které prekrocily stanovené meze.
include SLA targets being missed or about to Prikladem mohou byt cile SLA, které v souc¢asnosti
be missed, and a Performance Metric nejsou plnény nebo maji tendenci nebyt pinény a
indicating a potential Capacity problem. vykonnostni metriky indikujici potencialni kapacitni

problémy.

External A Customer who works for a different Business | Externi Zakaznik, ktery neni soucasti stejné organizace jako

Customer to the IT Service Provider. zdkaznik Poskytovatel IT sluzeb.

See External Service Provider, Internal Viz Externi poskytovatel sluzeb, Interni zakaznik

Customer.

External An input Cost Type that represents complex Naklady na Typ vstupnich nakladd, ktery reprezentuje celkové

Service Cost mixtures of services bought from third parties. externi sluzby | naklady na sluzby nakupované od tfetich stran .

External An IT Service Provider which is part of a Externi Poskytovatel IT sluzeb, ktery neni soucasti stejné

Service different Business to their Customer. An IT poskytovatel organizace jako jeho zakaznik.

Provider Service Provider may have both Internal sluzeb
Customers and External Customers. Poskytovatel IT sluzeb mGze mit oba typy zakaznikd
See Internal Service Provider, Application —interni i externi.

Service Provider, Internet Service Provider. Viz Interni poskytovatel sluzeb, Poskytovatel
aplikaéni sluzby (ASP), Poskytovatel internetového
pfipojeni (ISP)

Failure Loss of ability to Operate to Specification, or to | Porucha Ztrata schopnosti provozu poskytovat sluzbu podle
deliver the required output. The term Failure specifikace nebo podle pozadovaného vystupu.
may be used when referring to IT Services, Termin Porucha (Failure) mize byt pouzit ve vztahu
Processes, Activities, Configuration ltems etc. ke sluzbam IT, procesiim, aktivitam, konfiguraénim
A Failure often causes an Incident. polozkam atd. Porucha ¢asto zpusobuje incident.
See Error. Viz Error (chyba).

Fault Synonym for Error. Vada Synonymum pro Chyba

Fault The ability of an IT Service or Configuration Odolnost proti | Schopnost sluzby IT nebo konfigura¢ni polozky

Tolerance Item to continue to Operate correctly after chybam pokracovat spravné v provozu po poruse jejich ¢asti.
Failure of a Component part. Viz PrizplGsobivost, Protiopatfeni
See Resilience, Countermeasure.

Fault Tree (Problem Management) (Availability Analyza (Problem Management) (Availability

Analysis Management) A technique that can be used to | stromu poruch | Management) Technika, kterd mGze byt pouzita pro

(FTA)

zjisténi fetézce udalosti, které vedou k problému.
Analyza stromu poruch reprezentuje fetézec udalosti
zanesenych do diagramu za pouziti boolovské
notace.
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Period covering 12 consecutive months. A
Financial Year may start on any date, for
example 1 April to 31 March.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Financial A common abbreviation of Financial Sprava financi | Bé&zna zkratka pro Spravu financi pro sluzby IT
Management Management for IT Services
Financial (Financial Management) The Process Sprava financi | (Financial Management) Proces, ktery odpovida za
Management responsible for managing an IT Service pro sluzby IT spravu rozpoctl poskytovatele sluzeb IT, za
for IT Services | Provider's Budgeting, Accounting and poZadavky na uctovani a zpoplathovani.
Charging requirements.
Financial year | (Financial Management) An Accounting Fiskalni rok (Financial Management) U&etni obdobi — 12 po

(finanéni rok)

sobé nasledujicich mésicl. Fiskalni rok maze zagit
kdykoli, napf. od 1. dubna do 31. bfezna

Configuration Item, IT Service etc. that is
capable of meeting its objectives or Service
Levels. Being Fit for Purpose requires suitable
design, implementation, control and
maintenance.

First Time Fix (Service Desk) (Incident Management) A Cetnost feseni | (Service Desk) (Incident Management) Metrika,
Rate Metric that measures the percentage of na prvni Grovni | kterd méfi procento Incidentll vyfeSenych na prvni
Incidents resolved by First-line Support without urovni podpory bez zpozdéni nebo eskalace.
delay or Escalation. Other definitions of this Poskytovatelé sluzeb IT nékdy pouzivaji i jiné
Metric are possible, for example some IT definice, napf. procento incident(, které jsou
Service Providers define it as the percentage vyfeSeny v prubéhu prvniho telefonického hovoru s
of Incidents that are Resolved during the initial uzivatelem.
User phone call.
First-line (Service Desk) (Incident Management) The Prvni Uroven (Service Desk) (Incident Management) Prvni
Support first level in a hierarchy of Support Groups podpory uroven v hierarchii podptrnych skupin zac¢lenénych
involved in the resolution of Incidents. Each do feSeni incidentd. Kazda vyssi drovern ma
level contains more specialist skills, or has k dispozici specialisty s vét8imi znalostmi nebo ma
more time or other resources. vice ¢asu nebo dal$ich zdroju.
See Escalation. Viz Eskalace.
Fishbone Synonym for Cause / Effect Diagram. Diagram rybi Synonymum pro diagram pfi¢ina/nasledek
Diagram kosti (Ishikawtv diagram)
Fit for Purpose | An informal term used to describe a Process, Odpovidajici Neformalni termin pouzivany pfi popisu procesu,

danému ucelu

konfiguraéni polozky, sluzby IT apod., které jsou
schopné dosahnout svého cile nebo Urovni sluzeb.
Vyzaduje spravny navrh, implementaci, fizeni i
udrzbu.

be agreed with customers, Service Level
Management, the Service Desk and
Availability Management. Once agreed, the
Service Desk would communicate to the Users
any planned or additional downtime arising
from implementing the Changes (cf. Projected
Service Availability).

Fixed Cost (Financial Management) A Cost that does not | Fixni naklady (Financial Management) Naklady, které nejsou
vary with IT Service usage. For example the zavislé na vyuzivani IT sluzby. Napf. naklady na
cost of Server hardware. pofizeni serveru.

See Variable Cost. Viz variabilni naklady

Fixed Facility (IT Service Continuity Management) A Trvalé zafizeni | (IT Service Continuity Management) Trvale
permanent building, available for use when vyc¢lenéna budova, v pfipadé potfeby pouzitelna pro
needed by an IT Service Continuity Plan. Plan kontinuity IT sluZeb.

See Recovery Option, Portable Facility. Viz Varianta obnovy, Pfenosné zarizeni

Fixed Price (Financial Management) A Cost or Charge Pevna cena (Financial Management) Cena nebo poplatky jsou
agreed with a Supplier or Customer. This Cost pevné dohodnuty mezi dodavatelem a zakaznikem.
or Charge remains the same, even if Resource Cena nebo poplatky zUstavaji stejné bez ohledu na
usage or time to deliver a Project changes. zmény vyuziti zdroju, doby dodani nebo zmény

v projektu.

Follow the Sun | (Service Desk) A methodology for using Nepfretrzita (Service Desk) Metodika vyuzivani sluzeb podpory

Support Service Desks and Support Groups around the | podpora a podpulrnych skupin celosvétové, aby se
world to provide seamless 24 * 7 Service. zabezpedila jeji nepfetrzita dostupnost 24 hodin
Calls, Incidents, Problems and Service denng, 7 dni v tydnu. Telefonaty, incidenty,
Requests are passed between groups in problémy a servisni poZadavky se pfedavaji mezi
different time zones. skupinami v rliznych ¢asovych pasmech.

Fortress An approach to IT Service Continuity where Metoda PFistup ke kontinuité poskytovani sluzby IT, kde celé

Approach the entire IT site is made as disaster-proof as Pevnost pracovisté IT je tak odolné proti kalamitnim stavim,
possible. jak je to jen mozné.

Forward A schedule that contains details of all the Plan Plan obsahujici vSechny detaily zmén schvalenych

Schedule of Changes approved for implementation and budoucich k implementaci a na¢asovani jejich zamyslené

Change their proposed implementation dates. It should [ zmén implementace. Mél by byt schvaleny zakaznikem,

spravou urovné sluzeb, spravou dostupnosti a
service deskem.

Poté, co je plan schvalen, sdéluje Service Desk
zakaznikovi planované nebo dodate¢né prostoje
vznikajici pfi implementaci zmén.

viz Projektovana dostupnost sluzby

Front-office /

The business process relating to Customer

Front-office/

Proces businessu, souvisejici s interakci se

algorithm that attempts to reflex probable
resource usage.

Front-end interaction, often including marketing, pricing Front-end zakazniky, ¢asto zahrnujici funkce marketingu,

and sales related functions. tvorby cen a prodeje.
Full A principle where all direct costs are allocated PIna absorpce | Princip, kde jsou v8echny pfimé naklady pfifazeny
Absorption to cost units and overhead costs are nakladi k nakladovym jednotkam a rezijni naklady jsou
Costing apportioned according to a meaningful rozdélovany podle smysluplného algoritmu tak, aby

odrazely pravdépodobné vyuziti zdrojl.
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command languages. GUIs such as those
used by Windows and Apple Macintosh
typically feature a pointer, a pointing device,
icons, a desktop, windows and menus.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Full Cost (Financial Management) The total Cost of all Celkové (Financial Management) Celkové naklady vSech
the resources used in supplying an IT Service, | naklady zdrojl pouzitych pro zajisténi dodavky sluzby IT,
i.e., the sum of the Direct Costs of producing napf. soucet pfimych nakladd, které produkuji
the output, a proportional share of Indirect vystup, a odpovidajici ¢asti nepfimych nakladu, plus
Costs, and any selling and distribution naklady na prodej a distribuci.
expenses. Viz Celkové naklady na vlastnictvi, mezni naklady
See Total Cost of Ownership, Marginal Cost.

Full Release (Release Management) A Release that Upliny release (Release Management) Release, ktery obsahuje
includes all Components of a Release Unit, vSechny komponenty jednotky releasu véetné téch,
including those that have not changed. které nebyly zménény.

See Release Type. Viz Typ releasu.

Function An intended purpose of a Configuration Item, Funkce Zamyslené pouziti Konfiguraénich polozek, osob,
Person, Team, Process, or IT Service. For tymud, procesu nebo sluzeb IT. NapF. jednou funkci
example one Function of an Email Service e-mailové sluzby mize byt archivace a preposilani
may be to store and forward outgoing mails, odchozi poéty, funkci podnikového procesu miize
one Function of a Business Process may be to byt odesilani zbozi zakaznikdm.
dispatch goods to Customers. The term Termin Funkce mGze mit i dva jiné vyznamy:
Function also has two other meanings: - vykonavat pfedpokladany ukol spravné

e perform the intended purpose correctly, "Pogitac je funkéni®
»The computer is Functioning* - tym nebo skupina lidi, "Funkce
e team or group of people, ,The Change zménového fizeni*
Management Function®.

Functional Transferring an Incident, Problem or Change Funkéni Pfeneseni incidentu, problému nebo zmény na

Escalation to a technical team with a higher level of eskalace technicky tym s vy3Si expertni Urovni za ucelem
expertise to assist in an Escalation. asistence pfi eskalaci.

Going Rate (Financial Management) A Charging Policy in | Bézna cena (Financial Management) Politika zpoplatriovani,
which Charges are the same as those charged kde ceny jsou stejné jako naklady jinych vnitfnich
by other internal departments or internal oddéleni uvnitf organizace nebo vnitfnich oddéleni v
departments of similar Organisations. podobnych organizacich.

Gradual (IT Service Continuity Management) A Postupna (IT Service Continuity Management) Varianta

Recovery Recovery Option which is also known as Cold obnova obnovy, znama také jako Studena zaloha. Jsou
Standby. Provision is made to Recover the IT pfijata takova opatfeni, ktera mohou obnovit sluzbu
Service in a period of time greater than 72 IT v obdobi del§im nez 72 hodin. Postupna obnova
hours. Gradual Recovery typically uses a typicky uZiva pojizdna nebo stala zafizeni, ktera maji
Portable or Fixed Facility that has vytvofeno kontrolované prostfedi a sitové pfipojeni,
environmental support and network cabling, ale neobsahuji pocitacové systémy. Hardware a
but no computer Systems. The hardware and software jsou instalovany jako soucast Planu
software are installed as part of the IT Service kontinuity sluzeb IT (IT Service Continuity Plan).
Continuity Plan.

Graphical Designed to make programs easier to use, Grafické Je navrhovéano tak, aby usnadriovalo pouZivani

User Interface | GUIs can free the User from learning complex uzivatelské programt, GUI osvobozuje uzivatele od pouzivani

rozhrani (GUI)

slozitych pfikazovych jazyka. Typickymi prvky GUI (u
Windows nebo Apple Macintosh) jsou kurzor,
mys$/ukazovaci zafizeni, ikony, pracovni plocha,
okna a menu.

Guideline A Document describing Best Practice, that Navod Dokument popisujici nejleps8i praktiky, ktery
recommends what should be done. doporuéuje, co by se mélo délat. Dodrzovani
Compliance to a guideline is not normally smérnic nebyva obvykle vynucovano.
enforced. Viz Norma
See Standard.

Hard Charging | The situation within an enterprise whereby PFfimé Situace v ramci spole¢nosti, kdy jsou finance
funds are transferred from the Customers to zpoplatnéni presouvany od zakaznika k poskytovateli sluzeb
the service provider in payment for the delivery jako platba za dodavku sluzeb.
of services.

Help Desk (Service Desk) A point of contact for Users to | Help Desk (Service Desk) Kontaktni misto, kde mohou
log Incidents. A Help Desk is usually more uzivatelé zaznamenavat incidenty. Ve srovnani se
technically focussed than a Service Desk and Service Desk) je Help Desk obvykle vice technicky
does not provide a Single Point of Contact for orientovan. Help desk neni jedinym kontaktnim
all interaction. The term Help Desk is often mistem pro vSechny interakce.
used as a synonym for Service Desk. Termin Help desk se ¢asto uziva jako synonymum

pro Service desk.

Hierarchical Informing or involving more senior levels of Hierarchicka Informovani nebo aktivizace nadfizenych urovni

Escalation management to assist in an Escalation. eskalace managementu za uelem spoluprace pfi eskalaci.

Hot Standby Synonym for Immediate Recovery Horka zaloha Synonymum pro okamzitou obnovu

Identification See Configuration Identification. Identifikace Viz Identifikace konfiguraci
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Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Immediate (IT Service Continuity Management) A Okamzita (IT Service Continuity Management) Varianta

Recovery Recovery Option which is also known as Hot obnova obnovy znama také jako Hot Standby. Jsou pfijata
Standby. Provision is made to Recover the IT takova opatfeni, ktera mohou obnovit sluzbu IT
Service in a short period of time, typically less v kratkém case, typicky kratSim nez 2 hodiny, avSak
than 2 hours but could be up to 24 hours. muze to byt az do 24 hodin. Okamzita obnova
Immediate Recovery typically uses a (Immediate Recovery) typicky pouziva dedikované
dedicated Fixed Facility with computer pevné zafizeni s poc¢itaCovymi systémy a se
Systems, and software configured ready to run softwarem nakonfigurovanym pro provoz sluzeb IT.
the IT Services. Immediate Recovery may take Okamzité zotaveni mlze trvat az do 24 hodin, pokud
up to 24 hours if there is a need to Restore je tfeba rekonstruovat data ze zaloh.
data from Backups.

Impact A measure of the effect of an Incident, Dopad Mira uc€inku incidentu, problému nebo zmény na
Problem or Change on Business Processes. podnikové procesy. Dopad je €asto zalozen na tom,
Impact is often based on how Service Levels jaky vliv bude mit na uroven sluzby. Dopad a
will be affected. Impact and Urgency are used naléhavost jsou uzivany pro pfifazeni priority.
to assign Priority. Viz Kéd dopadu.
See Impact Code.

Impact The identification of critical business Analyza Identifikace kritickych podnikovych procesu a

Analysis processes and the potential damage or loss dopadu potencialniho poskozeni nebo ztraty, ktera by byla
that may be caused to the organisation zpUusobena prerusenim téchto procest nebo
resulting from a disruption to those processes, navrzenou zmenou.
or perhaps from a proposed change. Business
impact analysis identifies the form the loss or Analyza dopadud na business zkouma formu, jakou
damage will take; how that degree of damage by se mohly projevit ztraty nebo poskozeni,
or loss is likely to escalate with time following jak by se v ¢ase po incidentu stupnoval stuper
an Incident; the minimum staffing facilities and poskozeni nebo ztraty, minimalni zdroje personalu a
services needed to enable business processes sluzby potfebné k zabezpeceni béhu podnikového
to continue to operate at minimum acceptable procesu alespon na nejnizSi akceptovatelné Grovni,
level; and the time within which they should be a Cas, béhem kterého by proces mél byt obnoven.
recovered. The time within full recovery of the Stanovuje se i doba, za kterou by mél byt podnikovy
business processes is to be achieved is also proces pIné obnoven.
identified.

Impact Code A Category used to represent Impact. For Kod dopadu Kategorie pouzivana pro reprezentaci dopadu. Napf.
example Major, Minor, Catastrophic. zavazny, méné dllezity, katastroficky.
See Priority. Viz priorita.

Impact An IT Service Continuity Management term Scénar Termin z oblasti Spravy kontinuity sluzeb IT.

Scenario describing the type of impact on the business dopad Popisuje mozné dopady na business vyvolané
that could follow a business disruption. It will pferusenim businessu.
usually be related to a business process and Obvykle se spojuje s podnikovym procesem a vzdy
will always refer to a period of time, e.g. se vztahuje k Casovému Useku, napf. zakaznicka
Customer services will be unable to operate sluzba nebude dostupna po dobu dvou dni.
for two days.

Incident (Incident Management) An unplanned Incident (Incident Management) Neplanované preruseni
interruption to an IT Service or reduction in the sluzby IT nebo omezeni kvality sluzby IT. Kazda
Quality of an IT Service. Any event which udalost, ktera by mohla v budoucnu mit dopad na
could affect an IT Service in the future is also sluzbu IT, je také incident. Napf. chyba jednoho
an Incident. For example Failure of one disk disku ze zrcadlici sady.
from a mirror set. Viz Sprava incidentll, Zaznam o incidentu
See Incident Management, Incident Record.

Incident A sub-division of Classification, which provides | Kategorizace Podrobnéjsi déleni Klasifikace, které identifikuje

Categorisation | a means of identifying, using a series of incidentl incident pomoci sad strukturovanych kodua:
structured codes, firstly, appears to have gone 1. co je Spatné na sluzbé IT — symptomy;
wrong with the IT Service (the symptoms), 2. proc¢ je to Spatné — priciny selhani;
secondly why (the cause of that failure) and 3. ktera komponenta pravdépodobné selhala.
thirdly identification of the component likely to Kategorizacni kody jsou ¢asti klasifikaéniho fetézce
be at fault. The category codes are elements a jsou nezbytné pro analyzu pfi¢in vypadkud. Viz
within the classification data string (see klasifikace
Classification) and are essential for fault
analysis purposes.

