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frameworks and techniques that
together enable teams and
individuals to work in a way that is
typified by collaboration,
prioritization, iterative and
incremental delivery, and
timeboxing. There are several
specific methods (or frameworks)
that are classed as Agile, such as
Scrum, Lean, and Kanban.

Acceptance A list of minimum requirements that | Akceptacni kritéria | Seznam minimalnich pozadavki, které
criteria a service or service component sluzba nebo komponenta sluzby musi
must meet for it to be acceptable to splhovat, aby byla akceptovana
key stakeholders kliCovymi zainteresovanymi stranami.
Agile An umbrella term for a collection of | Agilni ZastreSujici pojem pro mnozinu ramct

a technik, které spole€né umozivuji
tymdm i jednotlivem pracovat
zpUsobem, ktery je charakterizovan
spolupraci, stanovenim priorit,
interaktivni a pfiristkovou dodavkou, a
C¢asovym ohrani¢enim. Existuje nékolik
konkrétnich metod (nebo ramcu), které
jsou klasifikovany jako Agilni, napf.
Scrum, Lean a Kanban.

Architecture

The practice of providing an

Praktika fizeni

Praktika poskytujici chapani vSech

capturing key attributes such as
ownership and financial value.

Management understanding of all the different architektury rdznych prvk(, které tvofi organizaci a
practice elements that make up an jak tyto prvky spolu souviseji.
organization and how those
elements relate to one another.
Asset register A database or list of assets, Registr aktiv Databaze nebo seznam aktiv, které

(Inventarni kniha)

zachycuji kliCové atributy jako napf.
vlastnictvi a finanéni hodnotu.

starting point against which
progress or change can be
assessed.

Availability The ability of an IT service or other | Dostupnost Schopnost IT sluzby nebo jiné
configuration item to perform its konfiguracni polozky v pfipadé potifeby
agreed function when required. plnit svou dohodnutou funkci.

Availability The practice of ensuring that Praktika Fizeni Praktika zajistujici, ze sluzby poskytuji

Management services deliver agreed levels of dostupnosti dohodnutou urover dostupnosti za

practice availability to meet the needs of Ucelem uspokojit potfeby zakazniku a
customers and users. uzivateld.

Baseline A report or metric that serves as a | Vychozi stav Zprava nebo metrika, ktera slouzi jako

vychozi bod, podle néhoz Ize posoudit
pokrok nebo zménu.

Best practice

A way of working that has been
proven to be successful by multiple
organizations

Nejlepsi praktiky

Zpusob prace, ktery se v mnoha
organizacich osvédcil jako uspésny.

Big data

The use of very large volumes of
structured and unstructured data
from a variety of sources to gain
new insights.

Big data

Vyuziti velkych objem0 strukturovanych
a nestrukturovanych dat z rdznych
zdroju za Ucelem ziskavani novych
poznatku.
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Business
Analysis practice

The practice of analysing a
business or some element of a
business, defining its needs and
recommending solutions to
address these needs and/or solve
a business problem, and create
value for stakeholders.

Praktika obchodni
analyza

Praktika analyzy businessu nebo
né&jakého prvku businessu, ktera
definuje jeho potfeby a doporucuje
feSeni za ucelem fesit tyto potfeby a /
nebo vyresit problém businessu a
vytvéaret hodnotu pro zainteresované
strany.

Business case

A justification for expenditure of
organizational resources, providing
information about costs, benefits,
options, risks, and issues.

Business case

Oduavodnéni vydaju na zdroje
organizace, poskytovanim informaci o
nakladech, vyhodach, moznostech,
rizicich a problémech.

Business Impact
Analysis (BIA)

A key activity in the practice of
service continuity management
that identifies vital business
functions and their dependencies.

Analyza dopadu
na business (BIA)

Klicova aktivita v praktice Fizeni
kontinuity sluzeb, ktera identifikuje
Zivotné dulezité business funkce a
jejich zavislosti.

call) with the service desk. A call
could result in an incident or a
service request being logged.

Business A role responsible for maintaining Manazer vztaht Role odpovédna za udrzovani dobrych
Relationship good relationships with one or s businessem vztah( s jednim nebo vice zakazniky.
Manager (BRM) | more customers. (BRM)

Call An interaction (e.g. a telephone Volani Interakce (napf. telefonni hovor) se

service deskem. Hovor by mohl vést k
zaznamenani incidentu nebo zadosti o
sluzbu.

Call/Contact

An organization or business unit

Call/ Kontaktni

Organizace nebo podnikova jednotka,

centre that handles large numbers of centrum ktera zpracovava velké mnozstvi
incoming and outgoing calls and prichozich a odchozich telefonickych
other interactions. hovor( a dal$ich interakci.

Capability The ability of an organization, Zpusobilost Schopnost organizace, ¢lovéka,
person, process, application, procesu, aplikace, konfiguracni polozky
configuration item, or IT service to nebo sluzby IT vykonavat Cinnost.
carry out an activity.

Capacity and The practice of ensuring that Praktika Fizeni Praktika zajistujici, Ze sluzby dosahuji

Performance services achieve agreed and kapacity a dohodnuté a oekavané vykonnosti a

Management expected performance levels, vykonnosti uspokojuji sou¢asnou a budouci

practice satisfying current and future poptavku nakladoveé efektivnim
demand in a cost-effective way. zpUsobem.

Capacity The activity of creating a plan that Planovani kapacit Cinnost odpovédna za vytvoreni

planning manages resources to meet kapacitniho planu, ktery spravuje zdroje
demand for services. k uspokojeni poptavky po sluzbach.