Incident See Classification. Klasifikace viz klasifikace

Classification incidentt
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Board (ISEB)

http://www.bcs.org/bcs/products/qualifications/i
seb for more information.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Incident The process of identifying, recording, Rizeni Proces identifikace, zaznamenani, klasifikace a
Control classifying and progressing Incidents until the incidentt zpracovani incidentd, dokud neni zasazena sluzba
affected service is restored. The collection of obnovena. Ziskani udaju k identifikaci pficin
data to identify causes of Incidents is a incidentu je sekundarnim cilem Rizeni incidentu, i
secondary objective of Incident Control, kdyz to nékdy mize byt nezbytné pro efektivni
though this may sometimes be necessary to vyfeseni Incidentu. Rizeni Incidentt je hlavnim cilem
effect Incident resolution. Incident Control is Spravy incidentt a tedy Service Desku, ale mize
essentially a task of Incident Management, nékdy presahnout definovanou roli nebo kompetenci
and therefore of the Service Desk, but it may skupiny a vyZzadovat zapojeni druhé urovné podpory,
occasionally extend beyond the defined role or ptipadné Spravy Problému. Pripady, kdy to nastane,
authority of that group and require the 2" Line byvaji popsany v postupu pro Spravu Incidentd.
support of other staff, possibly Problem
Management. The exact circumstance under
which this happens would be described in an
Incident Management procedure.
Incident (Incident Management) The Process Sprava (Incident Management) Proces, ktery odpovida za
Management responsible for managing the Lifecycle of all incidentt spravu zivotniho cyklu vSech incidentl. Primarnim
Incidents. The primary Objective of Incident cilem Spravy incidentl je obnoveni sluzby IT tak
Management is to return the IT Service to rychle, jak je to mozné.
Customers as quickly as possible.
Incident (Incident Management) A Record containing Zaznam (Incident Management) Zaznam obsahujici detaily
Record the details of an Incident. Each Incident record | incidentu popisujici incident. Kazdy zaznam incidentu
documents the Lifecycle of a single Incident. dokumentuje Zivotni cyklus jednoho incidentu.
Indirect Cost (Financial Management) A Cost of providing Nepfimé (Financial Management) Naklady na poskytovani
an IT Service which cannot be allocated in full naklady sluzeb IT, které nemohou byt celé pfifazeny
to a specific customer. For example Cost of konkrétnimu zékaznikovi. Napf. naklady na sdilené
providing shared Servers or software licenses. servery nebo softwarové licence. Byvaji ozna¢ovany
Also known as Overhead. Indirect costs are i jako rezie. Nepfimé naklady se déli na
divided into Absorbed Overhead and absorbovanou a neabsorbovanou rezii.
Unabsorbed Overhead.
See Direct Cost.
Information (Security Management) The Process that Sprava (Security Management) Proces, ktery zabezpecuje
Security ensures the Confidentiality, Integrity and informacni daveérnost, integritu a dostupnost aktiv organizace,
Management Availability of an Organisations Assets, bezpecnosti informaci, dat a sluzeb IT. Sprava informacni
information, data and IT Services. Information bezpecnosti obvykle miva SirSi zabér nez
Security Management usually has a wider poskytovatel sluzby. Zahrnuje napf. manipulaci
scope than the Service Provider. It normally s papirovymi dokumenty, pfistup do budov, telefonni
includes handling of paper, building access, hovory apod. pro celou organizaci.
phone calls etc., for the entire Organisation.
Information (Security Management) The Information Manazer (Security Management) Manazer informacni
Security Security Manager is the Role responsible for informacni bezpecnosti je role zodpovédna za proces spravy
Manager the Information Security Management Process | bezpecénosti bezpecnosti informaci u poskytovatele IT sluzeb.
in the IT Service Provider. The Information Manazer informacni bezpecnosti je zodpovédny za
Security Manager is responsible for fulfilling plnéni bezpeénostnich pozadavku vyplyvajicich
the security demands as specified in the z politiky informacéni bezpec€nosti a dohod o Urovni
Information Security Policy and SLAs. The sluzeb (SLA).
Information Security Manager typically Manazer informacni bezpecénosti obvykle deleguje
delegates the actual implementation to other konkrétni implementaci jinym pracovnikiim
personnel in the IT Service Provider. The poskytovatele IT sluzeb. Predstavitel informacni
Information Security Officer and the bezpecnosti a Manazer informacni bezpecnosti
Information Security Manager work closely Uzce spolupracuji.
together.
Information (Security Management) The Information Predstavitel (Security Management) Predstavitel informacéni
Security Security Officer is responsible for assessing /referent bezpecnosti je zodpoveédny za ocenéni obchodniho
Officer the business Risks and setting the Information | informaéni rizika a nastaveni politiky informaéni bezpecnosti.
Security Policy. This Role is the counterpart of | bezpecnosti Tato role je protéjSkem Manazera informacni
the Information Security Manager and resides na strané bezpecnosti a je soucasti organizace zakaznika.
in the Customer Organisation. The Information | zakaznika Vedouci oddéleni informaéni bezpeénosti a Manazer
Security Officer and the Information Security informacni bezpecnosti Uzce spolupracuji.
Manager work closely together.
Information (Security Management) The Policy that Politika (Security Management) Politika, ktera uréuje
Security Policy | governs the Organisations approach to informacni pfistup organizace k fizeni informacni bezpec&nosti.
Information Security Management. bezpecnosti
Information The British Computer Society Information Information The British Computer Society Information Systems
Systems Systems Examination Board is accredited by Systems Examination Board je zkuS$ebni instituce
Examination the ICMB as an Examination Board. See Examination akreditovana ICMB. Pro vice informaci viz

Board (ISEB)

http://www.bcs.org/bcs/products/qualifications/iseb
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an External Service Provider to an Internal
Service Provider. The term Insourcing is used
to mean running or managing IT Services as
an Internal Service Provider.

See Outsource.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Information The use of technology for the storage, Informacni Vyuziti technologie pro ulozeni, komunikaci a

Technology communication or processing of information. technologie zpracovani informaci. Technologie typicky zahrnuje

(IT) The technology typically includes computers, (IT) pocitace, telekomunikace, aplikace a dalSi software.
telecommunications, Applications and other Informace predstavuji Udaje businessu, hlasové
software. The information may include informace, obrazky, videa apod. Informacni
Business data, voice, images, video, etc. technologie jsou ¢asto pouzivany jako podpora
Information Technology is often used to podnikovych procesu prostiednictvim IT sluzeb.
support Business Processes through IT
Services.

Informed A manager who works for the Customer, and Informovany Manazer na strané zakaznika, specialista pro fizeni

Customer is a specialist in dealing with and managing IT | zékaznik a jednani s poskytovatelem sluzeb IT. Informovany
Service Providers. The Informed Customer is z&kaznik je zodpovédny za vSechny aspekty fizeni
responsible for all aspects of managing the vztaht s poskytovateli sluzeb.
relationship with Service Providers.

Infrastructure From an IT Service Management perspective, Infrastruktura Z pohledu spravy sluzeb IT je termin pouzivan pro
the term is used to describe all of the oznaceni vSech komponent (konfiguracnich polozek)
components (Configuration ltems) employed in Ucastnicich se procesu dodavky IT sluzeb
the delivery of IT services to users, including uzivatelim, véetné vypocetni a telekomunikacéni
the computing and telecommunications techniky, programového vybaveni, sluzeb, lidi,
hardware, software, accommodation, people, dokumentace a meta-dat. Z pohledu businessu je
documentation and meta-data. From a infrastruktura sdilenym zdrojem, vymezujicim
business perspective, the infrastructure is a pfizpusobivost a schopnost zmén organizace.
shared resource, the state of which bounds the
adaptability and change capacity of the
enterprise.

Infrastructure An IT Service that is not directly used by the Sluzby Sluzby IT, které nejsou pfimo vyuzZivany

Service Business, but is required by the IT Service infrastruktury businessem, ale jsou vyzadovany poskytovatelem
Provider so they can provide other IT Services. sluzeb IT, aby mohl poskytovat jiné sluzby IT. Jsou
For example directory services, naming to napf. adresarové sluzby, DNS, komunikaéni
services, or communication services. sluzby.

Insource Transferring the provision of IT Services from Insource PFesun poskytovani sluZzeb IT od externich

dodavatell sluzeb k internim dodavatelim sluzeb.
Termin insourcing znamena provoz nebo Fizeni
sluZzeb IT Internim poskytovatelem sluzby.

Viz také Outsource.

Institute of IT

An independently governed professional body,

Institute of IT

Nezavisla profesni organizace zaméfena na

Service specifically aimed at professionals in IT Service profesionaly v ITSM, ktera ,chce hajit zajmy a
Management Service Management ,aims to promote and Management podporovat ¢leny nastavenim vysokych standardd
support the standing of its members by profesionalniho a etického chovani, zajistuje
establishing high-standards of professional nepretrzity odborny rast ¢lent, aby mohli projevit
and ethical conduct, ensuring continuing svoje schopnosti a odhodlani*.
professional development of its members in Viz http://www.iosm.com/
order to demonstrate their competence and
commitment”. See http://www.iosm.com/ for
more information.
Integration Testing of a Build or Release to ensure that Integracni Testovani sestaveni nebo releasu, slouzici
Testing the parts work correctly together. testovani k ovéreni, zda vSechny Easti korekiné spolupracuji.
Integrity (Security Management) A Security Principle Integrita (Security Management) Bezpecnostni princip, ktery
that ensures data and Configuration Items are zajistuje, Ze data a konfiguraéni polozky jsou
only modified by authorised personnel and modifikovany pouze opravnénym personalem a
Activities. Integrity considers all possible ¢innostmi. Integrita uvazuje vSechny mozné pficiny
causes of modification, including software and modifikace, v€etné softwarovych a hardwarovych
hardware Failure, environmental Events, and chyb, Zivelnich udalosti a lidskych zasaha.
human intervention.
Interactive Processing that involves accepting input from Interaktivni Zpracovani, které zahrnuje uzivatelsky vstup.
Processing a human. Interactive computer systems are zpracovani Interaktivni poCitacové systémy jsou programy, které
programs that allow Users to enter data or umoznuji uzivatelim zadavat data nebo piikazy.
commands. Most popular programs, such as Nejpopularnéjsi programy, jako programy na
word processors or spreadsheet applications zpracovani textu nebo tabulkové procesory, jsou
are interactive. Non-interactive processing, interaktivni. Neinteraktivni zpracovani, napf.
such as Batch Processing (cf.) requires no davkové/Batch (srv.), nevyzaduji po spusténi zadné
further end-user contact once started. dalSi kontakty s uZivatelem.
Interactive (Service Desk) A form of Automatic Call Interaktivni (Service Desk) Zpusob automatické distribuce
Voice Distribution that accepts User input, such as hlasova smérovani pfichozich telefonnich hovoru pfijmajici
Response key presses and spoken commands, to identify | odezva (IVR) uzivatelské interakce jako tlacitkova volba a hlasové
(IVR) the correct destination for incoming Calls. prikazy.
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Organization
for
Standardizatio
n (ISO)

Standardization (ISO) is the world's largest
developer of Standards.

ISO is a non-governmental organization which
is a network of the national standards institutes
of 156 countries.

Further information about ISO is available from
http://www.iso.org/

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Intermediate (IT Service Continuity Management) A Stfedné rychla | (IT Service Continuity Management) Varianta

Recovery Recovery Option which is also known as obnova obnovy znama také jako Tepla zaloha. Jsou pfijata
Warm Standby. Provision is made to Recover (Intermediate takova opatfeni, ktera umoznuji obnovit sluzbu IT
the IT Service in a period of time between 24 recovery) v obdobi mezi 24 az 72 hodinami. Stfedné rychla
and 72 hours. Intermediate Recovery typically obnova typicky uziva sdilena zafizeni mobilni nebo
uses a shared Portable or Fixed Facility that stala, ktera maji pocitacové systémy a sitové
has Computer Systems and Network komponenty. Hardware a software vyZzaduje
Components. The hardware and software will konfiguraci a obnoveni dat jako sou¢ast Planu
need to be configured, and data will need to be kontinuity sluzeb IT (IT Service Continuity Plan).
restored, as part of the IT Service Continuity
Plan.

Internal A Customer who works for the same Business | Interni Zakaznik, ktery je soucasti stejné organizace jako

Customer as the IT Service Provider. zakaznik Poskytovatel sluzeb IT.
See Internal Service Provider, External Viz Interni poskytovatel sluzeb, Externi zakaznik
Customer.

Internal An IT Service Provider which is part of the Interni Poskytovatel sluzeb IT, ktery je soucasti stejné

Service same Business as their Customer. An IT poskytovatel organizace jako jeho zékaznik. Poskytovatel sluzeb

Provider Service Provider may have both Internal sluzeb IT maze mit oba typy zakazniku — interni i externi.
Customers and External Customers. Viz Externi poskytovatel sluzeb
See External Service Provider.

Internal A working document that enables the Service Interni Pracovni dokument, ktery dovoluje Spravé urovni

Specsheet Level Management (SLM) function to detail specifikace sluzeb detailné popsat, co musi oddéleni IT a jeho
exactly what the IT department and its dodavatelé udélat pfi dodavce sluzby.
suppliers must do to deliver a service to a
Customer.

International The International Organization for International International Organization for Standardization (ISO)

Organization
for
Standardizatio
n (ISO)

je celosvétové nejvétsi tvlirce standardu.
ISO je nevladni organizace tvofena siti 156
narodnich normaliza¢nich institutd.

DalSi informace o ISO jsou dostupné na
http://www.iso.org/

aligned with ITIL Best Practice, and
supersedes BS 15000.
See Standard.

International See International Organization for International Viz International Organization for Standardization

Standards Standardization (ISO) Standards (ISO)

Organisation Organisation

Internet An External Service Provider that provides Poskytovatel Externi poskytovatel sluzeb, ktery zabezpecuje

Service access to the Internet. Most ISPs also provide internetového pfistup k Internetu. ISP Casto poskytuje i jiné sluzby

Provider (ISP) | other IT Services such as web hosting. pfipojeni (ISP) | IT, napf. web hosting.

Inventory A subset of Configuration Management that Sprava Podmnozina spravy konfiguraci, ktera se

Management focuses on the management (control and majetku soustfeduje na spravu (fizeni a finanéni Uucetnictvi)
financial accounting) of the most expensive or nejdrazsich a nejatraktivnéjSich konfiguragnich
attractive Configuration Items in the IT polozek infrastruktury IT
infrastructure (cf. Asset Management, (srv. sprava aktiv, Sprava konfiguraci).
Configuration Management).

Investment (Financial Management) The Activity Posouzeni (Financial Management) Provadéni analyzy

Appraisal responsible for carrying out a Cost Benefit investic nakladu a pfinost s cilem zdGvodnit investiéni
Analysis to justify Capital Expenditure for a vydaje na novou sluzbu IT nebo jeji zménu.
new or changed IT Services. Viz obchodni pfipad, efektivita nakladd, navratnost
See Business Case, Cost Effectiveness, investic (ROI), navratnost investovaného kapitalu
Return on Investment, Return on Capital
Employed.

Invocation (IT Service Continuity Management) Vyvolani (IT Service Continuity Management) Zahajeni
Initiation of the steps defined in a plan. For krok( definovanych planem. Napf. spusténi Planu
example initiating the IT Service Continuity kontinuity sluzby IT pro jednu nebo vice sluzeb IT.
Plan for one or more IT Services.

Ishikawa Synonym for Cause / Effect diagram. IshikawGv Synonymum pro diagram pfi¢in a nasledkd.

Diagram diagram

ISO/IEC (Security Management) ISO Code of Practice | ISO/IEC (Security Management) Soubor postupl ISO pro

17799 for Information Security Management, based 17799 spravu informacni bezpecnosti zalozeny na BS
on BS 7799 Part 1. 7799 ¢gast 1.

See Standard. Viz Norma.
ISO/IEC ISO Specification and Code of Practice for IT ISO/IEC Norma ISO a soubor postupll pro spravu IT sluzeb.
20000 Service Management. ISO/IEC 20000 is 20000 ISO/IEC 20000 je ve shodé s ITIL Best Practice, a

nahrazuje BS 15000.
Viz Norma.
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and reports.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

ISO/IEC (Security Management) ISO Specification for | ISO/IEC (Security Management) Norma ISO pro Spravu

27001 Information Security Management. The 27001 informacni bezpecnosti. Odpovidajici sbirkou zasad
corresponding Code of Practice is ISO/IEC je ISO/IEC 17799.

17799. ISO/IEC 27001 nahrazuje BS7799 Cast 2.
ISO/IEC 27001 supersedes BS7799 Part 2. Viz Norma.
See Standard.

1ISO 9000 A generic term that refers to a number of ISO 9000 Obecny termin zahrnujici mezinarodni normy a
international Standards and Guidelines for smérnice systému fizeni kvality.
Quality Management Systems. Vice informaci na http://www.iso.org/
See http://www.iso.org/ for more information. Viz ISO
See ISO.

1ISO 9001 An international Standard for Quality ISO 9001 Mezinarodni norma pro systémy fizeni kvality
Management Systems. Viz 1ISO 9000
See ISO 9000.

IT Accounting (Financial Management) The Process Uétovani IT (Financial Management) Proces odpovidajici za
responsible for identifying actual Costs of identifikaci aktualnich nakladu spojenych s dodanim
delivering IT Services, comparing these with sluzeb IT, jejich porovnani s rozpoctovanymi naklady
budgeted costs, and managing variance from a fizeni odchylek od rozpoctu.
the Budget. Viz také Zpoplatfiovani
See also Charging.

IT Accounting (Financial Management) The entire set of Uétovaci (Financial Management) Kompletni sada politik,

System Policy, tools and Process that support systém IT nastroji a procest podporujicich Spravu financi
Financial Management. (Financial Management).

IT Availability (Availability Management) A model that Model metrik (Availability Management) Model pomahajici zajistit,

Metrics Model helps to ensure all aspects of Availability are dostupnosti IT | aby pfi definici metrik dostupnosti a jejich vykazl

(ITAMM) considered when defining Availability Metrics byla brana v uvahu vSechna hlediska dostupnosti.

level and Planning for the Recovery of IT
Services. ITSCM should be designed to
support Business Continuity Management.

IT Directorate Senior Management within a Service Provider, | Reditelstvi IT VysSi vedeni poskytovatele sluzeb, odpovédné za
charged with developing and delivering IT vyvoj a dodani IT sluzeb. VétSinou uzivano
services. Most commonly used in UK v britskych Fidicich strukturach vladnich organizaci.
Government departments.

IT All of the hardware, software, networks, Infrastruktura Veskery hardware, software, sité, zafizeni atd.,

Infrastructure facilities etc. that are required to develop, test, IT nutny pro vyvoj, testovani, dodavku a podporu
deliver or support IT Services. The term IT sluzeb IT. Termin infrastruktura IT zahrnuje
Infrastructure includes all of the Information vesSkerou technologii IT, ale nikoli souvisejici
Technology but not the associated people, personal, procesy a dokumentaci.

Processes and documentation.

IT A set of Best Practice guidance for IT Service Knihovna Sada nejlepSich praktik spravy sluzeb IT. Knihovna

Infrastructure Management. ITIL is owned by the OGC and infrastruktury ITIL je vlastnéna OGC a vyvijena ve spolupraci s

Library (ITIL) is developed in conjunction with the itSMF. IT itSMF. ITIL se sklada z fady publikaci poskytujicich
ITIL consists of a series of publications giving navody pro zajisténi kvality ve sluzbach IT, definici
guidance on the provision of Quality IT procesUl a prostfedkd potfebnych k jejich
Services, and on the Processes and facilities poskytovani.
needed to support them. See
http://www.ogc.gov.uk/index.asp?id=2261 for Vice informaci na
more information. http://www.ogc.gov.uk/index.asp?id=2261.

IT Operations The Process responsible for the day-to-day Provoz IT Odpovida za kazdodenni sledovani a spravu jedné
monitoring and management of one or more IT ¢i vice sluzeb IT a infrastruktury nezbytné pro jejich
Services and the IT Infrastructure they depend poskytovani. Termin provoz IT je uzivan také pro
on. The term IT Operations is also used to oznaceni skupiny ¢i oddéleni odpovédné za provoz
refer to the group or department within an IT IT.

Service Provider responsible for IT Operations. Viz Operations Bridge, Sprava udalosti (Event
See Operations Bridge, Event Management. Management).

IT Service A Service provided to one or more Customers Sluzba IT Sluzba poskytovana jednomu nebo vice
by an IT Service Provider. An IT Service is zakaznikGm. Sluzba IT je zaloZzena na vyuziti
based on the use of Information Technology informacni technologie a podporuje podnikové
and supports the Customer's Business procesy zakaznika. Sluzba IT je vytvarena za
Processes. An IT Service is made up from a pomoci personalu, procesu a techniky a méla by byt
combination of people, Processes and definovana v dohodé o Urovni sluzeb (Service Level
technology and should be defined in a Service Agreement).

Level Agreement.

IT Service (IT Service Continuity Management) The Sprava (IT Service Continuity Management) Proces

Continuity Process responsible for managing Risks that kontinuity odpovidajici za spravu rizik, ktera by mohla vazné

Management could seriously impact IT Services. ITSCM sluzeb IT (IT ohrozit sluzby IT. ITSCM zajistuje, aby poskytovatel

(ITSCM) ensures that the IT Service Provider can Service sluzeb IT mohl vzdy poskytnout minimalni
always provide minimum agreed Service Continuity dohodnutou uroven sluzeb, pfiéemz omezi rizika na
Levels, by reducing the Risk to an acceptable Management) | akceptovatelnou Uroveri a planuje obnovu sluzeb IT.

ITSCM by mél byt navrzen tak, aby podporoval
Spravu kontinuity businessu.
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Forum (itSMF)

promoting a professional approach to IT
Service Management. The itSMF is a not-for-
profit membership Organisation with
representation in many countries around the
world (itSMF Chapters). The itSMF and its
membership contribute to the development of
ITIL and associated IT Service Management
Standards. See http://www.itsmf.com/ for more
information.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

IT Service (IT Service Continuity Management) A Plan Plan kontinuity | (IT Service Continuity Management) Plan

Continuity defining the steps required to Recover one or sluzeb IT stanovujici kroky nezbytné pro obnoveni jedné ¢i

Plan more IT Services. The Plan will also identify vice sluzeb IT. Plan také identifikuje spoustéci
the triggers for Invocation, people to be mechanismy, zainteresované osoby, komunikaci atd.
involved, communications etc. The IT Service Plan kontinuity sluzeb IT by mél byt sou¢asti Planu
Continuity Plan should be part of a Business kontinuity businessu (Business Continuity Plan).
Continuity Plan.

IT Service The implementation and management of Sprava sluzeb | Implementace a sprava kvalitnich sluzeb IT, které

Management Quality IT Services that meet the needs of the IT (ITSM) jsou v souladu s potfebami businessu. Sprava

(ITSM) Business. IT Service Management is sluzeb IT je provadéna poskytovateli sluzeb IT
performed by IT Service Providers through an prostfednictvim vhodné souhry lidi, procest a
appropriate mix of people, Process and informacnich technologii.
Information Technology.

IT Service The IT Service Management Forum is an IT Service IT Service Management Forum je nezavisla

Management independent Organisation dedicated to Management organizace vénujici se propagaci profesionalniho

Forum (itSMF)

pristupu ke spravé sluzeb IT. itSMF je neziskova
¢lenska organizace s pusobnosti v mnoha zemich
na celém svété (itSMF Chapters). itSMF a jeji
¢lenové se podili na vyvoji ITIL a souvisejicich
norem (standardud) spravy sluzeb IT. Vice informaci
na http://www.itsmf.com/

Board (ICMB)

further information.

IT Service A Service Provider that provides IT Services to | Poskytovatel Poskytovatel sluzeb, ktery poskytuje sluzby IT

Provider Internal Customers or External Customers. sluzeb IT internim nebo externim zakaznikdm.

IT Steering A formal group that is responsible for ensuring | Ridici komise Formalné ustavena skupina odpovédna za shodu

Group that Business and IT Service Provider IT strategii a plant mezi businessem a poskytovatelem
Strategies and Plans are closely aligned. An IT sluZeb IT. Ridici komise IT (IT Steering Group)
Steering Group includes senior sdruzuje zastupce vyS$Siho vedeni z obou oblasti.
representatives from the Business and the IT
Service Provider.

ITIL See IT Infrastructure Library. ITIL Viz IT Infrastructure Library.

ITIL The body responsible for the maintenance and | Certifikacni Organ odpovédny za Udrzbu a soustavny rozvoj

Certification ongoing development of the ITIL qualification vybor ITIL kvalifikacniho schématu ITIL.

Management scheme. See http://www.itil.co.uk/icmb.htm for | (ICMB) Vice informaci na http://www.itil.co.uk/icmb.htm.

Job
Description

A Document which defines the Roles,
responsibilities, skills and knowledge required
by a particular person. One Job Description
can include multiple Roles, for example the
Roles of Configuration Manager and Change
Manager may be carried out by one person.

Popis pracovni
pozice

Dokument stanovuijici role, odpovédnosti,
dovednosti a znalosti potfebné pro konkrétni osobu.
Jeden popis pracovni pozice mlze obsahovat
nékolik roli, napfiklad Role vedouciho spravy
konfiguraci a Vedouciho zmén mohou byt provadény
jednou osobou.

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.

See Critical Success Factor.

Kepner-Trego (Problem Management) A structured Kepner - (Problem Management) Strukturovany pfistup
e Analysis approach to Problem solving. The Problem is Tregoeova k FeSeni problému. Problém je analyzovan pomoci
analysed in terms of what, where, when and analyza uréeni co, kde, kdy a v jakém rozsahu. Jsou
extent. Possible causes are identified. The zjiStovany mozné pfi€iny a nejpravdépodobné;jsi
most probable cause is tested. The true cause z nich jsou déle testovany. Poté je provéfena
is verified. stanovena pfi¢ina problému.
Key A Metric that is used to help manage a Klicovy Metrika, ktera pomaha fidit proces, sluzbu IT nebo
Performance Process, IT Service or Activity. Many Metrics ukazatel ¢innost. Maze byt sledovana cela fada metrik, ale
Indicator (KPI) | may be measured, but only the most important | vykonnosti pouze ty nejdulezitéjsi jsou oznacovany jako klicové
of these are defined as KPIs and used to (KPI) ukazatele vykonnosti (KPI). KPI jsou aktivné

pouzivany pro fizeni a vykazovani v ramci procesu,
sluzby IT nebo &innosti.

Klicové ukazatele vykonnosti by mély byt vybrany
tak, aby bylo zajisténo fizeni zajistujici
hospodarnost, u€innost a efektivitu vynalozenych
nakladd.

Viz Kritické faktory uspéchu (Critical Success
Factor).

Knowledge
Base

(Service Desk) (Incident Management) A
Database containing information about
Incidents, Problems and Known Errors. The
Knowledge Base is used to match new
Incidents with historical information, improving
Resolution times and First Time Fix Rates.

Znalostni baze

(Service Desk) (Incident Management) Databaze
obsahujici informace o incidentech, problémech a
znamych chybach. Znalostni baze je uzivana pro
porovnani novych incidenttd s historickymi
informacemi, za ucelem zkraceni €asu jejich
vyfe$eni a zlepSeni procenta incidentt vyreSenych
v prvni urovni (bez eskalace).
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information within an Organisation. The
primary purpose of Knowledge Management is
to improve Efficiency by reducing the need to
rediscover knowledge.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Knowledge The Process responsible for gathering, Sprava Proces sbéru, analyzy, ukladani a sdileni znalosti
Management analysing, storing and sharing knowledge znalosti v organizaci. Prvofadym ukolem spravy znalosti je

zlepSeni vykonnosti bez potfeby znovu zjiStovat jiz
existujici znalosti.

Known Error
(KE)

(Problem Management) A Problem that has a
documented Root Cause and a Workaround.
Known Errors are created by Problem Control
and are managed throughout their Lifecycle by
Error Control. Known Errors may also be
identified by Development or Suppliers.

See Known Error Record, Knowledge Base.

Znama chyba

(Problem Management) Problém, ktery ma
dokumentovanou primarni pfic¢inu a nahradni feSeni
(workaround). Znamé chyby (Known Errors — KE)
jsou popisovany v ramci fizeni problému a jsou
spravovany béhem celého Zivotniho cyklu v ramci
fizeni chyb. Znamé chyby mohou byt popisovany
také vyvojem nebo dodavateli.

Viz Zdznam o znamé chybg, Znalostni baze

Known Error
Database

(Service Desk) (Incident Management)
(Problem Management) A Database
containing all Known Error Records. This
Database is created by Problem Management
and used by Incident and Problem
Management.

See Knowledge Base.

Databaze
znamych chyb

(Service Desk) (Incident Management) (Problem
Management) Databaze obsahujici zaznamy o
znamych chybach. Databaze je vytvarena pfi spravé
problém( a vyuzivana pfi spravé incidentt a
problémi (Incident and Problem Management).

Viz. Znalostni baze

Known Error

(Problem Management) A Record containing

Zaznam

(Problem Management) Zaznam obsahujici detaily

Resource. An MO is defined in terms of the
attributes of the Resource, operations that may
be performed on it, notifications it may issue
and relationships with other MOs. Mos differ
from Configuration Items as their status is
dynamic, and Changes to their Operational
state do not need to be approved by the
Change Management Process.

Record the details of a Known Error. Each Known znamé chyby znamé chyby. Kazdy zaznam popisuje zivotni cyklus
Error Record documents the Lifecycle of a chyby vcetné stavu, primarni pfi¢iny a nahradniho
Known Error, including the Status, Root Cause feSeni (workaround). Nékdy je v praxi znama chyba
and Workaround. In some implementations a popsana v pfidavnych polich u popisu problému.
Known Error is documented using additional
fields in a Problem Record.
License The Process responsible for the management Sprava licenci | Proces odpovédny za spravu softwarovych licenci
Management of software licenses throughout their Lifecycle. bé&hem jejich Zivotniho cyklu.
Lifecycle The various stages in the life of a Zivotni cyklus RGzné faze existence konfiguracni polozky,
Configuration Item, Incident, Problem, Change incidentu, problému, zmény atd. Zivotni cyklus
etc. The Lifecycle defines the Categories for definuje skupiny stavli a dovolené pfechody mezi
Status and the Status transitions that are stavy. Napfiklad:
permitted. For example: e Zivotni cyklus Aplikace zahrnuje navrh, tvorbu,
e The Lifecycle of an Application includes testovani, nasazeni, provoz atd.
Design, Build, Test, Deploy, Operate etc. e Zivotni cyklus incidentu zahrnuije zji$téni, reakai,
e The lifecycle of an Incident includes diagndzu, opravu, zotaveni, obnoveni.
Detect, Respond, Diagnose, Repair, e Zivotni cyklus serveru miZe zahrnovat stavy
Recover, Restore. Objednan, Obdrzen, Testovan, V provozu,
¢ The lifecycle of a Server may include: Zlikvidovan atd.
Ordered, Received, In Test, Live, Disposed
etc.
Live Refers to an IT Service or Configuration Item V provozu Vztahuje se k sluzbé IT nebo konfiguraéni polozce,
that is being used to deliver Service to a ktera je pouzita k poskytovani sluzby zakaznikovi.
Customer.
Live A controlled Environment containing Live Produkéni Rizené prostfedi obsahujici aktualni konfiguraéni
Environment Configuration ltems used to deliver IT Services | prostfedi polozky pouzité k poskytovani sluzeb IT zakaznikovi.
to Customers. (zivé
prostiedi)
Maintainability | (Availability Management) A measure of how | Udrzovatel- (Availability Management) Mira udavajici, jak
quickly and Effectively a Configuration ltem or nost rychle a efektivné mohou byt konfiguraéni polozka
IT Service can be restored to normal working nebo sluzba IT obnoveny do normalniho pracovniho
after a Failure. Maintainability is often stavu po poruse. Udrzovatelnost (Maintainability) je
measured and reported as MTTR. Casto méfena a vykazovana jako MTTR.
See Availability. Viz Dostupnost.
Major Incident | (Incident Management) The highest Category | Zavazny (Incident Management) Incident s dopady
of Impact for an Incident. A Major Incident incident nejzavazneéjSiho charakteru. Nasledkem zavazného
results in significant disruption to the Business. incidentu je vyznamné naruseni businessu.
See Escalation. Viz Eskalace
Managed An abstract representation of a Resource that Rizeny objekt Abstraktni reprezentace zdroje uzitého pfi provoznim
Object (MO) is used for Operational management of that fizeni. Rizeny objekt je popsan pomoci charakteristik

zdroje, provozu, kterého je schopen, hlaseni, ktera
jsou s nim spojena, a vztahl s ostatnimi fizenymi
objekty. LiSi se od konfiguracnich polozek
predevsim tim, Ze jeho stavy jsou dynamické a
zmény jeho provozniho stavu nejsou pfedmétem
schvalovani v ramci procesu spravy zmén.
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Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Managed Synonym for Outsourced IT Services. Also Spravované Synonymum pro nakupované (outsourcované)

Services used in ISO/IEC 20000 as a Synonym for IT sluzby sluzby IT. Uzivano také v ISO/IEC 20000 jako
Services, whether Outsourced or not. synonymum pro sluzbu IT, jedno zda nakupovanou

nebo ne.

Management Information that is used to support decision Informace pro Informace pouzivané k podpore rozhodovani. Jsou

Information making by managers. Management vedeni Casto generovany automaticky nastroji podporujicimi
Information is often generated automatically by rtizné procesy spravy sluzeb IT. Casto obsahuiji
tools supporting the various IT Service hodnoty klicovych ukazatelt vykonnosti (KPI) jako
Management Processes. Management Lprocento zmén vedoucich k incidentim® nebo ,podil
Information often includes the values of KPlIs feSeni bez eskalace ”.
such as ,Percentage of Changes leading to
Incidents”, or ,First Time Fix Rate”.

Management The IT Service that captures, processes and Manazersky Sluzba IT, ktera shromazduje, zpracovava a

Information provides Management Information. The term informacéni poskytuje informace pro vedeni. Termin MIS je také

System (MIS) MIS is also informally used to mean the output | systém neformalné pouzivan pro popis vystupl MIS, véetné
of MIS, including data and reports. (MIS) dat a vykazu.

Recovery Option. The Business Process
Operates without the use of IT Services. This
is a temporary measure and is usually
combined with another Recovery Option.

Management The framework of Policy and Processes that Systém fizeni Soustava politik a procesu, které zajistuji, ze
System ensures an Organisation can achieve its organizace muze dosahovat svych cilu.
Objectives.
Manual (Incident Management) (Problem Manualni (Incident Management) (Problem Management)
Workaround Management) A Workaround that requires nahradni Nahradni feseni vyzadujici ruéni zasah.
manual intervention. feseni (IT Service Continuity Management) Varianta
(IT Service Continuity Management) A (workaround) obnovy, kdy podnikové procesy funguji bez uziti a

podpory sluzeb IT. Jedna se o do¢asné opatfeni a je
obvykle kombinovano s jinymi moznostmi obnovy.

Marginal Cost

(Financial Management) The Cost of
continuing to providing the IT Service.
Marginal Cost does not include investment
already made, for example the cost of
developing new software and delivering
training.

See Full Cost, Opportunity Cost

Mezni naklady

(Financial Management) Naklady spojené

s poskytovanim sluzby IT. Mezni naklady nezahrnuji
jiz vynalozené investice, napf. naklady na vyvoj
nového programu a Skoleni.

Viz Celkové naklady, Naklady ztracené pfilezitosti

Integration.
See Process Maturity.

Market Price (Financial Management) A Charging Policy in | Trzni cena (Financial Management) Politika zpoplatnéni, kde
which Charges are the same as those an poplatky jsou stejné jako ty, které by uctoval externi
external Supplier would charge. dodavatel.

Maturity Synonym for Process Maturity. Zralost Synonymum pro vyspélost procesu (Zralost

(Vyspélost) procesu).

Maturity Level | A named level in a maturity model such as the | Uroveri Pojmenovana urover v modelu zralosti jako je

Carnegie Mellon Capability Maturity Model zralosti Carnegie Mellon Capability Maturity Model

Integration.
Viz Zralost procesu.

purpose and intentions of that Organisation. It
states what is to be achieved, but not how this
should be done.

Mean Time (Availability Management) A Metric for Stfedni doba (Availability Management) Metrika pro méfeni a
Between measuring and reporting Reliability. MTBF is mezi vykazovani spolehlivosti. MTBF je primérny ¢as, po
Failures the average time that a Configuration Item or poruchami ktery mGze konfiguraéni polozka nebo sluzba IT
(MTBF) IT Service can perform its agreed Function (MTBF) dodavat svoji dohodnutou funkci bez preruseni.
without interruption. This is measured from Tento €as je méfen od okamziku zahajeni prace Cl
when the Cl or IT Service starts working, until nebo sluzby IT az do pfistiho vypadku.
it next fails.
Mean Time (Availability Management) A Metric used for Stfedni doba (Availability Management) Metrika uzivana pro
Between measuring and reporting Reliability. MTBSI is mezi incidenty | méfeni a vykazovani Spolehlivosti. MTBSI je
Service the mean time from when a System or IT (MTBSI) definovana jako ¢as od selhani systému nebo IT
Incidents Service fails, until it next fails. MTBSI is equal sluzby do dalSiho selhani. MTBSI je rovna souctu
(MTBSI) to MTBF + MTTR. MTBF a MTTR.
Mean Time To | (Availability Management) A Metric for Stfedni doba (Availability Management) Metrika uzivana pro
Repair measuring and reporting Maintainability. MTTR | opravy méfeni a reportovani udrzovatelnosti
(MTTR) is the average time taken to restore a (MTTR) (maintainability). MTTR je pramérny ¢as potfebny
Configuration Item or IT Service after a pro obnovu konfiguraéni polozky nebo sluzby IT.
Failure. MTTR is measured from when the ClI MTTR je méfen od okamziku vypadku Cl nebo
or IT Service fails until it is fully restored and sluzby IT do okamziku, kdy jsou Cl nebo sluzba
delivering its normal functionality. zcela obnoveny a poskytuji svoji plnou funkénost.
Metric Something that is measured and reported to Metrika To, co je méfeno a vykazovano za ucelem fizeni
help manage a Process, IT Service or Activity. procesu, sluzby IT nebo ¢innosti.
See KPI. Viz Kli¢ové ukazatele vykonnosti (KPI).
Mission The Mission Statement of an Organisation isa | Programové Programové prohlaseni organizace je kratky, ale
Statement short but complete description of the overall prohlaseni uplny popis celkového smyslu a zaméru organizace.

Deklaruje, co ma byt dosazeno, ale nefika, jak toho
dosahnout.
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delivery (Strategic, Tactical, Operational).
Operational Activities include the day-to-day or
short term Planning or delivery of a Business
Process or IT Service Management Process.
The term Operational is also used to refer to a
Configuration Item or IT Service being ready
for use.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Modelling Any technique used to predict the future Modelovani Jakakoliv technika pouzita k pfedpovéedi budouciho
behaviour of an IT Service, Configuration ltem chovani sluzby IT, konfiguraéni polozky nebo
or Business Process. Models are commonly podnikového procesu. Modely jsou obvykle
used in Financial Management, Capacity pouzivany ve Spravé financi, Spravé kapacit a
Management and Availability Management. Spravé dostupnosti.

See Estimation, Analytical Modelling, Viz Odhad, Analytické modelovani, Simula¢ni
Simulation Modelling. modelovani

n-line Support | (Service Desk) (Incident Management) N-ta uroven (Service Desk) (Incident Management) (Problem
(Problem Management) A generic term for podpory Management) Obecny termin pro jakoukoli Urover
any level of Support Group. podplrné skupiny.

See First-line Support, Second-line Support, Viz prvni Uroven podpory, druha uroven podpory,
Third-line Support. tfeti uroven podpory

Notional (Financial Management) A Charging Policy PomysIné (Financial Management) Politika zpoplatnéni, kde

Charging where Customers are sent Bills for the IT zpoplatnéni zakaznikGm jsou zasilany faktury za sluzby IT,
Services they have used, but money is not kterych vyuzili, avSak penize ve skute¢nosti nejsou
actually transferred. This is sometimes prevadény. Casto se pouziva pro zvy$eni povédomi
introduced to ensure that Customers are zakaznikl o tom, jaké naklady vznikaji, nebo jako
aware of the Costs they incur, or as a stage pfechodny stav béhem zavadéni skute¢ného
during the introduction of Real Charging. zpoplatnéni.

Objective The defined purpose or aim of a Process, an Cil Stanoveny ucel nebo zamér procesu, ¢innosti nebo
Activity or an Organisation as a whole. organizace jako celku. Cile jsou obvykle vyjadfeny
Objectives are usually expressed as méfitelnymi cilovymi hodnotami. Termin je také
measurable targets. The term Objective is also neformalné uzivan ve vyznamu pozadavek.
informally used to mean a Requirement.

Office of OGC own the copyright to the ITIL Office of OGC vlastni autorska prava k publikacim ITIL Jedna

Government publications. They are a UK Government Government se o britskou vladni organizaci, ktera pomaha

Commerce department that works with public sector Commerce organizacim ve vefejném sektoru zlepSovat

(OGC) Organisations to help them improve their (OGC) vykonnost, ziskavat lepsi protihodnotu (VFM) ze
Efficiency, gain better Value for Money from svych komer€nich aktivit a dodavat uspésna reseni
their commercial Activities, and deliver pomoci program0 a projektu.
improved success from Programmes and
Projects.

Office of OPSI are the publishers of the ITIL Office of OPSI je vydavatelem’ publikaci ITIL. Jedna se o

Public Sector publications. They are a UK Government Public Sector britskou vladni organizaci, ktera poskytuje online

Information department who provide online access to UK Information pfistup k legislativé, licencim pro opétné pouziti

(OPSI) legislation, license the re-use of Crown (OPSI) materialt chranénych copyrightem Crown, spravuje
copyright material, manage the Information pravidla vzajemné vymény informaci, udrzuje vladni
Fair Trader Scheme, maintain the registr informaéniho majetku a poskytuje rady a
Government’s Information Asset Register and navody tykajici se vydavani ufednich publikaci a
provide advice and guidance on official copyrightu Crown.
publishing and Crown copyright

Operate To perform as expected. A Process or Provozovat, Pracovat dle predpokladd. Proces nebo konfiguraéni
Configuration Item is said to Operate if it is fungovat polozka pracuje, pokud poskytuje pozadované
delivering the Required outputs. Operate also vystupy. Provozovat také znamena vykonavat jednu
means to perform one or more Operations. For ¢i vice ¢innosti. Napfiklad v pfipadé pocitace to
example, to Operate a computer is to do the znamena vykonavat kazdodenné ¢innosti, které jsou
day-to-day Operations needed for it to perform vyzadovany.
as expected. Viz Provozni €innost, Provoz IT, Podnikovy provoz.
See Operation, IT Operations, Business
Operations.

Operation A pre-defined Activity or Transaction. For Provozni Predem definovana ¢innost nebo transakce.
example loading a magnetic tape, accepting ¢innost/Provoz | Napfiklad nahrani magnetické pasky, pfijeti penéz,
money at a point of sale, or reading data from nacteni dat z disku.
a disk drive. Viz Operate, Provoz IT, Podnikovy provoz.
See Operate, IT Operations, Business
Operations.

Operational The lowest of three levels of Planning and Operativni/pro | Nejniz8i ze 3 Grovni planovani a dodavky

vozuschopny/
provozni

(strategicka, takticka, operativni). Operativni ¢innosti
zahrnuji kazdodenni nebo kratkodobé planovani
nebo poskytovani podnikovych procest nebo
procest ITSM.

Termin ,provozuschopny* je uzivan v souvislosti

s Konfiguraéni poloZkou nebo sluzbou IT, které jsou
provozovatelné.

! To neni pravda, oficielni vydavatelem je The Stationery Office — TSO, takto ale pfevzato z anglického

originalu.
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obtain the maximum Efficiency and
Effectiveness from a Process, Configuration
Iltem, Application etc.

See Continuous Improvement.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Operational (Release Management) Part of the Release Provozni (Release Management) Cast akceptace releasu,

Acceptance Acceptance Activity, responsible for ensuring akceptace odpovédna za to, ze vSechny nalezitosti nezbytné
that everything needed for IT Operations is in pro provoz IT jsou splnény pfed nasazenim releasu.
place before the Release is deployed. PFi provozni akceptaci je €asto uzivan kontrolni
Operational Acceptance often uses a checklist seznam (checklist), slouzici k ujiSténi, ze jsou
to ensure that all required documentation, IT k dispozici pozadovana dokumentace, provozni
Operations Processes, tools and training are in procesy IT, nastroje a vycvik.
place.

Operational (Financial Management) Cost resulting from Provozni (Financial Management) Naklady spojené

Cost running the IT Services. Often repeating naklady s provozovanim sluzeb IT. Casto se jedna o
payments. For example staff costs, hardware opakujici se platby. Napfiklad personalni naklady,
maintenance and electricity (also known as udrzba technického vybaveni a elektfina (také
scurrent expenditure” or ,revenue znamo jako ,bézné vydaje“ nebo ,naklady ucetniho
expenditure®) obdobi*)
See Capital Costs Viz Investi¢ni naklady

Operational Synonym for Operational Cost. Provozni Synonymum pro Provozni naklady (Operational

Expenditure vydaje (OPEX) | Cost).

(OPEX)

Operational (Service Level Management) An Agreement Dohoda o Service Level Management) Dohoda mezi

Level between an IT Service Provider and another urovni poskytovatelem sluzeb IT a dalSi souéasti stejného

Agreement part of the same Business that provides provoznich businessu, ktery mu poskytuje sluzby. Napi. mize

(OLA) Services to them. For example there could be sluzeb (OLA) existovat OLA se spravou zafizeni poskytujici
an OLA with a facilities department to provide klimatizaci, nebo s odborem materialniho
air conditioning, or with the procurement zasobovani pro dodavku hardwaru v dohodnuté
department to obtain hardware in agreed dobé. OLA tedy mGze byt uzaviena mezi dvéma
times. An OLA may also be between two parts utvary téhoz poskytovatele sluzeb IT, napf. mezi
of the same IT Service Provider, for example Service Deskem a Podptrnou skupinou.
between the Service Desk and a Support Viz Dohoda o urovni sluzeb (Service Level
Group. Agreement — SLA)
See Service Level Agreement.

Operations A physical location where IT Services and IT Operaéni Fyzické misto, kde jsou sledovany a spravovany

Bridge Infrastructure are monitored and managed. centrum sluzby IT a Infrastruktura IT .
See IT Operations, Event Management. Viz Provoz IT, Sprava udalosti.

Opportunity (Financial Management) A Cost that is used Naklady (Financial Management) Naklady, které jsou

Cost in deciding between investment choices. ztracené uzivany pfi srovnani nékolika investi¢nich
Opportunity Cost represents the revenue that pFilezitosti prilezitosti. Naklady uslé pfilezitosti pfedstavuji
would have been generated by using the pfijem, ktery by byl ziskan pfi uziti existujicich zdroju
Resources in a different way. For example the jinym zplsobem. Napfiklad Naklady uslé pfilezZitosti
Opportunity Cost of purchasing a new Server spojené s nakupem nového serveru mohou
may include the loss of interest that the money zahrnovat ztratu Grokd, které by byly ziskany pfi
would otherwise have earned in the bank. uloZeni penéz do banky.
See Full Cost, Marginal Cost Viz Celkové naklady, Mezni naklady

Optimise Review, Plan and request Changes, in order to | Optimalizace Revize, planovani a pozadavek na zmény, vedené

shahou o maximalizaci hospodarnosti a efektivity
procesu, konfigura¢ni polozky, aplikace atd.
Viz Kontinualni zlepSovani.

responsibility, which can apply to any activity
or event. Incident Management will be ,owned”
by the Process Owner (cf.), the incident itself
will be ,owned* by the Service Desk and the
failed Configuration Item may be ,owned” by
Customer.

Organisation A company, legal entity or other institution. Organizace Spole¢nost, pravni jednotka nebo jina instituce.
Examples of Organisations that are not PFikladem instituci, které nejsou spole¢nostmi, je
companies include International Standards Mezinarodni organizace pro normalizaci (1ISO),
Organisation, itSMF. The term Organisation is itSMF. Termin organizace je ob&as uzivan
sometimes used to refer to any entity which k oznaceni jednotky, ktera disponuje lidmi, zdroji a
has People, Resources and Budgets. For rozpoctem. Napfiklad projektova nebo podnikatelska
example a Project or Business Unit. jednotka.

Outsource Transferring the provision of IT Services from Outsourcovat Prevedeni poskytovani sluzeb IT od interniho
an Internal Service Provider to an External poskytovatele sluzeb k externimu poskytovateli
Service Provider. The term Outsourcing is sluzeb. Termin Outsourcing je pouzivan v souvislosti
used to mean making use of an External s vyuzivanim externiho poskytovatele sluzeb pfi
Service Provider to manage IT Services, or sprave sluzeb IT, nebo s plsobenim v roli externiho
acting as an External Service Provider to poskytovatele sluzeb pfi spravé sluzeb IT.
manage IT Services. Viz Insource.

See Insource.
Overhead See Indirect cost Rezie Viz Indirect cost
Ownership A general term, signifying principal Vlastnictvi Obecny termin oznacujici hlavni odpovédnost,

kterou je mozno aplikovat na jakoukoli ¢innost nebo
udalost. Sprava incidentu bude ,vlastnéna”
vlastnikem procesu (srv.), incident samotny bude ,,
vlastnén® Service Deskem a vadna konfigura¢ni
polozka muze byt , vlastnéna” zakaznikem.
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provided by a Third Party and moved to a site

when needed by an IT Service Continuity Plan.

See Recovery Option, Fixed Facility.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Package (Release Management) A single Release that | Balikovy (Release Management) Jediny release, ktery

Release includes a number of Full or Delta Releases. release obsahuje fadu uplnych (Full Release) nebo delta
See Release Type releasu.

Viz Typy releasu

Pareto A technique used to prioritise Activities. The Paretiv Technika uzivana ke stanoveni priorit ¢innosti.

Principle Pareto Principle says that 80% of the value of princip Paretav princip fika, ze 80% hodnoty kazdé ¢innosti
any activity is created with 20% of the effort. je dosazeno 20% vyvinutého usili.

Partnership A relationship between two Organisations Partnerstvi Vztah mezi dvéma organizacemi, ktery zahrnuje
which involves working closely together for spolupraci na spolec¢nych cilech nebo spoleéném
common goals or mutual benefit. The IT zajmu. Poskytovatel sluzeb IT by mél péstovat
Service Provider should have a Partnership partnerstvi s Businessem a se tfetimi stranami, které
with the Business, and with Third Parties who ovliviiuji kritickym zpusobem poskytovani sluzeb IT.
are critical to the delivery of IT Services.

Percentage (Capacity Management) The amount of time Procentualni (Capacity Management) Pomérné vyuziti konkrétni

utilisation that a Component is busy over a given period vyuziti komponenty v méfeném casovém useku. Napfiklad
of time. For example, if a CPU is busy for 1800 je-li procesor vyuzit po 1800 sekund za hodinu, jeho
seconds in a one hour period, its utilisation is vyuziti je 50%

50%

Performance A measure of what is achieved or delivered by | Vykonnost Méfitko vystupu dosazeného jednotlivcem, tymem
a person, team or Process. nebo procesem.

See KPI. Viz Klicové ukazatele vykonnosti (KPI).
(Capacity Management) A measure of the (Capacity Management) Méfitko celkového ¢asu
overall time taken to carry out one or more potfebného k provedeni jedné ¢i vice transakci.
Transactions. Viz Doba odezvy, Propustnost

See Response Time, Throughput.

Performance (Capacity Management) The Process Sprava (Capacity Management) Proces, jenz odpovida za

Management responsible for day-to-day Capacity vykonnosti kazdodenni ¢innosti Spravy kapacit. Zahrnuje
Management Activities. These include monitorovani, detekci prahovych drovni, analyzu
monitoring, threshold detection, Performance vykonnosti a ladéni, dale implementaci zmén
analysis and Tuning, and implementing vztahujicich se k vykonnosti a ke kapacitam.
changes related to Performance and Capacity.

Plan A Document which identifies a series of Plan Dokument definujici ¢innosti a zdroje nezbytné k
Activities and the Resources required to dosazeni stanovenych cilt. Napfiklad plan zavedeni
achieve an Objective. For example a Plan to nové sluzby IT nebo procesu. ISO/IEC 20000
implement a new IT Service or Process. pozaduje plan pro spravu kazdého procesu spravy
ISO/IEC 20000 requires a Plan for the sluzeb IT.
management of each IT Service Management Viz Projekt.

Process.
See Project.

Plan-Do- A four stage cycle for Process management, Planuj-Délej- Ctyfstupriovy cyklus Fizeni procest, navrzeny

Check-Act devised by Edward Deming. Plan-Do-Check- Kontroluj- Edwardem Demingem. Plan-Do-Check-Act je také
Act is also called the Deming Cycle. Jednej nazyvan Demingovym cyklem.

PLAN: Design or revise Processes that Planuj: Navrhni nebo reviduj proces, ktery podporuje
support the IT Services. poskytovani sluzeb IT.

DO: Implement the Plan and manage the Délej: Realizuj Plan a fid process.

Processes. Kontroluj: Méf Procesy a IT sluzby, srovnavej s cili a
CHECK: Measure the Processes and IT vytvarej reporty.

Services, compare with objectives and Jednej: Planuj a zavadéj zmény vedouci ke zlepSeni
produce reports procesu.

ACT: Plan and implement changes to improve

the Processes.

Planned (Availability Management) Agreed time when | Planovana (Availability Management) Schvaleny ¢as, po ktery

Downtime an IT Service will not be available. Planned odstavka sluzba IT neni dostupna. Planovana odstavka je
Downtime is often used for maintenance, Casto vyuZivana pro udrzbu, upgrade a testovani.
upgrades and testing. Viz Zménové okno, Vypadek.

See Change Slot, Downtime.

Planning An Activity responsible for creating one or Planovani Cinnost vytvarejici jeden &i vice pland. Napfiklad
more Plans. For example, Capacity Planning. Planovani kapacit (Capacity Planning).

Policy Formally documented management Politika Formalné dokumentovana ocekavani a zaméry
expectations and intentions. Policies are used vedeni. Politiky jsou vyuzivany k pfimym
to direct decisions, and to ensure consistent rozhodnutim a zajisténi konzistentniho a vhodného
and appropriate development and rozvoje a implementaci procest, norem, roli,
implementation of Processes, Standards, ¢innosti, infrastruktury IT atd.

Roles, Activities, IT Infrastructure etc.
Portable (IT Service Continuity Management) A Pfenosné (IT Service Continuity Management) Montovana
Facility prefabricated building, or a large vehicle, zafizeni budova Ci velké vozidlo poskytované treti stranou a

pfesunuté na pozadovanou lokalitu v pfipadé
potfeby v rdmci planu zachovani kontinuity sluzeb
IT.

Viz Varianta obnovy, Pevna zafizeni.
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to achieve an Activity. Procedures are defined
as part of Processes.
See Work Instruction.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Portfolio (Business Relationship Management) The Sprava (Business Relationship Management) Proces

Management Process responsible for managing the Portfolio | portfolia odpovidajici za spravu Portfolia sluzeb. Sprava
of Services. Portfolio Management includes portfolia se snazi o maximalizaci hodnoty existujicich
maximising the value to the Business of a navrhovanych sluzeb IT pro business, odhaluje
existing and proposed new IT Services, and potfebu vytvoreni novych sluzeb IT a stazeni sluzeb
identifying the need to create new IT Services IT, které jiz nepfinasi pozadovanou hodnotu. Detailni
and retire IT Services that are no longer of planovani a zavadéni je provadéno jako soucast
value. The detailed Planning and Procesu planovani sluzeb.
implementation work is carried out as part of
the Service Planning Process.

Portfolio of (Business Relationship Management) A Portfolio (Business Relationship Management) Publikovany

Services published description of all IT services. The sluzeb popis sluzeb IT. Portfolio je spravovano
Portfolio is maintained by the Service Provider poskytovatelem sluzeb a zahrnuje vSechny sluzby IT
and includes all IT Services whether they are - b&zici, vyvijené i navrhované.

Live, in Development, or proposed new Viz Katalog sluzeb, Aplika¢ni portfolio.
Services.
See Service Catalogue, Application Portfolio.

Post A Review that takes place after a Change or a Revize po Revize, ktera probiha po implementaci zmény nebo

Implementatio | Project has been implemented. A PIR implementaci projektu. PIR uréuje, zda zména nebo projekt byly

n Review determines if the Change or Project was (PIR) uspésné, a identifikuje pfilezitosti pro zlepSeni.

(PIR) successful, and identifies opportunities for
improvement.

Pricing (Financial Management) Pricing is the Ocenéni/Stan (Financial Management) Ocenéni je ¢innost
Activity for establishing how much Customers oveni ceny smérujici ke stanoveni vySe poplatku zakaznika.
will be Charged. Viz Fakturace, Proces zpoplatfiovani.

See Billing, Charging Process.

PRINCE2 The standard UK government methodology for | PRINCE2 Standardni britska vladni metodologie pro Fizeni
Project management. See projektd.
http://www.ogc.gov.uk/prince2/ for more Viz http://www.ogc.gov.uk/prince2/ pro dal$i
information. informace.

Priority A Category used to identify the relative Priorita Kategorie pouzivana pro identifikaci relativni
importance of an Incident, Problem or Change. vyznamnosti incidentu, problému nebo zmény.
Priority is based on Impact and Urgency, and Priorita je zalozena na dopadu a urgentnosti, je
is used to identify required times for actions to uzivana pro identifikaci potfebného ¢asu pro
be taken. For example the SLA may state that ¢innosti, které je nutno provést. Napf. SLA muze
Priority2 Incidents must be resolved within 12 urcit, Ze incidenty s prioritou 2 musi byt vyfeSeny do
hours. 12 hodin.

Proactive (Problem Management) Part of the Problem Proaktivni (Problem Management) Cast proces( Spravy

Problem Management Process. The Objective of sprava problém. Cilem proaktivni spravy problémd je

Maagement Proactive Problem Management is to identify problém{ identifikace problém, které by jinak mohly byt
Problems that might otherwise be missed. opomenuty. Proaktivni sprava problému analyzuje
Proactive Problem Management analyses zaznamy o incidentech a vyuziva dat
Incident Records, and uses data collected by shromazdénych dalSimi procesy spravy sluzeb IT
other IT Service Management Processes to pro identifikaci trendd nebo zavaznych problém.
identify trends or significant problems.

Problem The root cause of one or more incidents. Problém Primarni pfi¢ina jednoho nebo vice incidentl.

See Problem Management, Problem Record. Viz Sprava problému, Zaznam o problému.

Problem (Problem Management) Part of the Problem Rizeni (Problem Management) Soucast procesu Spravy

Control Management Process. Problem Control is the problém{ problémd. Rizeni problémi je ginnosti, ktera je
Activity responsible for identifying the Root (Problem odpovédna za identifikaci primarni pficiny a za
Cause and developing a Workaround or Control) vypracovani nahradniho feSeni (workaround) nebo
Structural Solution for a Problem. strukturalniho fe$eni problému. Viz Rizeni chyb.
See Error Control.

Problem (Problem Management) The Process Sprava (Problem Management) Proces, ktery odpovida za

Management responsible for managing the Lifecycle of all problém spravu vSech problému po dobu jejich celého
Problems. The primary objectives of Problem (Problem zivotniho cyklu. Primarnim cilem Spravy problémd je
Management are to prevent Incidents from Management) | zamezit vyskytu incidentd a minimalizovat dopad
happening, and to minimise the Impact of incidentu, kterym nemohlo byt zabranéno. Sprava
Incidents that cannot be prevented. Problem problému zahrnuje Rizeni problémii, Rizeni chyb a
Management includes Problem Control, Error Proaktivni spravu probléma.

Control and Proactive Problem Management.

Problem (Problem Management) A Record containing Zaznam (Problem Management) Zaznam obsahujici detaily

Record the details of a Problem. Each Problem problému o problému. Kazdy zaznam problému dokumentuje
Record documents the Lifecycle of a single cely zivotni cyklus konkrétniho problému.

Problem.
Procedure A Document containing steps that specify how | Postup Dokument obsahujici kroky, které specifikuji, jak

uskutecnit ¢innost. Postupy jsou definovany jako
¢ast procesu.
Viz Pracovni postup.
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Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Process A structured set of Activities designed to Proces Strukturovana mnozina ¢innosti navrzena pro
accomplish a specific Objective. A Process dosazeni urcitého specifického cile. Proces ma
takes one or more defined inputs and turns jeden ¢&i vice definovanych vstupl a pretvafi je do
them into defined outputs. A Process may definovanych vystupl. Proces muze obsahovat
include any of the Roles, responsibilities, tools jakékoli role, odpovédnosti, nastroje a Fidici prvky
and management Controls required to reliably pozadované pro spolehlivou dodavku vystupt.
deliver the outputs. A Process may define Proces mlze v pripadé potieby definovat politiky,
Policies, Standards, Guidelines, Activities, and normy, pokyny, ¢innosti a pracovni instrukce.
Work Instructions if they are needed. Viz Podnikovy proces.

See Business Process.

Process The Activity of planning and regulating a Rizeni Cinnost planovani a usmérfiovani procesu v souladu

Control Process, with the Objective of performing it in procesu s cili zahrnujicimi hlediska efektivnosti,
an Effective, Efficient, and consistent manner. hospodarnosti a konzistence.

Process A Role responsible for Operational Procesni Role odpovédna za provozni spravu procesu. Mezi

Manager management of a Process. The Process manazer odpovédnosti procesniho manazera spada
Manager's responsibilities include Planning planovani a koordinace vSech ¢innosti
and co-ordination of all Activities required to poZadovanych pro provedeni, monitorovani procesu
carry out, monitor and report on the Process. a jeho vykazovani. Pro jeden proces muze existovat
There may be several Process Managers for vice procesnich manazer(, napf. regionalni
one Process, for example regional Change manazefi zmén nebo manazefi kontinuity sluzeb IT
Managers or IT Service Continuity Managers pro kazdé datové centrum. Role procesniho
for each data centre. The Process Manager manazera je ¢asto pfifazovana osobé, ktera
Role is often assigned to the person who vykonava roli vlastnika procesu, avsak tyto role
carries out the Process Owner Role, but the mohou byt u vétSich organizaci oddéleny.
two Roles may be separate in larger
Organisations.

Process A measure of how reliable, Efficient and Procesni Méfitko spolehlivosti, hospodarnosti a efektivity

Maturity Effective a Process is, and of how well it is zralost procesu a kvality integrace s ostatnimi procesy.
integrated with other processes. The most Nejvyspélejsi procesy jsou formalné sladény s
mature processes are formally aligned to podnikovymi cili a strategii a jsou pfedmétem
Business Objectives and Strategy, and are kontinualniho zlepSovani.
supported by a framework for Continuous
Improvement.

Process A Role responsible for ensuring that a Process | Vlastnik Role odpovidajici za spInéni ucelu procesu.

Owner is Fit for Purpose. The Process Owner’s procesu Odpovédnostmi vlastnika procesu jsou
responsibilities include sponsorship, design, sponzorovani, navrh a fizeni zmén procesu a jeho
and change management of the Process and metrik. Role je €asto pfifazena tomu, kdo zastava
its Metrics. This Role is often assigned to the roli procesniho manazera, avsak tyto role mohou byt
same person who carries out the Process u vétSich organizaci oddéleny.

Manager Role, but the two Roles may be
separate in larger Organisations.

Profit Centre (Financial Management) A Business Unit Ziskové (Financial Management) Podnikova jednotka,
which charges for Services provided. A Profit stfedisko ktera uctuje poskytované sluzby. Ziskové stfedisko
Centre can be created with the objective of muze byt vytvofeno za Gcelem tvorby zisku, pokryti
making a profit, recovering Costs, or running at nakladd nebo provozu ve ztraté. Poskytovatel sluzeb
a loss. An IT Service Provider can be run as a IT mlze byt provozovan jako nakladové nebo
Cost Centre or a Profit Centre. ziskové stiedisko.

Programme A number of Projects, that are planned and Program Skupina projektl, které jsou planovany a fizeny
managed together to achieve an overall koordinované za uc¢elem dosazeni vSech
Objective. definovanych cill.

Project A temporary Organisation, with people and Projekt Doc&asna struktura, zahrnujici osoby a dalSi zdroje
other Resources required to achieve an nezbytné k dosazeni cile. Kazdy projekt ma svdj
Objective. Each Project has a Lifecycle that zivotni cyklus, ktery typicky obsahuje zahajeni,
typically includes initiation, Planning, planovani, realizaci, ukon¢eni atd. Projekty jsou
execution, Closure etc. Projects are usually obvykle fizeny podle formalnich metodologii jako
managed using a formal methodology such as napfiklad PRINCE2.

PRINCE2.

Projected (Change Management) A Document that Projektovana (Change Management) Dokument mapujici dopady

Service identifies the effect of planned Changes on dostupnost planovanych zmén na schvalené trovné

Availability agreed Service Levels, based on the Forward sluzby (PSA) poskytovani sluzby, zaloZeny na Planu budoucich

(PSA) Schedule of Change (FSC). zmén (Forward Schedule of Change - FSC).

PRojects IN See PRINCE2 PRojects IN Viz PRINCE2

Controlled Controlled

Environments Environments

(PRINCE2) (PRINCE2)
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System (QMS)

of a suitable Quality to reliably meet Business
Objectives or Service Levels.
See 1SO 9000.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Quality The ability of a product, Service, or Process to | Kvalita Schopnost produktu, sluzby nebo procesu
provide the intended value. For example, a poskytovat zamyslenou hodnotu. Napfiklad
hardware Component can be considered to be komponenta technického vybaveni je povazovana
of high quality if it performs as expected and za vysoce kvalitni, pokud pracuje dle pfedpokladu a
delivers the required Reliability. Process vykazuje pozadovanou spolehlivost. Kvalita procesu
Quality also requires an ability to monitor také vyZaduje schopnost sledovat efektivnost a
Effectiveness and Efficiency, and to improve hospodarnost, v pfipadé potreby zajistit jejich
them if necessary. zlepseni.
See Quality Management System. Viz Systém Fizeni kvality.

Quality The Process responsible for gaining Zajisténi Proces odpovidajici za dosazeni zamyslené hodnoty

Assurance Assurance that the Quality of a product, kvality (Quality | kvality produktu, sluzby nebo procesu.

(QA) Service or Process will provide its intended Assurance —
Value. QA)

Quality The set of Processes responsible for ensuring Systém fizeni Soustava procesu odpovidajicich za zajisténi, ze

Management that all work carried out by an Organisation is kvality (QMS) vSechny Cinnosti provadéné organizaci jsou

odpovidajici kvality pro spolehlivé dosazeni
podnikatelskych cilll nebo Urovné sluzeb.
Viz 1SO 9000.

Quick Win

An improvement Activity which is expected to
provide a Return on Investment in a short
period of time with relatively small Cost and
effort.

See Pareto Principle.

Rychly pfinos

ZlepSeni, u néhoz se ofekava pozitivni dopad na
navratnost investic b€hem kratké doby za pomérné
malého vynalozZeni nakladl a usili.

Viz Paretlv princip

Real Charging

(Financial Management) A Charging Policy
where actual money is transferred from the
Customer to the IT Service Provider in
payment for the delivery of IT Services.

See Notional Charging

Realné
zpoplathovani

(Financial Management) Ugtovaci politika, kde
skute€né penize jsou pievadény od zakaznika

k poskytovateli sluzeb IT jako platby za dodavku IT
sluzeb.

Viz PomysIné zpoplatnéni

involve loss of data. For example a Recovery
Point Objective of one day may be supported
by daily Backups, and up to 24 hours of data
may be lost. Recovery Point Objectives for
each IT Service should be negotiated, agreed
and documented.

See Business Impact Analysis.

Reciprocal (IT Service Continuity Management) A Recipro¢ni (IT Service Continuity Management) Varianta

Agreement Recovery Option. An agreement between two dohoda obnovy. Dohoda mezi dvéma organizacemi o sdileni
Organisations to share resources in an zdrojl v pfipadé nouzového stavu. Napf. vyuziti
emergency. For example, Computer Room prostoru v pocitacovém sale nebo pouziti salového
space or use of a mainframe. pocitace.

Record A Document containing the results or other Zaznam Dokument obsahujici vysledky nebo jiné vystupy
output from a Process or Activity. Records are procesu nebo ¢innosti. Zaznam je dikazem, ze
evidence of the fact that an activity took place Cinnost skute&né byla provedena, muzZe mit
and may be paper or electronic. For example, papirovou nebo elektronickou podobu. Napfiklad
an Audit report, an Incident Record, or the zprava z auditu, zaznam o incidentu nebo zapis z
minutes of a meeting. jednani.

Recovery (Incident Management) (IT Service Obnova (Incident Management) (IT Service Continuity
Continuity Management) Returning a Management) Navraceni konfigura¢ni polozky nebo
Configuration Item or an IT Service to a sluzby IT do pracovniho stavu. Obnova sluzby IT
working state. Recovery of an IT Service often Casto zahrnuje obnovu dat do znamého
includes recovering data to a known consistent konzistentniho stavu. Po zotaveni mohou byt
state. After Recovery, further steps may be vyZadovany dal8i kroky pfedtim, nez je sluzba IT
needed before the IT Service can be made opét dostupna uzivatelim.
available to the Users (Restoration).

Recovery (IT Service Continuity Management) Third Centrum (IT Service Continuity Management) Zafizeni

Centre Party provision of a shared Fixed Facility for obnovy sdilené vice subjekty poskytované treti stranou
use in Recovery. v ramci Obnovy.

See Recovery Options. Viz Varianty obnovy.

Recovery (IT Service Continuity Management) A Varianta (IT Service Continuity Management) Strategie

Option Strategy for responding to an interruption to obnovy reakce na preruseni dodavky sluzeb.

Service. Obecné pouzivané strategie jsou necinnost,
Commonly used Strategies are Do Nothing, nahradni feSeni (workaround), vzajemna dohoda,
Manual Workaround, Reciprocal Agreement, postupna obnova, stfedné rychla obnova, okamzita
Gradual Recovery, Intermediate Recovery, obnova. RGzné varianty obnovy mohou umozriovat
Immediate Recovery. Recovery Options may vyuziti vyhrazenych zafizeni nebo zafizeni tretich
make use of dedicated facilities, or Third Party stran sdilenych vice subjekty.

facilities shared by multiple Businesses.

Recovery (IT Service Continuity Management) The Cil bodu (IT Service Continuity Management) Casova

Point point in time to which data will be restored obnovy hranice, do které budou obnovena data po zotaveni

Objective after recovery of an IT Service. This may sluzby IT. Napfiklad cil bodu obnovy v délce jednoho

dne mlize byt zajistén denni zalohou, mohou byt
tudiz ztracena data max. za poslednich 24 hodin. Cil
bodu obnovy pro kazdou sluzbu IT by mél byt
projednan, schvalen a dokumentovan.

Viz Analyza dopadu na businesss
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Relationships with all Configuration Items that
are affected by the Release.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Recovery (IT Service Continuity Management) The Cilova doba (IT Service Continuity Management) Maximalni
Time maximum time allowed for recovery of an IT obnovy doba potfebna pro obnovu sluzby IT po preruseni.
Objective Service following an interruption. The Service Poskytnuta uroven sluzby maze byt nizsi nez
Level to be provided may be less than normal obvykla cilova uroven. Doba obnovy pro kazdou
Service Level Targets. Recovery Time sluzbu IT by méla byt projednana, schvalena a
Objectives for each IT Service should be dokumentovana.
negotiated, agreed and documented. Viz analyza dopadu na business Business Impact
See Business Impact Analysis. Analysis.
Redundancy Synonym for Fault Tolerance. Nadbyte€nost Synonymum pro odolnost proti poruse.
The term Redundant also has a generic (redundance) Termin nadbyte¢nost ma také obecny vyznam
meaning of obsolete, or no longer needed. vyjadfujici zbyte€nost nebo nepotfebnost.
Registered An Organisation that has been Accredited to Registrovany Organizace akreditovana k provadéni certifikace
Certification perform Certification against a published certifikacni podle publikovanych norem jako ISO/IEC 17799
Body (RCB) Standard such as ISO/IEC 17799 or ISO/IEC organ (RCB) nebo ISO/IEC 20000.
20000.
Relationship A connection or interaction between two Vztah Spojeni nebo vzajemné plsobeni mezi dvéma lidmi
people or things. In Business Relationship nebo vécmi. Ve Sprave vztahu s businessem
Management it is the interaction between the dochazi k vzajemnému plsobeni mezi
IT Service Provider and the Business. In poskytovatelem sluzeb IT a Businessem. V ramci
Configuration Management it is a link between Spravy konfiguraci je to vazba mezi konfiguracnimi
two Configuration ltems that identifies a polozkami, ktery ur€uje zavislost mezi nimi nebo
dependency or connection between them. For jejich propojeni. Napfiklad aplikace muze byt
example Applications may be linked to the spojena se serverem, na kterém bézi, sluzby IT ma
Servers they run on, IT Services have many mnoho vazeb na vSechny konfigura¢ni polozky,
links to all the Cls that contribute to that IT které sluzby IT podporuiji.
Service.
Relationship The ISO/IEC 20000 Process group that Procesy fizeni | Procesni skupina ISO/IEC 20000 zahrnujici Spravu
Processes includes Business Relationship Management vzajemnych vztaht s businessem (Business Relationship
and Supplier Management. vztah( Management) a Spravu dodavateld (Supplier
Management).
Release (Release Management) A collection of Release (Release Management) Soubor hardware, software,
hardware, software, documentation, dokumentace, procest nebo dal$ich komponent
Processes or other Components required to pozadovanych pro implementaci jedné nebo vice
implement one or more approved Changes to schvalenych zmén sluzeb IT. Obsah kazdého
IT Services. The contents of each Release releasu je spravovan, testovan a implementovan
are managed, tested, and deployed as a single jako jedna entita.
entity. Viz Uplny release, delta (rozdilovy release), balikovy
See Full Release, Delta Release, Package release, Identifikace release.
Release, Release Identification
Release (Release Management) The Activity Akceptace (Release Management) Cinnost odpovidajici za
Acceptance responsible for testing a Release, and its releasu testovani releasu, jeho implementaéniho planu a
implementation and Back-out Plans, to ensure planu uvedeni do puvodniho stavu, tak aby byly
they meet the agreed Business and IT zajistény dohodnuté pozadavky businessu a
Operations Requirements. provozu.
Release (Release Management) A naming convention Identifikace (Release Management) Jmenna konvence slouzici
Identification used to uniquely identify a Release. The releasu pro jednoznacné oznaceni releasu. Oznaceni
Release Identification typically includes a releasu typicky obsahuje odkaz na konfiguraéni
reference to the Configuration Item and a polozku a &islo verze. Napftiklad Microsoft Office
version number. For example Microsoft Office 2003 SR2.
2003 SR2.
Release (Release Management) The Process Sprava (Release Management) Proces, ktery odpovida za
Management responsible for Planning, scheduling and releas( planovani, nacasovani a fizeni pfesunu releas(
controlling the movement of Releases to Test do testovaciho a produkéniho prostredi. Primarnim
and Live Environments. The primary objective cilem Spravy releasu je zajistit, aby byla ochranéna
of Release Management is to ensure that the integrita produk&niho prostfedi a aby do néj byly
integrity of the Live Environment is protected uvolfiovany spravné komponenty. Sprava releasl
and that the correct Components are released. spolupracuje tésné se Spravou konfiguraci a se
Release Management works closely with Spravou zmén.
Configuration Management and Change
Management.
Release (Release Management) The methodology for Mechanismus (Release Management) Metodologie nasazeni
Mechanism deploying a Release to its target Environment. | uvolnéni releasu do cilového prostfedi. Mechanismus
A Release Mechanism may include hardware releasu uvolnéni releasu muze zahrnovat technické
and software tools as well as Procedures. vybaveni a programové nastroje stejné jako postupy.
Release The name used by ISO/IEC 20000 for the Proces Nazev pouzivany v ISO/IEC 20000 pro skupinu
Processes Process group that includes Release uvolnéni procesl zahrnujici Spravu releast. Tato skupina
Management. This group does not include any | releasu nezahrnuje zadné jiné procesy.
other Processes.
Release A Record in the CMDB that defines the content | Zaznam Zaznam v konfiguraéni databazi, ktery definuje
Record of a Release. A Release Record has releasu obsah releasu. Zaznam releasu ma vztah ke vSem

konfiguraénim polozkam, které jsou releasem
ovlivnény.
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Configuration Item. Often measured as Mean
Time to Repair (MTTR).

See Maintainability, Recovery, Restoration of
Service.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Release A document that contains the dates when all Plan releast Dokument obsahujici terminy, kdy budou v§echny

Schedule releases will be rolled out into the live releasy nasazeny do produkéniho prostredi.
environment.

Release Type (Release Management) A Category that is Typ releasu (Release Management) Kategorie pouzivana ke
used to classify Releases. A Release Type klasifikaci releasu. Typ releasu mdze byt uplny, delta
may be one of Full, Delta or Package Release. (rozdilovy) nebo balikovy release.

Release Unit (Release Management) Components of an IT | Jednotka (Release Management) Komponenty sluzby IT,
Service that are normally Released together. A | releasu které jsou obvykle uvolfiovany spole¢né. Jednotka
Release Unit typically includes sufficient releasu typicky obsahuje dostate¢né komponenty
components to perform a useful Function. For pro provedeni pozadované funkce. Jednotkou
example one Release Unit could be a Desktop releasu mlze byt napf. desktop PC, véetné
PC, including Hardware, Software, Licenses, hardwaru, softwaru, licenci, dokumentace atd.; jinou
Documentation etc.; a different Release Unit jednotkou releasu mize byt kompletni mzdova
may be the complete Payroll Application, aplikace v€etné procedur provozu IT a uzivatelského
including IT Operations Procedures and user Skoleni.
training. Viz Typ releasu.

See Release Type.

Reliability (Availability Management) A measure of how | Spolehlivost (Availability Management) Mira, urcujici, jak
long a Configuration Item or IT Service can dlouho muze konfiguraéni polozka nebo sluzba IT
perform its agreed Function without provadét svoji dohodnutou funkci bez preruseni.
interruption. Usually measured as MTBF or Obvykle je méfena jako MTBF nebo MTBSI.

MTBSI. Viz Dostupnost.
See Availability.

Remote Fixes Incident or Problems resolved without a Vzdalena Incident nebo problém vyfeSeny bez nutnosti fyzické
member of the support staff visiting the oprava pritomnosti feSitele v misté opravy.
physical location in question.

Repair The replacement or correction of a failed Oprava Nahrazeni nebo oprava vadné konfiguraéni polozky.

Casto méfeno jako stfedni doba opravy (MTTR).
Viz Udrzovatelnost, Obnova, Obnova sluzby.

Request for
Change (RFC)

(Change Management) A formal proposal for
a Change to be made. An RFC includes
details of the proposed Change, and may be
recorded on paper or electronically. The term
RFC is often misused to mean a Change
Record, or the Change itself.

Pozadavek na
zménu (RFC)

Formalni navrh na provedeni zmény. RFC obsahuje
detaily navrhované zmény a mlze byt zaznamenan
papirové nebo elektronicky. Pojem RFC je ¢asto
nespravné pouzivan ve smyslu zaznamu o zméné
nebo ve smyslu zmény samotné.

Request for
Service

See Service Request.

Pozadavek na
sluzbu

Viz Servisni poZzadavek

analysed for use in the Capacity Plan.
See Service Capacity Management.

Requirement A formal statement of what is needed. For Pozadavek Formalni sdéleni pozadavku. Napfiklad Pozadavek
example a Service Level Requirement, a na uroven sluzby (Service Level Requirement),
Project Requirement or the required projektovy pozadavek nebo pozadované vystupy
Deliverables for a Process. Z procesu.

See Statement of Requirements. Viz Seznam pozadavki (Statement of
Requirements).

Resilience The ability of a Configuration Item or IT Odolnost Schopnost konfiguraéni polozky nebo sluzby IT
Service to resist Failure or to Recover quickly odolavat chybé nebo se rychle zotavit po poruse.
following a Failure. For example, an armoured Napf. pancéfovany kabel bude odolavat poruse,
cable will resist failure when put under stress. kdyz bude vystaven zatizeni.

See Fault Tolerance. Viz Odolnost proti porucham (Fault Tolerance)

Resolution (Incident Management) (Problem VyfeSeni (Incident Management) (Problem Management)
Management) Action taken to repair the Root Cinnost vykonavana za u&elem odstranéni primarni
Cause of an Incident or Problem, or to pri€iny incidentu nebo problému nebo za ucelem
implement a Workaround. aplikace nahradniho feSeni (workaroundu).

In ISO/IEC 20000, Resolution Processes is the V ISO/IEC 20000 jsou procesy vyfeseni skupinou
Process group that includes Incident and proces(, které zahrnuji Spravu incidentd a
Problem Management. problém.
See Workaround. Viz Nahradni feseni (Workaround).
Resolution The ISO/IEC 20000 Process group that Procesy Skupina procesl v ISO/IEC 20000 zahrnuje Spravu
Processes includes Incident Management and Problem vyreSeni incidentd a problému.
Management.

Resource (Capacity Management) The Process Sprava kapacit | (Capacity Management) Proces, odpovidajici za

Capacity responsible for understanding the Capacity, zdroja kapacitu, vyuziti a vykonnost konfigura¢nich

Management Utilisation, and Performance of Configuration polozek. Data jsou shromazdovana,

(RCM) Iltems. Data is collected, recorded and zaznamenavana a analyzovana pro pouziti

Y kapacitnich planech.
Viz Rizeni kapacit sluzeb (Service Capacity
Management)
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Management as a measure of IT Infrastructure
Performance, and in Incident Management as
a measure of the time taken to answer the
phone, or to start Diagnosis.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Resource A generic term that includes IT Infrastructure, Zdroj Obecny termin zahrnujici IT Infrastrukturu, osoby,
people, money or anything else that might help penize nebo cokoli, co umoziiuje poskytovani IT
to deliver an IT Service. sluzby.
See Asset. Viz Aktiva.

Response A measure of the time taken to complete an Doba odezvy Casové méfitko pro dokon&eni operace nebo

Time Operation or Transaction. Used in Capacity transakce. Je uzivano v ramci spravy kapacit jako

méfitko vykonnosti infrastruktury IT a ve Spravé
incidentu jako mnozstvi ¢asu potfebného pro
zvednuti telefonu nebo pro zahajeni diagnézy.

Responsivene
ss

A measurement of the time taken to respond
to something. This could be Response Time of
a Transaction, or the speed with which an IT
Service Provider responds to an Incident or
Request for Change etc.

Schopnost
odezvy

Princip méfeni doby potfebné k reakci na podnét.
Muze se jednat o dobu odezvy v rdmci transakce
nebo rychlost, s jakou poskytovatel sluzeb IT
reaguje na incident nebo poZzadavek na zménu atd.

identifying Threats to those Assets, and
evaluating how Vulnerable each Asset is to
those Threats.

See CRAMM.

Restoration of | See Restore. Obnova sluzby | Viz Obnova.

Service

Restore (Incident Management) Taking action to Obnova Kroky vedouci k navratu sluzby IT uzivateldm.
return an IT Service to the Users after Repair Nasleduje po opravé ¢i zotaveni z incidentu. Obnova
and Recovery from an Incident. This is the je primarnim cilem Spravy incidentt
primary Objective of Incident Management.

Retire Withdraw an Application, IT Service etc. from Stazeni Odstranéni aplikace, sluzby IT atd. z produkéniho
use in the Live Environment. prostredi

Return on (Financial Management) A measurement of Navratnost (Financial Management) Méfitko oéekavaného

Capital the expected benefit of an investment. vlozeného pfinosu investice. Vypocitava se jako Cisty zisk pfed

Employed Calculated by dividing (Net Profit Before Tax kapitalu zdanénim / celkovy majetek (aktiva) minus stavajici

(ROCE) and Interest) by (Total assets minus current (ROCE) pasiva. Tento pomér je vyuzivan finan¢nimi analytiky
liabilities). This ratio is used by business k posouzeni efektivnosti organizace jako celku.
analysts to judge the Effectiveness of the Ocekava se, ze jakékoli zmeény sluzeb IT tuto
Organisation as a whole. Any changes to IT hodnotu vylepsi.

Services or products are expected to improve

this figure. Viz také efektivita nakladu, posouzeni investice,
See Cost Effectiveness, Investment Appraisal, navratnost investice (ROI).

Return on Investment.

Return on (Financial Management) A measurement of Navratnost (Financial Management) Méfitko ocekavané

Investment the expected benefit of an investment. investice navratnosti investice. Vypocitava se podilem

(ROI) Calculated by dividing the average increase in pramérného vzristu finanéniho pfinosu (za
financial benefit (taken over an agreed number dohodnuty pocet let) a investice.
of years) by the investment.

See Cost Effectiveness, Return on Capital Viz také efektivita nakladl, navratnost viozeného
Employed. kapitalu

Return to (IT Service Continuity Management) The Navrat do (IT Service Continuity Management) Faze Planu

Normal phase of an IT Service Continuity Plan during normalniho kontinuity sluzby IT, béhem které je plné obnoven
which full normal operations are resumed. For rezimu normalni provoz. Napf. pfevedeni primarniho
example, if an alternate data centre has been datového centra zpét do provozu v pfipadé, Ze doslo
in use, then this phase will bring the primary k vyuziti alternativniho. Zarover je obnovena
data centre back into operation, and restore schopnost spustit plany kontinuity sluzeb IT.
the ability to invoke IT Service Continuity Plans
again.

Review An evaluation of a Change, Problem, Process, | Revize Vyhodnoceni zmény, problému, procesu, projektu
Project etc. Reviews are typically carried out at atd. Revize jsou typicky provadény v urcitych bodech
predefined points in the Lifecycle, and Zivotniho cyklu, obzvlasté po uzavieni. Ugelem
especially after Closure. The purpose of a revize je zajistit, aby byly poskytnuty vS§echny
Review is to ensure that all Deliverables have dodavky, a identifikovat pfilezitosti pro zlepSeni.
been provided, and to identify opportunities for Viz Revize po implementaci (Post Implementation
improvement. Review — PIR)

See Post Implementation Review.

Risk The possibility of suffering harm or loss. In Riziko Moznost utrpét ztratu nebo Skodu. V ramci spravy
quantitative Risk Management this is rizik se vyhodnocuje pravdépodobnost, zda urcité
calculated as how likely it is that a specific ohrozeni preroste ve zranitelnost.

Threat will exploit a particular Vulnerability.
Risk The initial steps of Risk Management. Posouzeni Uvodni kroky Spravy rizik. Provadi se analyza
Assessment Analysing the value of Assets to the business, rizik hodnoty aktiv pro business, identifikuji se hrozby

témto aktivim, vyhodnocuje se zranitelnost kazdého
aktiva z hlediska téchto hrozeb.

Viz CRAMM.
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Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Risk The Process responsible for identifying, Sprava rizik Proces odpovédny za identifikaci, posouzeni a
Management assessing and managing Risks. Risk spravu rizik. Orientuje se bud' na kvantitu (zakladem
Management can be quantitative (based on jsou ¢iselné hodnoty) nebo na kvalitu.
numerical data) or qualitative.
See Risk Assessment, Risk Treatment, Viz také Posouzeni rizik, Osetfeni rizik, CRAMM
CRAMM.
Risk The part of Risk Management responsible for OSetfeni rizik Cast spravy rizik zodpovédna za vybér a
Treatment choosing and implementing an option for implementaci variant fizeni rizik. Varianty oSetfeni
managing a Risk. Options for Risk Treatments rizik zahrnuji:
include: - aplikaci cenové pfiméfenych opatfeni pro
o Applying Cost Effective Controls to reduce snizovani rizik
the Risk - rozhodnuti o akceptovani rizika
¢ Deciding to accept the Risk - zabranéni situacim, které mohou k rizikim vést
« Avoiding the Risk, by preventing the - preneseni rizil_(_a na tfeti stranu, napf.
situation that could lead to it uzavienim pojisténi
o Transferring the Risk to a Third Party, for
example by taking out insurance.
Role A set of responsibilities defined in a Process Role Soustava zodpovédnosti definovanych v procesu,
and assigned to a person or team. One person jimiz je povéfena osoba nebo tym. Jedna osoba
or team may have multiple Roles, for example nebo tym mohou mit vice roli, napf. role manazera
the Roles of Configuration Manager and konfiguraci nebo manazera zmén muze byt
Change Manager be carried out by a single vykonavana stejnou osobou.
person.
See Job Description. Viz Popis pracovni pozice
Rollout (Release Management) Synonym for Provozni (Release Management) Synonymum pro nasazeni.
Deployment. Most often used to refer to nasazeni NejCastéji uzivano ve vztahu ke komplexnimu nebo
complex or phased Deployments. postupnému nasazeni.
Root Cause (Problem Management) The underlying or Primarni (Problem Management) Zasadni nebo putvodni
original cause of an Incident or Problem. pficina pfi€ina incidentu nebo problému
Root Cause (Problem Management) An Activity that Analyza Cinnost, ktera uréi primarni pfi¢inu incidentu nebo
Analysis identifies the Root Cause of an Incident or primarni problému. Typicky se zaméfuje na chyby
(RCA) Problem. RCA typically concentrates on IT priciny (RCA) v infrastrukture IT.
Infrastructure failures.
See Service Outage Analysis. Viz analyza vypadku sluzby
Running Costs | Synonym for Operational Costs Provozni Viz provozni naklady (Operational costs)
naklady
SAM (Software Asset Management) A Database Databaze (Software Asset Management) Databaze
Database containing all data needed to support Software | SAM vyuzivana v Software Asset Managementu (sprava
Asset Management. The SAM Database could softwarovych aktiv), muze byt sou¢asti CMDB
be part of the CMDB.
Scalability The ability of an IT Service, Process, Skalovatelnost | Schopnost sluzby IT, procesu, konfiguraéni polozky
Configuration ltem etc. to perform its agreed atd. pInit dohodnutou funkci, kdyz se zméni rozsah a
Function when the Workload or Scope pracovni zatizeni.
changes.
Scope The boundary, or extent, to which a Process, Rozsah/ Hranice nebo mira, ve které jsou uplathovany
Procedure, Certification, Contract etc. applies. ramec procesy, postupy, certifikace, smlouvy. Napf. ramec
For example the Scope of Change fizeni zmén muze zahrnovat veskeré IT sluzby a
Management may include all Live IT Services vztahujici se konfiguraéni polozky v produkénim
and related Configuration Items, the Scope of prostiedi. Ramec Certifikatu ISO/IEC 20000 mUze
an ISO/IEC 20000 Certificate may include all zahrnovat veSkeré sluzby IT poskytované
IT Services delivered out of a named data konkrétnim datovym centrem.
centre.
Second-line (Service Desk) (Incident Management) Druha droven (Service Desk) (Incident Management) (Problem
Support (Problem Management) The second level in a | podpory Management) Druha urover v hierarchii podptrnych
hierarchy of Support Groups involved in the skupin zac¢lenénych do feSeni incidentt a zkoumani
resolution of Incidents and investigation of problém. Kazda vy$si irover ma k dispozici
Problems. Each level contains more specialist specialisty s vétSimi znalostem nebo m4 vice ¢asu
skills, or has more time or other resources. nebo jinych zdrojl.
See Escalation. Viz Eskalace.
Security See Information Security Management Bezpecnost Viz Sprava informaéni bezpecénosti
Security Synonym for Information Security Sprava Synonymum pro Spravu informacni bezpecnosti
Management Management bezpecnosti
Security Synonym for Information Security Manager Manazer Synonymum pro Manazera informacni bezpecnosti
Manager bezpecnosti
Security Synonym for Information Security Officer Predstavitel Synonymum pro pfedstavitele oddéleni informacni
Officer bezpecnosti bezpecnosti.
Security Policy | Synonym for Information Security Policy Bezpecnostni Synonymum pro politiku informaéni bezpeé€nosti
politika
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Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Security (Security Management) A Strategic Objective | Bezpec€nostni (Security Management) Strategicky cil obsazeny v

Principle in an Information Security Policy. Common princip politice informaéni bezpeénosti. Obecné principy
Security Principles include Confidentiality, bezpecnosti zahrnuji divérnost, integritu a
Integrity and Availability. Other Objectives dostupnost. DalSimi bezpe€nostnimi principy mohou
such as Non-Repudiation and Accountability byt prokazatelnost a odpovédnost.
can also be Security Principles.

Segregation of | (Security Management) A Control that splits Rozdéleni Uprava rozdélujici jednotlivé ¢innosti mezi paralelné

duties up execution of an Activity into multiple Roles povinnosti vykonavané role, jimiz jsou povéfeni riizni lidé. Tim
which are assigned to different people. This se omezi riziko zranitelnosti zplsobené
reduces the Risk of a single person exploiting jednotlivcem. Napf. jeden ¢lovék miize byt povéren
a Vulnerability. For example one person may pofizovanim financnich dat do systému, zatimco jiny
input financial data and another may check it. je bude kontrolovat.

Server A computer that is connected to a network and | Server Pocgitag, ktery je pfipojen k siti a ktery zabezpecuje
provides software Functions that are used by softwarové funkce, které vyuzivaji dalsi pocitace.
other Computers.

Service Providing something of value to a customer Sluzba Poskytovani hodnoty nehmotného charakteru
that is not goods (physical things with material z&kaznikovi. NapF. bankovnictvi nebo pravni sluzba.
value). Examples of services include banking Také synonymum pro sluzbu IT.
and legal support. Service is also used as a
Synonym for IT Service. Viz Sluzba businessu, Zadost o sluzbu
See Business Service, Service Request.

Service (Capacity Management) The Activity Sprava (Capacity Management) Cinnost odpovédna za

Capacity responsible for understanding the kapacity vykon a kapacitu sluzeb IT. V ramci této €innosti jsou

Management Performance and Capacity of IT Services. The | sluzeb (SCM) shromazdovany, zaznamenavany informace o

(SCM) Resources used by each IT Service and the zdrojich pouzitych kazdou sluzbou IT a
pattern of usage over time are collected, charakteristiky jejich vyuziti v ¢ase. Informace jsou
recorded, and analysed for use in the Capacity analyzovany pro vyuziti v kapacitnim planu.

Plan. Viz Sprava kapacit businessu, Sprava kapacit zdroj
See Business Capacity Management,
Resource Capacity Management.

Service A Document listing all IT Services, with Katalog sluzeb | Dokument obsahujici seznam vSech sluzeb IT spolu

Catalogue summary information about their SLAs and se souhrnnou informaci o jejich SLA a zakaznicich.
Customers. The Service Catalogue is created Katalog sluzeb je vytvaren a udrzovan
and maintained by the IT Service Provider and poskytovatelem sluZeb IT a je vyuzivan viemi
is used by all IT Service Management procesy Spravy sluzeb IT.

Processes. Viz Portfolio sluzeb.
See Portfolio of Services.

Service A Customer oriented Culture. The major Kultura sluzby | Kultura orientace na zékaznika. Hlavnim cilem

Culture Objectives of a Service Culture are Customer kultury sluzby jsou spokojenost zakaznika a snaha
satisfaction and helping the Customer to podpofit ho v jeho podnikovych cilech.
achieve their Business Objectives. Viz Soulad IT s businessem (BITA), Orientace na
See Business IT Alignment, Customer Focus. zakaznika

Service The core IT Service Management Processes Dodavka Klicové procesy Spravy sluzeb IT, zaméfené na

Delivery that have a Tactical or Strategic focus. In ITIL sluzeb taktiku a strategii. V ITIL pod ni spadaji nasledujici
these are Service Level Management, procesy: sprava urovné sluzeb (Service Level
Capacity Management, IT Service Continuity Management), sprava kapacit (Capacity
Management, Availability Management, and Management), sprava kontinuity IT sluzeb (IT
Financial Management for IT Services. Service Continuity Management), sprava
Service Delivery is also used to mean the dostupnosti (Availability Management), sprava
delivery of IT Services to Customers. financi sluzeb IT (Financial Management for IT
See Service Support. Services).

Dodavka sluzby muze také znamenat faktické
dodani sluzby IT zakaznikovi.
Viz Podpora sluzeb.

Service A technique that is used to graphically Modelovani Technika pouzivana ke grafickému znazornéni

Dependency represent the dependency of IT services on zavislosti zavislosti sluzby IT na konfigura¢nich polozkach.

Modelling Configuration ltems. sluzeb

Service Desk

(Service Desk) The 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.

See Call Centre.

Service Desk

(Service Desk) Jediny sty¢ny bod pro kontakt mezi
poskytovatelem sluzeb a uzivateli. Typicky Service
Desk spravuje incidenty a pozadavky na sluzby, a
obstarava komunikaci s uzivateli.

Viz Call centrum.

Service Hours

(Service Level Management) An agreed time
period when a particular IT Service should be
Available. For example, ,Monday-Friday 08:00
to 17:00 except public holidays®. Service
Hours should be defined in a Service Level
Agreement.

Provozni doba

(Service Level Management) Dohodnuta doba, po
kterou by dana sluZba IT méla byt dostupna. Napf.
pondéli — patek 8:00 — 17:00 s vyjimkou statnich
svatkl. Provozni doba by méla byt definovana

v dohodé o Urovni sluzeb (Service Level Agreement)
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Service A formal Plan to implement improvements toa | Plan pro Formalni plan implementace zlepSeni procesu nebo
Improvement Process or IT Service. A SIP is managed as zlepSeni sluzby IT. SIP (Service Improvement Plan) je
Plan (SIP) part of a Continuous Improvement Process sluzeb (SIP) spravovan jako soucéast procesu kontinualniho

zlepSovani.

Service Level

Measured and reported achievement against
one or more Service Level Targets. Service
Level is sometimes used as an informal term
to mean Service Level Target.

Urove sluzby

Méreny a vykazovany vykon vuci jednomu nebo vice
cilam drovni sluZeb (Service Level Targets). Uroveni
sluzby je nékdy pouzivana jako neformalni termin,
jimz se mini Cil drovné sluzby.

Service Level
Agreement
(SLA)

(Service Level Management) An Agreement
between an IT Service Provider and a
Customer. The SLA describes the IT Service,
documents Service Level Targets, and
specifies the responsibilities of the IT Service
Provider and the Customer. A single SLA may
cover multiple IT Services or multiple
customers.

See Operational Level Agreement.

Dohoda o
urovnich
sluzeb (SLA)

(Service Level Management) Dohoda mezi
poskytovatelem sluzeb IT a zakaznikem. SLA
popisuje sluzbu IT, dokumentuje cile urovni sluZzeb a
specifikuje odpovédnosti poskytovatele sluzeb IT a
zakaznika. Jedna SLA mUze pokryvat fadu sluzeb IT
nebo vice zakazniku.

Viz Dohoda o Urovni provoznich sluzeb (OLA)

Service Level
Management
(SLM)

(Service Level Management) The Process
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.

See Service Reporting.

Sprava urovni
sluzeb (SLM)

(Service Level Management) Proces, ktery
odpovida za sjednani dohod o trovnich sluzeb
(SLA) a za zajisténi plnéni téchto dohod. SLM
odpovida za zajisténi toho, aby vSechny procesy
spravy sluzeb IT, dohody o provozni podpore (OLA)
a podplrné smlouvy (UP) byly pfiméfené
dohodnutym cilim arovni sluzeb. SLM monitoruje a
vykazuje Urovné sluzeb a organizuje pravidelné
revize se zakaznikem.

Service Level
Requirement
(SLR)

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.

See Service Level Agreement.

Pozadavek na
urovné sluzby
(SLR)

PozZadavek zékaznika na vlastnost sluzby IT. SLR
jsou zalozeny na cilech businessu a jsou uzivany
k vyjednani cild Grovné sluzeb.

Viz Dohoda o urovni sluzeb

understanding Customer Requirements and
Planning the Lifecycle of an IT Service.
ISO/IEC 20000 calls this Process ,Planning
and implementing new or changed services*.
See Portfolio Management.

Service Level A commitment that is documented in a Service | Cil trovni Zavazek dokumentovany v dohodé o urovni sluzeb
Target Level Agreement. Service Level Targets are sluzeb (SLA). Cil urovné sluzeb vychazi z Pozadavku na
based on Service Level Requirements, and uroven sluzeb a je potfebny k zajisténi toho, aby
are needed to ensure that the IT Service sluzba IT plnila svdj ucel. Cile urovné sluzeb by
design is Fit for Purpose. Service Level mély byt méfitelné a jsou obvykle zaloZzené na
Targets should be measurable, and are Klicovych ukazatelich vykonnosti (KPI).
usually based on KPIs.
See Service Level, SMART.
Service (Availability Management) The expected Cil udrzby (Availability Management) Doba, béhem které bude
Maintenance time that a Configuration ltem will be sluzeb konfiguraéni polozka nedostupna diky planované
Objective unavailable due to planned maintenance (SMO) udrzbé.
(SMO) Activity.
See Planned Downtime.
Service A generic term that can be used to mean any Manazer Obecny termin oznacujici jakéhokoliv manazera na
Manager manager within the IT Service Provider. Most sluZzeb strané poskytovatele sluZzeb IT. NejCastégji se
commonly used to refer to a Business pouZziva ve spojeni s manazerem obchodnich
Relationship Manager, a Process Manager, an vztah, procesnim manazerem, manazerem
Account Manager or a senior manager with zakaznickych vztaht nebo senior manazerem
responsibility for IT Services overall. odpovédnym za sluzby IT celkové.
Service (Problem Management) (Availability Analyza (Problem Management) (Availability
Outage Management) An Activity that identifies vypadku Management) Cinnost odhalujici pfiginy vypadku
Analysis underlying causes of an IT Service sluzby (SOA) sluzby IT. SOA identifikuje pfilezitosti pro zlepSeni
(SOA) interruption. SOA identifies opportunities to procesU a nastroji poskytovatele sluzeb IT, nejen
improve the IT Service Provider's Processes infrastruktury IT. SOA je ¢asové omezenou aktivitou
and tools, and not just the IT Infrastructure. podobnou projektu, spiSe nez stalym analytickym
SOA is a time constrained, project-like activity, procesem.
rather than an ongoing process of analysis. Viz Analyza primarni pficiny
See Root Cause Analysis.
Service Owner | The individual taking primary responsibility for Vlastnik Jednotlivec nesouci primarni odpovédnost za sluzbu
a service, including its design, objectives and sluzby véetné navrhu, cilt a vyvoje
progression.
Service The Process responsible for implementing and | Planovani Proces odpovédny za implementaci a staZeni sluzeb
Planning retiring IT Services. Service Planning includes sluzeb IT. Sou&asti planovani sluzby je porozuméni

pozadavkiim zakaznika a naplanovani zivotniho
cyklu sluzby IT. V ISO/IEC 20000 se tento proces
nazyva ,Planovani a implementace novych a
zméneénych sluzeb*.

Viz Sprava portfolia.
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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.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Service An Organisation supplying Services to one or Poskytovatel Organizace poskytujici sluzby jednomu nebo vice

Provider more Customers. Service Provider is often sluzby zakaznikim. Termin poskytovatel sluzeb se ¢asto
used as an abbreviation for IT Service pouZziva jako zkratka pro poskytovatele sluzeb IT.
Provider.

Service (Service Level Management) The Process Vykazovani (Service Level Management) Proces odpovédny za

Reporting responsible for producing and delivering sluZzeb/reportin | tvorbu vykazl o vykonech, trendech a jejich
reports of achievement and trends against g sluzeb porovnani s Urovni sluzeb. Format, obsah a
Service Levels. Service Reporting should frekvence vykazu by mély byt dohodnuty se
agree the format, content and frequency of zékaznikem.
reports with Customers.

Service (Service Desk) A request from a User for Servisni (Service Desk) Pozadavek uzivatele na informaci

Request information or advice, or for a Standard pozadavek nebo radu nebo na standardni zménu. Napf.
Change. For example to reset a password, or opétovné nastaveni hesla nebo poskytnuti
to provide standard IT Services for a new standardni sluzby IT novému uzivateli. Servisni
User. Service Requests are usually handled by pozadavky jsou zpravidla vyfizovany Service
a Service Desk, and do not require an RFC to Deskem a nevyzaduji predkladani RFC.
be submitted.

Service The core IT Service Management Processes Podpora Jadro procesli Spravy sluzeb IT, které jsou

Support that have an Operational focus. These are sluzeb zaméFené na provoz. Jeho soucasti jsou: Sprava
Incident Management, Problem Management, incidentd (Incident Management), Sprava problém0
Configuration Management, Change (Problem Management), Sprava konfiguraci
Management and Release Management. (Configuration Management), Sprava zmén (Change
Service Support also includes the Service Management) a Sprava release (Release
Desk. Management). Zahrnuje rovnéz Service Desk.
See Service Delivery. Viz Dodavka sluzeb

Serviceability (Availability Management) The ability of a Servisovatel- (Availability Management) Schopnost dodavatele -
Third Party Supplier to meet the terms of their nost tfeti strany dostat podminkam smlouvy. Tato
Contract. This Contract will include agreed smlouva zahrnuje dohodnuté urovné spolehlivosti,
levels of Reliability, Maintainability or udrzovatelnosti nebo dostupnosti konfiguraéni
Availability for a Configuration Item. polozky.

Simulation A technique that creates a detailed model to Simulaéni Technika, jez vytvafi detailni model pro pfedpovéd

modelling predict the behaviour of a Configuration Item modelovani chovani konfiguraéni polozky nebo sluzby IT.

Simula¢ni modely mohou byt velmi pfesné, ale jejich
tvorba je finanéné a asové naroéna. Casto se
vytvafi s pouzitim platnych konfigura€nich polozek,
které jsou modelovany se simulovanym zatizenim
nebo transakcemi. Simulaéni modely jsou vyuzivany
spravou kapacit v pfipadé potfeby pfesnych
vysledkd. Simulaéni model je nékdy nazyvan
vykonnostni porovnani (performance benchmark).

Single Point of

Providing a single consistent way to

Jediny sty¢ny

Poskytnuti jediného konzistentniho zplsobu

Lifecycle.

Contact communicate with an Organisation or bod (SPOC) komunikace s organizaci nebo obchodni jednotkou.

(SPOC) Business Unit. For example, a Single Point of Napt. jediny styény bod poskytovatele sluzeb IT se
Contact for an IT Service Provider is usually obvykle nazyva Service Desk.
called a Service Desk.

Single Point of | Any Configuration Item that can cause an Jediné misto Jakakoliv konfigura¢ni polozka, ktera v pfipadé, ze

Failure Incident when it fails, and for which a poruchy selze, muze zplsobit incident, a pro kterou jesté

(SPOF) Countermeasure has not been implemented. A | (SPOF) nebylo implementovano protiopatfeni. Jediné misto
SPOF may be a person, or a step in a Process poruchy muze byt osoba, krok procesu nebo ¢innost,
or Activity, as well as a Component of the IT stejné jako komponenta infrastruktury IT.
Infrastructure. Viz porucha.

See Failure.

SLAM Chart (Service Level Management) A Service Level | Graf (Service Level Management) Tabulka monitorovani
Agreement Monitoring Chart is used to help monitorovani dosazenych vysledk( SLA v porovnani s jejimi cili. V
monitor and report achievements against SLA tabulce SLAM je vétSinou pouzito barev pro
Service Level Targets. A SLAM Chart is znazornéni toho, jestli cile drovni sluzeb byly pinény,
typically colour coded to show whether each nesplnény ¢i témér nesplnény v prabéhu uplynulych
agreed Service Level Target has been met, 12 mésica.
missed, or nearly missed during each of the
previous 12 months.

SMART An acronym for helping to remember that SMART Zkratka anglického ,Specific, Measurable,
targets in Service Level Agreements and Achievable, Relevant and Time based" je
Project Plans should be Specific, Measurable, mnemotechnicka pomdcka pfipominajici, Ze cile
Achievable, Relevant and Time based. dohody o Urovni sluzeb nebo projektovych planu

maji byt specifické, méfitelné, dosazitelné, relevantni
a definované v ur€itych €asovych horizontech.

Software (Software Asset Management) The Process Sprava (Software Asset Management) Proces odpovédny

Asset responsible for management, control and softwarovych za spravu, kontrolu a ochranu softwarovych aktiv

Management protection of software Assets throughout their aktiv v priibéhu jejich Zivotniho cyklu.
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and Capability
dEtermination

http://www.sqi.gu.edu.au/spice/ for more
information.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Software An independent, international Quality Metoda SPICE | Nezavisly mezinarodni systém Fizeni kvality
Process Management System for software vyuzivany pfi vyvoji softwaru. Vice informaci je
Improvement Development. See mozno ziskat na: http://www.sqi.gu.edu.au/spice/

its Lifecycle.

(SPICE) See Capability Maturity Model Integration.

Specification A formal definition of Requirements. A Specifikace Formalni definice pozadavk(. Specifikace muze
Specification may be used to define technical definovat technické nebo provozni pozadavky, muze
or Operational Requirements, and may be byt externi nebo interni. Mnoho vefejnych norem
internal or external. Many public Standards (standardu) se sklada ze souboru postupl a
consist of a Code of Practice and a specifikace. Specifikace definuje normy, které
Specification. The Specification defines the mohou byt pfedmétem auditu organizace.

Standard against which an Organisation can
be Audited.

Specsheet / A working document used to specify the Specifikace Dokument pouzivany ke specifikaci pozadavku

Specification customers’ requirements (external) and the zakaznika (externi) a dusledkd, které z tohoto

Sheet consequences this has for the service provider vyplyvaji pro poskytovatele sluzeb (interni), jako
(internal), such as required costs, resources napf. pozadovana cena, zdroje, dovednosti a
and skills and applicable constraints. pfisluSsna omezeni.

Stakeholder All people who have an interest in an Zainteresovan | VSichni, ktefi maji néjaky zajem na organizaci,
Organisation, Project, IT Service etc. a strana projektu, sluzbé IT atd. Zainteresované strany
Stakeholders may be interested in the mohou mit zajem na €innostech, cilech, zdrojich
Activities, targets, Resources, or Deliverables. nebo pozadavcich. Zainteresovanymi stranami
Stakeholders may include Customers, mohou byt zakaznici, partnefi, zaméstnanci,
Partners, employees, shareholders, owners, akcionafi, vlastnici, atd.
etc.

Standard A mandatory Requirement. Examples include Norma Povinny pozadavek. Napf. ISO/IEC 20000
ISO/IEC 20000 (an international Standard), an | (standard) (mezinarodni norma), vnitfni bezpe¢nostni standard
internal security standard for Unix konfigurace Unix nebo vladni standard pro spravu
configuration, or a government standard for finanénich zaznam(. Terminu norma je vyuzivano
how financial Records should be maintained. také v souvislosti s praktickou pfiru¢kou nebo se
The term Standard is also used to refer to a specifikaci uvefejnénou organizaci zabyvajici se
Code of Practice or Specification published by normami jako napf. ISO nebo BSI.

a Standards Organisation such as ISO or BSI.
See Guideline.

Standard A pre-approved Change that is low Risk, Standardni Pfedem schvalena zména predstavujici nizké riziko,

Change relatively common and follows a Procedure or zména relativné obvykla, vykonavana podle urcitého
Work Instruction. For example password reset postupu nebo pracovnich instrukci. Napf. opétovné
or provision of standard equipment to a new nastaveni hesla nebo poskytnuti standardniho
employee. RFCs are not required to implement vybaveni novému zaméstnanci. Implementace
a Standard Change, and they are logged and standardni zmény nevyZaduje RFC, k zaznamenani
tracked using a different mechanism, such as a sledovani se pouzivaji jiné mechanismy, jako
a Service Request. servisni pozadavek.

See Change Model. Viz Zménovy model.

Standard Cost | (Financial Management) A pre-determined Standardni (Financial Management) Pfedem stanovena
calculation of the Cost of carrying out a naklady kalkulace naklad(i na provedeni obvyklé operace.
common operation. For example a Standard Napft. radéji nez vypocitavat pfesnou cenu osobniho
Cost per desktop may be used, rather than pocitace pokazdé, kdyz je pfidélen uzivateli, je
calculating the exact Cost each time a desktop mozno pouzit standardniho nakladu na osobni
PC is provided to a User. pocitaC.

Standby (IT Service Continuity Management) Used to | Zalozni/ (IT Service Continuity Management) Pouziva se
refer to Resources that are not required to Zaloha v souvislosti se zdroji, které nejsou pfimo nutné k
deliver the Live IT Services, but are available dodavce sluzeb IT, ale jsou k dispozici pro podporu
to support IT Service Continuity Plans. For planu kontinuity sluzby IT.
example a Standby data centre may be Napf. Pro podporu Studené, teplé nebo horké zalohy
maintained to support Hot Standby, Warm se mlze udrzovat zalozni datové centrum.

Standby or Cold Standby arrangements.

Statement of A Document containing all Requirements for a Formulace Dokument obsahujici vS8echny pozadavky na nakup

requirements product purchase, or a new or changed IT pozadavku produktd, novych nebo zménénych sluzeb IT

(SOR) Service. (SOR)

See Terms of Reference.

Status The name of a required field in many types of Stav Nazev povinného pole v mnoha typech zaznamd.
Record. It shows the current stage in the Vypovida o stavajicim stadiu Zivotniho cyklu
Lifecycle of the associated Configuration ltem, pfisludné konfiguracni polozky, incidentu problému
Incident, Problem etc. atd..

Status Synonym for Configuration Status Accounting. Informovani o Synonymum pro Informovani o stavu konfigurace

Accounting stavu

Storage The Process responsible for managing the Sprava Ulozist | Proces odpovédny za ukladani a udrzbu dat

Management storage and maintenance of data throughout v priibéhu jejich Zivotniho cyklu.
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by all of the IT Service Management
Processes.
See n-line Support, Technical Support.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Strategic The highest of three levels of Planning and Strategicky Nejvyssi ze tfi Urovni planovani a dodavky
delivery (Strategic, Tactical, Operational). (strategicka, takticka, provozni). Strategické €innosti
Strategic Activities include Objective setting zahrnuji nastaveni cilt a dlouhodobé planovani za
and long term Planning to achieve the overall ucelem dosazeni komplexni vize.

Vision.

Strategic A diagram showing the Relationships between | Model Diagram znazorfiujici vztahy mezi dodavkami a

Alignment Deliverables and Requirements. For example strategického pozadavky. Nap¥. sluzby IT podporujici podnikové

Objectives IT Services supporting Business souladu cild pozadavky nebo infrastruktura IT podporujici

Model (SAOM) [ Requirements, IT Infrastructure supporting technické pozadavky.

Technical Requirements.

Strategy A Strategic Plan designed to achieve defined Strategie Strategicky plan navrzeny tak, aby ved| k dosazeni
Objectives. definovanych cilll

Supplier A Third Party responsible for supplying goods Dodavatel Treti strana, zodpovédna za dodavku zbozi nebo
or Services that are required to deliver IT sluzeb nutnych k dodavani sluzeb IT. Pfikladem jsou
services. Examples of suppliers include dodavatelé hardwaru nebo softwaru, poskytovatelé
commodity hardware and software vendors, sitovych a telekomunikacnich sluzeb a organizace
network and telecom providers, and poskytujici outsourcingové sluzby.
outsourcing Organisations. Viz Podpurné smlouvy, Dodavatelsky fetézec
See Underpinning Contract, Supply Chain.

Supplier Supplier Management is one of the ISO/IEC Sprava Je jednim z procesl v rdmci Spravy vztahl s

Management 20000 Relationship Management Processes. It | dodavatel businessem v ISO/IEC 20000. Jeho ukolem je
is responsible for ensuring that all Contracts zabezpecdit, Ze smlouvy s dodavateli jsou v souladu s
with Suppliers support the needs of the podnikovymi potfebami a Zze vSichni dodavatelé pini
Business, and that all Suppliers meet their smluvni zavazky. Sprava dodavatel(i rovnéz
contractual commitments. Supplier zodpovida za cely dodavatelsky fetézec, v€etné
Management is also responsible for subdodavatelli poskytovatele sluzeb IT.
understanding the entire Supply Chain, which Viz Dodavatelsky fetézec
includes Suppliers to the IT Service Provider's
own major Suppliers.

See Supply Chain.

Supply Chain The Activities in a Value Chain carried out by Dodavatelsky Cinnosti, které v ramci hodnotového fetézce
Suppliers. A Supply Chain typically involves fetézec vykonavaji dodavatelé. Dodavatelsky fetézec bézné
multiple Suppliers, each adding value to the zahrnuje vice dodavatel( pfidavajicich hodnotu
product or Service. produktu nebo sluzbé.

Support Group | A group of people with technical skills. Support | Podptrna Skupina technicky zdatnych lidi. Poskytuji
Groups provide the Technical Support needed | skupina technickou podporu nutnou pro v§echny procesy

spravy sluzeb IT.
Viz n-ta uroven podpory, technicka podpora

Support Hours

The times or hours when support is available

Provozni doba

Doba, po kterou je poskytovana podpora uzivatelim.

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

to the Users. Typically this is the hours when podpory VétSinou je to doba, kdy je dostupny Service Desk.
the Service Desk is available. Support Hours Provozni doba podpory by méla byt definovana
should be defined in a Service Level v dohodé o Urovni sluzeb a mlze byt odli$na od
Agreement, and may be different from Service provozni doby sluzby. Napf. Provozni doba sluzby
Hours. For example, Service Hours may be 24 muze byt 24 hod. denné, ale doba podpory muze byt
hours a day, but the Support Hours may be 07:00 - 19:00.
07:00 to 19:00.
System A number of related things that work together Systém Mnozina souvisejicich element(, plUsobicich
to achieve an overall Objective. For example: spole€né v zajmu dosazeni urcitého cile. Napr.
e A computer System including hardware, . PocitaCovy systém obsahujici hardware,
software and Applications. software a aplikace.
¢ A management System, including multiple . Systém spravy procesU planovanych a
Processes that are planned and managed fizenych spole¢né. Napf. Systém pro
together. For example a Quality fizeni kvality (Quality Management
Management System. System).
¢ A Database Management System or . Systém spravy databaze nebo operaéni
Operating System that includes many systém zahrnujici mnoho softwarovych
software modules that are designed to modull navrzenych k vykonavani
perform a set of related Functions. soustavy funkci.
System The part of IT Service Management that Sprava Cast spravy sluzeb IT zamétujici se spide na spravu
Management focuses on the management of IT systému infrastruktury IT nez na procesy.
Infrastructure rather than Process.
Tactical The middle of three levels of Planning and Takticky Prostfedni ze tfi drovni planovani a dodavky

(strategicka, takticka, provozni). Taktické ¢innosti
zahrnuji stfednédobé plany nutné k dosazeni
konkrétnich cild, vétSinou pro obdobi tydnl az
mésicl.
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Processes etc.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz
Technical A technique used in Service Improvement, Technické Technika, uzivana ke zlepSeni sluzby, zkoumani
Observation Problem investigation and Availability pozorovani problém a pro spravu dostupnosti. Personal
Post (TOP) Management. Technical support staff meet to (TOP) technické podpory se schazi a monitoruje chovani
monitor the behaviour and Performance of an sluzby IT a nasledné vytvafi technicka doporuceni
IT Service and make recommendations for ke zlepseni.
improvement.
Technical The Process responsible for the technical Technicka Proces zabezpecujici technické aspekty podpory
Support aspects of supporting IT Services. Technical podpora sluzeb IT. Technicka podpora definuje role
Support defines the Roles of Support Groups, podpurnych skupin stejné jako pozadované nastroje,
as well as the tools, Processes and procesy a postupy.
Procedures required. Viz Skupina podpory.
See Support Group.
Terms of A Document specifying the Requirements, Soupis Dokument specifikujici pozadavky, rozsah,
Reference Scope, Deliverables, Resources and schedule | podkladd dodavané vystupy, zdroje a asovy harmonogram
(TOR) for a Project or Activity. (TOR) ¢innosti nebo projektu.
See Statement of Requirements. Viz Formulace pozadavkl (SOR)
Test A Test is used to verify that a Configuration Test Test je pouzivan k ovéfeni, ze konfigura¢ni polozka,
Item, IT Service, Process etc. meets its sluzba IT, proces, atd. splfiuji kritéria definovana ve
Specification, and is able to correctly deliver specifikaci a jsou schopny plnit funkéni pozadavky
specific Functional or Service Level nebo pozadavky urovné sluzeb bez negativnich
Requirements. There should be no negative dopad(l na ostatni procesy a sluzby IT.
effects on other Processes or IT Services.
Test A controlled Environment used to Test Testovaci Rizené prostfedi, které se vyuZiva k testovani
Environment Configuration ltems, Builds, IT Services, prostredi konfiguraénich polozek, buildd, sluzeb IT, procesq,

atd.

See Full Cost.

Third-line (Service Desk) (Incident Management) Treti uroven (Service Desk) (Incident Management) (Problem

Support (Problem Management) The third level in a podpory Management) Treti troven v hierarchii podpurnych
hierarchy of Support Groups involved in the skupin zapojenych do feSeni incidentd a do
resolution of Incidents and investigation of zkoumani problému. Kazda vyssi drovern ma
Problems. Each level contains more specialist k dispozici specialisty s vétSimi znalostmi nebo ma
skills, or has more time or other resources. vice ¢asu nebo dal$ich zdroju.

See Escalation. Viz Eskalace

Third Party A person, group, or Business who is not part of | Treti strana Osoba, skupina nebo business, které nejsou
the Service Level Agreement for an IT Service, soucasti dohody o urovni sluzeb IT, avSak je nutna
but is required to ensure successful delivery of k zajisténi uspésné dodavky téchto sluzeb. Napr.
that IT Service. For example a software dodavatel softwaru, spole¢nost najata na udrzbu
Supplier, a hardware maintenance company, hardwaru nebo oddéleni zabezpecujici spravu
or a facilities department. Requirements for zafizeni. Pozadavky na tfeti stranu jsou vétSinou
Third Parties are typically specified in definovany v podpudrnych smlouvach nebo v
Underpinning Contracts or Operational Level dohodach o urovni provoznich sluzeb (OLA)
Agreements. Viz Partnerstvi
See Partnership.

Threat A threat is any thing that might exploit a Hrozba Hrozbou je cokoliv, co mlze zneuzit zranitelnosti.
Vulnerability. Any potential cause of an Kazda potencialni pfic¢ina incidentu maze byt
Incident can be considered to be a Threat. For povazovana za hrozbu. Napf. poZér je hrozbou,
example a fire is a Threat that could exploit the ktera muze zneuzit zranitelnosti hoflavych
Vulnerability of flammable floor coverings. This podlahovych krytin. Tento termin je obecné uzivan
term is commonly used in Information Security ve Spravé informacéni bezpec¢nosti a Spravé
Management and IT Service Continuity kontinuity sluzeb IT, ale vztahuje se také k dalSim
Management, but also applies to other areas oblastem jako Sprava problému a Sprava
such as Problem and Availability Management. dostupnosti.

Threshold The value of a Metric which should cause an Prahova Hodnota metriky, ktera by méla generovat
Alert to be generated, or management action hodnota vystrahu/upozornéni nebo podnitit management
to be taken. For example ,Priority1 Incident not k urcité ¢innosti. Napf. ,Incident s prioritou 1
solved within 4 hours®, ,more than 5 soft disk nevyfeSen do 4 hodin®, ,vice nez 5 menSich
errors in an hour®, or ,more than 10 failed diskovych chyb béhem hodiny*, nebo ,vice nez 10
changes in a month*. neuspésnych zmén za mésic*

Throughput (Capacity Management) A measure of the Propustnost (Capacity Management) Mira poctu transakci nebo
number of Transactions, or other Operations, jinych operaci vykonanych za urcitou dobu. Napf.
performed in a fixed time. For example 5000 5000 e-maill poslanych za hodinu nebo 200
emails sent per hour, or 200 disk 1/Os per diskovych 1/O operaci za sekundu.
second.

Tied Users (Financial Management) Users who have no Vazani (Financial Management) UZivatelé, ktefi nemaji
choice about whether to use the IT Services (zavisli) jinou moznost nez vyuzivat sluzby IT poskytované
provided by their Internal Service Provider. uzivatelé internim dodavatelem sluZeb.

See Untied Users Viz Nezavisli uzivatelé.

Total Cost of (Financial Management) A methodology used | Celkové (Financial Management) Metodologie vyuzivana pfi

Ownership to make investment decisions. TCO assesses naklady rozhodovani o investicich. Celkové naklady

(TCO) the full Lifecycle Costs of a Configuration ltem, | vlastnictvi vlastnictvi zohlednuji nejen pocatecni naklady nebo
not just the initial cost or purchase price. (TCO) nakupni cenu, ale i naklady celého zivotniho cyklu

konfiguraéni polozky
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Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Total Quality A methodology for managing Continuous Komplexni Metodologie, ktera se pouziva pfi spravé

Management Improvement by using a Quality Management fizeni kvality kontinualniho zlepSovani s vyuzitim systému fizeni

(TQMm) System. TQM establishes a Culture involving (TQM) kvality. TQM zavadi kulturu, ktera do procesu
all people in the Organisation in a Process of stalého monitorovani a zlepSovani zapoji vSechny
continuous monitoring and improvement. pracovniky dané spole¢nosti.

Transaction A discrete Function performed by an IT Transakce I1zolovana funkce vykonavana sluzbou IT. Napf.

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.

pfevod penéz z jednoho bankovniho Uctu na druhy.
V ramci jedné transakce muaze vzniknout, zménit se
nebo byt zruSeno mnoho dat. Budto vSechny &asti
transakce probé&hnou Uspésné nebo neprobéhne
Z24dna z nich.

Transfer Cost

(Financial Management) Transfer Cost is a

Prevoditelné

(Financial Management) Typ nakladu reflektujici

Cost Type, which records expenditure made naklady vylohy v zastoupeni jiné ¢asti organizace. Napf.
on behalf of another part of the Organisation. poskytovatel sluzeb IT mGze hradit externiho

For example the IT Service Provider may pay konzultanta vyuzivaného finan¢nim oddélenim a
for an external consultant to be used by the prevést naklady za néj na toto oddéleni.

Finance department and transfer the Cost to Poskytovatel sluzeb IT by tyto naklady zanesl jako
them. The IT Service Provider would record prevoditelné naklady.

this as a Transfer Cost.

Trend Analysis | Analysis of data to identify time related Analyza Analyza dat za U¢elem identifikace vzork( v ¢ase. Je
patterns. Trend Analysis is used in Problem trendi vyuzivana ve spravé problému pro identifikaci
Management to identify common Failures or obvyklych chyb nebo konfiguranich polozek
fragile Configuration Items, and in Capacity nachylnych k chybam; ve Spravé kapacit je
Management as a Modelling tool to predict vyuzivana jako modelovaci nastroj k predvidani
future behaviour. It is also used as a budouciho chovani. Vyuziva se rovnéz jako nastroj
management tool for identifying deficiencies in managementu k identifikaci nedostatkl v procesech
IT Service Management Processes. spravy sluzeb IT.

Tuning (Capacity Management) The Activity Ladéni (Capacity Management) Cinnost odpovédna za
responsible for Planning changes to make the planovani zmén za ucelem nejucinnéjSiho vyuziti
most efficient use of Resources. Tuning is part zdrojl. Ladéni je soucasti Spravy vykonnosti, coz
of Performance Management, which also zahrnuje monitorovani vykonnosti a implementaci
includes Performance monitoring and pozadovanych zmén.
implementation of the required Changes.

Unabsorbed (Financial Management) Indirect cost of Neabsorbova- | (Financial Management) Nepfimy naklad na

Overhead providing an IT Service, which cannot be fairly | na rezie poskytovani sluzby IT, ktery nelze spravedlivé
allocated to specific Customers. For example pfifadit konkrétnimu zékaznikovi. Napf. naklad na
Cost of providing an IT Service manager, or manazera sluzeb IT nebo dalSi sdilené zdroje, jez
other shared Resource which is not measured. nelze zméfit.

Unabsorbed overhead is normally recovered Neabsorbovana reZie je obvykle rozpousténa jako
by applying a percentage uplift to the Cost of procentni navySeni nakladt vSech sluzeb IT.

all IT Services.

See also Direct cost, Indirect cost, Absorbed

Overhead.

Underpinning A Contract with an external Third Party that Podplrna Smlouva s externi tfeti stranou, ktera podporuje

Contract (UC) supports delivery of an IT Service by the IT smlouva (UC) dodavku sluzby IT zakaznikovi prostfednictvim
Service Provider to a Customer. The Third poskytovatele sluzeb IT. Treti strana dodava zbozi
Party provides goods or Services that are nebo sluzby, které jsou pozadovany poskytovatelem
required by the IT Service Provider to meet sluzeb IT pro dosazeni cili Urovné sluzeb v SLA
agreed Service Level Targets in the SLA with dohodnutych se zakazniky.
their Customer.

Unit Cost (Financial Management) The Cost of Jednotkova (Financial Management) Cena za jednu polozku.
providing a single item. For example, if a box cena Napf. pfi cené 10 £ za krabici papirtd o 1000 listech
of paper with 1,000 sheets costs £10, then stoji 1 list 1 penny. Podobné je tomu, jestlize cena
each sheet costs 1p. Similarly if a CPU costs za CPU, ktera vykona 1000 operaci za rok, je
£1m a year and performs 1,000 jobs in a year, 1 milion £, pak jednotkova cena jedné operace je
the Unit Cost for each job is £1,000. 1000 £.

Untied Users (Financial Management) Users who can Nezavisli (Financial Management) UZivatelé, ktefi si mohou
choose whether to use the Services provided uzivatelé vybrat, zda budou odebirat sluzby od interniho
by an Internal Service Provider or to purchase poskytovatele sluZzeb nebo zda nakoupi sluzby jinde.
services from another source. Viz Vazani (zavisli) uzivatelé
See Tied Users.

Urgency A measure of how long it will be until an Naléhavost Metrika urcujici za jakou dobu bude mit incident,
Incident, Problem or Change has a significant problém nebo zména vyznamny dopad na business.
Impact on the Business. For example a high Napf. incident s velkym dopadem mdze mit malou
Impact Incident may have low Urgency, if the naléhavost, pokud dopad neovlivni business do
Impact will not affect the Business until the end konce finanéniho roku. Dopad a naléhavost jsou
of the Financial Year. Impact and Urgency are uzivany pro stanoveni priority.
used to assign Priority.

Urgent A Change that must be introduced as soon as Urgentni Zmeéna, jiz je nutno vykonat co nejdfive za ucelem

Change possible to alleviate or avoid detrimental zména zmirnéni nebo odstranéni Skodlivého dopadu na

impact on business.

zakaznika.
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Managed Use

management of licenses by the Supplier of the
software. Licenses may also be managed by
the Customer or the IT Service Provider
(Customer Managed Use).

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Usability The ease with which an Application, product, Pouzitelnost Snadnost, s niz je aplikace, produkt nebo sluzba IT
or IT Service can be used. Usability pouzivana. Pozadavky na pouzitelnost jsou ¢asto
Requirements are often included in a obsazeny ve formulaci pozadavku.

Statement of Requirements.

User A person who uses the IT Service on a day-to- | Uzivatel Osoba pouzivajici kazdodenné sluzbu IT. Uzivatelé
day basis. Users are distinct from Customers, se odli$uji od zakaznik( tim, Ze néktefi zakaznici
as some Customers do not use the IT Service nemusi pfimo sluzbu IT pouzivat.
directly.

Value Chain A sequence of Processes that creates a Hodnotovy Posloupnost procesu, které vytvareji produkt nebo
product or Service that is of value to a fetézec sluzbu predstavujici pro zakaznika urcitou hodnotu.
Customer. Each step of the sequence builds Kazdy krok této posloupnosti je zaloZen na
on the previous steps and contributes to the pfedchozim kroku a pfispiva k produktu nebo sluzbé
overall product or Service. jako celku.

See Business IT Alignment. Viz Soulad IT s businessem (BITA)

Value for An informal measure of Cost Effectiveness. Hodnota Neformalni méfitko efektivity nakladd. Hodnota

Money Value for Money is often based on a ziskana za ziskana za penize je ¢asto zaloZena na srovnani
comparison with the Cost of alternatives. penize s alternativnimi naklady.

See Cost Benefit Analysis. Viz Analyza nakladu a pfinosl

Variable Cost (Financial Management) A Cost that depends | Variabilni (Financial Management) Naklady zavisejici na tom,
on how much the IT Service is used, how naklady do jaké miry je sluzba IT vyuZivana, na mnozZstvi
many products are produced, or something vyrobenych produktt nebo na nééem, co neni
else that cannot be fixed in advance. mozno oSetfit v pfedstihu.

See Fixed Cost. Viz Fixni naklady.

Variance The difference between a planned value and Odchylka Rozdil mezi planovanou hodnotou a aktualni
the actual measured value. Commonly used in méfenou hodnotou. B&Zné je vyuzivana ve spravé
Financial Management, Capacity Management financi, spravé kapacit a ve spravé urovni sluzeb
and Service Level Management, but could (Financial Management, Capacity Management a
apply in any area where Plans are in place. Service Level Management), ale je mozno ji vyuzit

v jakékoliv oblasti, jejiz soucasti jsou plany.

Variant (Configuration Management) A Configuration | Varianta (Configuration Management) Konfiguraéni polozka
Item that is identical to another ClI except for identicka s jinou Cl s vyjimkou specifickych atributd.
specific Attributes. Variants are used to group Varianty se pouzivaji k seskupovani podobnych CI
similar Cls together for analysis. For example za UCelem analyzy. Napf. se miize stat, Zze bude
it may be necessary to identify all Users with a nutné identifikovat uZivatele s ur€itym modelem
particular model of laptop, even though that laptopu, prestoze tento laptop ma uréité mnozstvi
laptop has a number of Variants. variant.

Vendor- (Software Asset Management) The Sprava licenci | (Software Asset Management) Sprava licenci

vykonavana
dodavatelem

vykonavana dodavatelem softwaru. Licence mohou
rovnéz byt spravovany zdkaznikem nebo
poskytovatelem sluzeb IT.

Threat. For example an open firewall port, a
password that is never changed, or a
flammable carpet. A missing Control is also
considered to be Vulnerability.

Verification See Configuration Verification. Verifikace Viz Ovérovani (verifikace) a audit konfiguraci.

Version A Version is used to identify a specific Verze Pouziva se k identifikaci specifického vychoziho
Baseline of a Configuration Item. Versions stavu pro konfiguraéni polozku. Verze obvykle
typically use a naming convention that enables pouzivaji jmenné konvence umoznujici identifikaci
the sequence or date of each Baseline to be posloupnosti nebo datovani kazdého vychoziho
identified. For example Payroll Application stavu. Napf. verze 3 aplikace Mzdy obsahuje
Version 3 contains updated functionality from aktualizovanou funkénost z verze 2.

Version 2.

Vision A description of what the Organisation intends | Vize Popis zaméru organizace. Je vytvarena vysokym
to become in the future. A Vision is created by managementem a pouziva se k ovlivnéni firemni
senior management and is used to help kultury a strategickych plana.
influence Culture and Strategic Planning.

Vital Business | A Function of a Business Process which is Podstatna Funkce podnikového procesu podstatna pro Uspéch

Function critical to the success of the Business. Vital funkce businessu. Podstatné funkce businessu jsou

(VBF) Business Functions are an important businessu dullezité pro posuzovani ve Spravé kontinuity
consideration of Business Continuity (VBF) businessu, Spravé kontinuity sluzeb IT a ve Spravé
Management, IT Service Continuity dostupnosti.

Management and Availability Management.
Vulnerability A weakness that could be exploited by a Zranitelnost Slabina, ktera muze byt zneuzita hrozbou. Napf.

otevieny port na firewallu, heslo, které nebylo nikdy
zménéno, nebo hoflavy koberec. Chybéjici kontrola
je také povazovana za zranitelnost.

Warm Standby

Synonym for Intermediate Recovery.

Warm Standby

Synonymum pro okamzitou obnovu

Work in A Status that means Activities have started but | Rozpracovany | Stav vyjadfujici, Ze urcité aktivity zacaly, ale nejsou
Progress are not yet complete. It is commonly used as (WIP) jesté dokonCeny. Bé&Zné se vyuZiva jako stav
(WIP) a Status for Incidents, Problems, Changes etc. incidentu, problému, zmén, atd.
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devices such as PC, monitor, printer, etc., it
more properly refers to a type of computer
used for applications that demand a
reasonable amount of computing power and
relatively high quality graphics, such as
engineering applications, desktop publishing
and software development. In terms of
computing power, workstations lie between
Personal Computers (PCs) and
Minicomputers (cf.). Like PCs, most
workstations are single user devices.

Originalni Originalni vysvétleni Prelozeny Prelozené vysvétleni
vyraz vyraz

Work A Document containing detailed instructions Pracovni Dokument obsahujici podrobné instrukce

Instruction that specify exactly what steps to follow to postup specifikujici kroky, jez maji byt u€inény k vykonani
carry out an Activity. A Work Instruction urcité ¢innosti. Pracovni postup obsahuje daleko
contains much more detail than a Procedure vice detaill nez postup a vytvafi se pouze v pfipadé,
and is only created if very detailed instructions Ze je nutny velmi podrobny popis.
are needed.

Workaround (Incident Management) (Problem Nahradni Omezeni nebo vylou¢eni dopadu incidentu nebo
Management) Reducing or eliminating the feSeni problému, pro néZ dosud neni k dispozici uplné
Impact of an Incident or Problem for which a feSeni. Napf. opétovné spusténi konfiguracni
full Resolution is not yet available. For polozky, ktera selhala. Nahradni feSeni problém0
example by restarting a failed Configuration jsou dokumentovana v Zaznamech o znamych
Iltem. Workarounds for Problems are chybach. Nahradni feSeni pro incidenty, k nimz neni
documented in Known Error Records. pfidruzen zaznam o problému, jsou dokumentovana
Workarounds for Incidents that do not have vV zaznamu o incidentu.
associated Problem Records are documented
in the Incident Record.

Workload (Capacity Management) The Resources Pracovni zatéz | (Capacity Management) Zdroje nutné k dodani
required to deliver an identifiable part of an IT identifikovatelné €asti sluzby IT. Pracovni zatéz je
Service. Workloads may be Categorised by mozno roztfidit podle uzivateld, skupin uzivatell
Users, groups of Users, or Functions within the nebo funkci v ramci sluzeb IT. Pouziva se pfi
IT Service. This is used to assist in analysing analyze a fizeni kapacity, vykonnosti a vytizenosti
and managing the Capacity, Performance and konfiguraénich polozek a sluzeb IT. Termin pracovni
Utilisation of Configuration Items and IT z4téZ je nékdy pouzivan jako synonymum k terminu
Services. The term Workload is sometimes propustnost.
used as a synonym for Throughput.

Workstation Although the term is sometimes used to refer Pracovni PrestoZe se tohoto terminu nékdy vyuziva prosté jen
simply to a collection of personal desktop stanice k oznac€eni osobnich zafizeni na pracovnich

mistech, jako jsou pocita¢, monitor, tiskarna, atd.,
tyké se presnéji typu pocitae pouzitého pro nékterée
aplikace vyzadujici pfiméfeny pocitacovy vykon a
relativné vysokou grafickou kvalitu. Jsou to napft.
konstrukéni aplikace, desktop publishing nebo vyvoj
softwaru. Co se ty€e vykonnosti, nachazi se mezi
osobnimi pocitaci a minipocitaci (srv.). Stejné jako
PC jsou to vétSinou zafizeni pro jednoho uzivatele.

itSMF Czech Republic, o.s., www.itsmf.cz, mailto: info@itsmf.cz

51




ItSM

The 1T S tonsimes v Slovni¢ek pojm0 ITIL verze 2

Akronym Vyznam anglicky Vyznam cesky

ACD Automatic Call Distribution Automaticka distribuce hovort
(u Service Desku — distribuce k operatorim/agentim)

AMDB Availability Management Database Databaze spravy dostupnosti

ASP Application Service Provider Poskytovatel aplika¢ni sluzby

BCM Business Capacity Management Sprava kapacit z pohledu businessu

BCM Business Continuity Management Sprava kontinuity businessu

BCP Business Continuity Plan Plan kontinuity businessu

BIA Business Impact Analysis Analyza dopadu na business

BITA Business IT Alignment Soulad IT s businessem

BRM Business Relationship Management Sprava vztahl s businessem

BSI British Standards Institution Britsky normalizaéni institut

C&CM Configuration and Change Management Sprava konfiguraci a zmén

CAB Change Advisory Board Poradni vybor pro zmény

CAB/EC Change Advisory Board / Emergency Poradni vybor pro zmény / Vybor pro naléhavé zmény
Committee

CAPEX Capital Expenditure Fixni naklady

CCTA Central Computer and Britska vladni agentura
Telecommunications Agency

CDB Capacity Management Database Databaze spravy kapacit

CFIA Component Failure Impact Analysis Analyza dopadu vypadku komponenty

Cl Configuration Iltem Konfigura¢ni polozka

CMDB Configuration Management Database Databéaze spravy konfiguraci

CMM Capability Maturity Model Metodologie CMM

CMMI Capability Maturity Model Integration Metodologie CMMI

COBIT Control Objectives for Information and Metodologie COBIT
related Technology

COP Code of Practice Soubor postupt

CRAMM CCTA Risk Analysis & Management Metoda pro zkoumani a spravu rizik CRAMM
Method

CSF Critical Success Factor Rozhodujici faktor uspéchu

CSIP Continuous Service Improvement Program kontinualniho zlepSovani sluzby
Programme

CTI Computer Telephony Integration Integrace telefonu a pocitace

DHS Definitive Hardware Store Ulozité pro hardwarové polozky

DSL Definitive Software Library Knihovna definitivnich SW prvku

EFQM European Foundation for Quality Evropska nadace pro management kvality
Management.

EXIN Examination Institute for Information ZkuSebni instituce autorizovana ICBM
Science

FTA Fault Tree Analysis Analyza stromu poruch

ICMB ITIL Certification Management Board Ustredni certifika&ni vybor ITIL

ISEB Information Systems Examination Board Certifikovany institut pro certifikace (GB)

ISM Institute of IT Service Management Institut ITSM (GB) — dcefina organizace itSMF UK

1ISO International Organization for ISO
Standardization

IT Information Technology Informacni technologie

ITAMM IT Availability Metrics Model Model metrik dostupnosti IT

ITIL IT Infrastructure Library Knihovna infrastruktury IT
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Akronym Vyznam anglicky Vyznam cesky

ITSCM IT Service Continuity Management Sprava kontinuity sluzeb IT

ITSM IT Service Management Sprava sluzeb IT

itSMF IT Service Management Forum Foérum uzivatelt spravy sluzeb IT

IVR Interactive Voice Response Interaktivni hlasova odpovéd

KE Known Error Znama chyba

KPI Key Performance Indicator Kli¢ovy ukazatel vykonnosti

MIS Management Information System Manazersky informacni systém)

MTBF Mean Time Between Failures Stfedni doba mezi poruchami

MTBSI Mean Time Between Service Incidents Stfedni doba mezi incidenty u sluzeb

MTTR Mean Time to Repair Stredni doba k opravé

OGC Office of Government Commerce Vladni agentura UK

OLA Operational Level Agreement Dohoda o urovni provoznich sluzeb

OPEX Operational Expenditure Provozni naklady

OPSI Office of Public Sector Information Urad pro informace vefejné spravy (UK)

PDCA Plan-Do-Check-Act Deminguv cyklus planuj — proved — kontroluj — zlepsuj

PIR Post Implementation Review Revize po implementaci

PRINCE2 Projects IN Controlled Environments Metoda pro Fizeni projekt

PSA Projected Service Availability Projektovana dostupnost sluzby

QA Quality Assurance Zajisténi kvality

QMs Quality Management System Systém fizeni kvality

RCA Root Cause Analysis Analyza primarni pficiny

RCB Registered Certification Body Registrovany certifikani organ

RCM Resource Capacity Management Sprava kapacity zdroju

RFC Request for Change Pozadavek na zménu

ROCE Return on Capital Employed Navratnost vlozeného kapitalu

ROI Return on Investment Navratnost investic

SAOM Strategic Alignment Objectives Model Model strategického souladu cilCi — diagram znazornujici
vztahy mezi dodavanymi vystupy a pozadavky. Napf. sluzby
IT podporujici pozadavky businessu, infrastruktura IT
podporujici technické pozadavky.

SCM Service Capacity Management Sprava kapacit sluzeb

SIP Service Improvement Plan Plan pro zlepSeni sluzeb

SLA Service Level Agreement Dohoda o urovnich sluzeb

SLM Service Level Management Sprava urovni sluzeb

SLR Service Level Requirement Pozadavek na drovné sluzeb

SMART Specific, Measurable, Achievable, Metoda SMART

Relevant, Timely

SMO Service Maintenance Objective Cile udrzby sluzby

SOA Service Outage Analysis Analyza vypadku sluzby

SOR Statement of Requirements Stav pozadavku — viz také Terms of Reference- TOR
Dokument koncentrujici vSechny poZadavky pro prodej
sluzby nebo pro novou ¢i ménénou sluzbu IT

SPICE Software Process Improvement Capability | Metoda SPICE

dEtermination

SPOC Single Point Of Contact Jediny bod kontaktu

SPOF Single Point Of Failure Slabé misto / jedno misto poruchy

TCO Total Cost of Ownership Celkové naklady vlastnictvi
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Akronym Vyznam anglicky Vyznam cesky
TOP Technical Observation Post Pozice technického pozorovatele pro feSeni mimofadnych
problém:

TOP is ,a prearranged gathering of specialist technical
support staff from within the IT support organization brought
together to focus on specific aspects of IT Availability. Its
purpose being to monitor events, real-time as they occur,
with the specific aim of identifying improvement
opportunities or bottlenecks which exist within the current IT
Infrastructure.”

TOR Terms of Reference Dokument, specifikujici pozadavky, rozsah, dodavané
vystupy a plan pro projekt nebo aktivitu. Viz také Statement
of Requirements

TQMm Total Quality Management Komplexni Fizeni kvality (TQM)
uc Underpinning Contract Podpulrna smlouva

VBF Vital Business Function Podstatna funkce businessu
WIP Work in Progress Prace v béhu / Prace probiha
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Tento slovnicek vznikl usilim ndsledujicich ¢lend vyboru pro publikace itSMF Czech Republic,
0.s.

itSMF CZ chce timto zpusobem podékovat vsem aktivnim ¢leniim vybori za jejich ¢innost,
kterou provaddéli ve svém volném case a bez ndroku na honordr.

Ing. Ivan Volny
lvanvolny@gmail.com

Vystudoval Elektrotechnickou fakultu VUT v Brné, v oblasti
ICT se pohybuje od roku 1995, postupné vystfidal od pozice
systémového inzenyra v malé firmé, pres architekta IP siti u
ISP a mobilniho operatora po manazerské pozice.

Ve své kariére ziskal vzdélani a certifikaty v oblasti IP siti -
CCNP, CCDP, CCIE i procesu - Six sigma green belt, Manager’s
Certificate in IT Service Management.

V soucasnosti pracuje u spole¢nosti Vodafone Ceska
Republika jako SOX and process governance manager. Je
¢lenem itSMF CZ a ISACA.

Vedouci vyboru pro
publikace

Viystudoval Elektrotechnickou fakultu CVUT, poté pasobil
jako systémovy programator

a déle jako programator/analytik a konzultant v organizacich
Primstav a Polytechna. Od roku 1993 plisobi ve firmé LBMS,
kde se zabyva fizenim projekt(i automatizace IT i non-IT
procesl a zaroven pUsobfi jako konzultant, skolitel

v oblastech optimalizace proces( a fizeni vyvoje aplikaci.

Od roku 2003 zastava manaZzerskou roli fizenf stfediska
sluzeb. Je drzitelem certifikace ITIL Foundation. Je ¢lenem
itSMF CZ.

Ing. Jaromir Svefepa

sverepa@I|bms.cz

Clen vyboru pro publikace

Vystudoval Elektrotechnickou fakultu CVUT v Praze, kde
pozdéji absolvoval i postgradualni studium. Poté pUsobil
postupné ve firmach Vyzkumny Ustav telekomunikaci,
DeTeWe, Philips a Logica. Od roku 2000 je zaméstnan

v oblasti ITSM u spole¢nosti Hewlett-Packard, s.r.o. V roli
architekta feseni technicky ridi implementace a jako
akreditovany skolitel se podili na skolenich ITIL/ITSM a ISO
20000 a participuje na prekladech do ceského jazyka. Je
drzitelem manazerského certifikatu na ITIL, certifikatu
konzultanta na ISO/IEC 20000; jako ¢len mezindrodniho tymu
se zUcastnil revizi ITIL V2 a pozdéji tzv. Referen¢niho modelu
ITSM firmy HP. Je ¢lenem HelpDesk Institute, itSMF UK a
mistopredsedou ceské pobocky itSMF.

Ing. Vladimir Kufner
kufnerv@volny.cz

1. mistopredseda itSMF CZ

Finalni proofreading
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Ing. Lubomir Lukac
(luky.lukac@volny.cz)

Clen vyboru pro publikace

Ing.Jifi Hudec
jiri.hudec@itsmf.cz

Clen vyboru pro publikace

Webmaster itSMF.cz

Ing. Lenka Volna Tichavska
lenkavolna@gmail.com

Mgr. Tana Sykorova
tana.sykorova@gmail.com

Clen vyboru pro publikace

Ing. Petr Navratil, Ph.D.
petr.navratil@gmail.com

¢len vyboru pro publikace
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Pochazi ze slovenského Martina. Do Cech se prestéhoval jiz v
roce 1991. Nejprve plsobil v bankovnim sektoru jako $éf
prazského IT. Posléze od roku 1999 pracoval v evropské IT
centrale obchodniho fetézce Tesco, kde byl jako IT Support
Service Manager zodpovédny za tym ITIL expertl. Od roku
2004 plsobi v DHL, kde md na starosti Change a
Configuration Management tym pro Evropu. Pracuje také na
sladéni DHL procest globalné. Je certifikovany Manager’s
Certificate in IT Service Management, COBIT foundation a
Prince2 Practitioner. Je ¢lenem itSMF CZ.

Viystudoval Elektrotechnickou fakultu CVUT v Praze,
absolvoval postgradualni studium na VSE v Praze. Celou
profesionalni kariéru plisobil v IT. Po 20 letech v PVT Praha
plsobil 5 let na GR Skoda Plzers, 2 roky v soukromém sektoru
pti vyvoji SW pro developery NC systém(. Od 1993 do 2003
v Ceském Telecomu, z toho od r.1998 ve funkci feditele pro
fizeni procesu IT spolupracoval na rozsahlé implementaci
ITILu do provozu IT. V soucasnosti konzultant a prekladatel.
Spolupracoval mj. na piekladech Uvodu do ITIL, Referenéniho
modelu ITSM HP a ITSM Glossary.

Clen itMSF CZ, pusobil i jako ¢len piipravného vyboru pro
ustaveni itSMF v CR. Webmaster webu itSMF CZ.

Po absolvovani fakulty informatiky a vypocetni techniky
VUT v Brné ziskavala prvni zkuSenosti na pozicich
aplika¢niho programatora, technické zékaznické podpory,
pozdéji analytika a designera aplikace ve firmée zabyvajici se
vyvojem a zakaznickymi implementacemi komplexnich
informacnich systémt. Jeji specializaci je CRM, obchod,
servis a knowledge management a integrace podnikovych
systémtl.

V poslednich Sesti letech pracovala jako vedouci vyvojového
tymu informacniho systému a projektova manazerka
projekt(l zakaznickych implementaci v Ceské republice i v
zahranici.

Ma lingvistické vzdélani. 3 roky pracovala v IT Services DHL
Prague na pozici Change Analyst v ramci oddéleni Change
and Configuration Management. V soucasné dobé je
zaméstndna u téZe spolecnosti na pozici Service Level
Manager.

Ziskala ITIL certikat na Change, Configuration and Relese
Management Practitioner. V soucasnosti pracuje na
certifikaci IT Service Management. Je ¢lenkou itSMF CZ.

V oblasti ICT zacal pUsobit roku 1996, od roku 1999 se vénuje
manazerskym systémum fizeni v oblastech zajisténi kvality,
informacni bezpecnosti a ICT.

Ve své praxi prosel pozicemi spravce ICT ve stfedni velké
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firmé, manazera kvality u telekomunikacniho operatora,
architekta IS az po manazerské pozice u nadnarodnich
spolecnosti.

Ve své kariére ziskal vzdélani a zkuSenosti v oblasti
pocitacovych siti, informacni bezpecnosti, proces( fizeni a
vedeni ICT projektd.

V soucasnosti pracuje u spolecnosti Accenture jako IT Service
Assurance Lead, CEE & Mauritius in DCN Infrastructure
Support Unit. Je ¢lenem itSMF CZ.
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