Change The addition, modification, or Zmeéna PFidani, modifikace nebo odstranéni
removal of anything that could ¢ehokoliv, co by mohlo mit pfimy nebo
have a direct or indirect effect on nepfimy vliv na sluzby.
services.

Change A person or group responsible for Autorita schvalujici | Osoba nebo skupina zodpovédna za

Authority authorizing a change. zmeénu autorizaci zmény.
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Change
enablement
practice

The practice of ensuring that risks
are properly assessed, authorizing
changes to proceed and managing
a change schedule in order to
maximize the number of successful
service and product changes.

Praktika
umoznujici
provadéni zmén

Praktika zajiStujici fadné posouzeni
rizik, poskytuje svoleni s provedenim
zmény a fidi plan zmén s cilem
maximalizovat pocet usp&Snych zmén
sluzeb a produkt.

Change model

A repeatable approach to the
management of a particular type of
change

Zménovy model

Opakovatelny pfistup k fizeni
konkrétniho typu zmény.

services.

Change A calendar that shows planned and | Plan zmén Kalendaf¥, ktery zobrazuje planované a
schedule historical changes. historické zmény.
Charging The activity that assigns a price for | Zpoplatnéni Cinnost, ktera pfifazuje cenu za sluzby.

Cloud computing

A model for enabling on-demand
network access to a shared pool of
configurable computing resources
that can be rapidly provided with
minimal management effort or
provider interaction.

Cloud computing

Model, ktery umoznuje na vyzadani
pfistupovat prostfednictvim sité ke
sdilenym konfigurovatelnym
vypocetnim zdrojim, jez Ize rychle
poskytnout s minimalnim usilim na
spravu nebo interakci poskytovatele.

System (CMS)

service configuration management.

Compliance The act of ensuring that a standard | Shoda Ujisténi, Ze se fidime normami nebo
or set of guidelines is followed, or sadou smérnic, nebo Ze uzivame
that proper, consistent accounting spravné konzistentni ucetnictvi &i jiné
or other practices are being metody.
employed.

Confidentiality A security objective that ensures Dlvérnost Bezpec&nostni cil, ktery zajistuje, ze
information is not made available informace nebudou zpfistupnény ani
or disclosed to unauthorized zvefejnény neopravnénym subjektim.
entities.

Configuration An arrangement of configuration Konfigurace Usporadani konfiguracnich polozek
items (Cls) or other resources that (KP) nebo jinych zdrojl, které
work together to deliver a product spolupracuji na dodani produktu nebo
or service. Can also be used to sluzby. Uziva se i jako popis nastaveni
describe the parameter settings for parametru jedné nebo vice
one or more ClIs. konfiguracnich polozek.

Configuration Any component that needs to be Konfiguraéni Jakékoliv komponenta, ktera by méla

Item (CI) managed in order to deliver an IT Polozka (KP) byt spravovana za ucelem dodavky
service. sluzby IT.

Configuration A database used to store Konfiguracni Databaze vyuzivand pro uloZeni

Management configuration records throughout databaze (CMDB) | konfiguranich zaznamd bé&hem jejich

Database their lifecycle. The CMDB also zivotniho cyklu. Konfiguracni databaze

(CMDB) maintains the relationships také udrzuje vazby mezi konfigura&nimi
between configuration records zaznamy.

Configuration A set of tools, data, and Systém spravy Soubor nastroju, dat a informaci, ktery

Management information that is used to support konfiguraci (CMS) | slouZzi k podpofe spravy konfigurace

sluzeb.
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Configuration A record containing the details of a | Konfiguraéni Zaznam obsahujici detaily konfiguraéni

record configuration item (CI). Each zaznam polozky (KP). Kazdy konfiguraéni
configuration record documents the zaznam dokumentuje zivotni cyklus
lifecycle of a single CI. jedné konfiguracni polozky.
Configuration records are stored in Konfiguraéni zaznamy jsou ulozeny v
a configuration management konfigura¢ni databazi.
database.

Continual The practice of aligning an Praktika Praktika sladéni postupu a sluzeb

Improvement organization’s practices and neustalého organizace s ménicimi se potfebami

practice services with changing business ZlepSovani businessu prostfednictvim prabézné
needs through the ongoing identifikace a zdokonalovani vSech
identification and improvement of prvka zapojenych do efektivniho Fizeni
all elements involved in the produktl a sluzeb.
effective management of products
and services.

Continuous An integrated set of practices and Kontinualni Integrovana sada postuptll a nastroj(

deployment tools used to deploy software nasazovani pouzivanych k nasazeni softwarovych
changes into the production zmén do produkéniho prostfedi. Tyto
environment. These software softwarové zmény jiz proSly pfedem
changes have already passed pre- definovanymi automatizovanymi testy.
defined automated tests.

Continuous An integrated set of practices and Kontinualni Integrovana sada postupl a nastroj(,

integration / tools used to merge developers’ Integrace / které slouzi ke slou¢eni kodl vyvojard,

Continuous code, build and test the resulting Kontinualni sestaveni a testovani vysledného

delivery software, and package it so that it dodavani softwaru a jeho kompletaci tak, aby byl
is ready for deployment. pfipraven k pouZiti.

Control The means of managing a risk, Kontrolni Fizeni Prostifedky pro spravu rizik zajidtujici,
ensuring that a business objective Ze jsou dosazeny cile businessu, nebo
is achieved, or that a process is Ze jsou dodrzovany definované
followed. procesy.

Cost The amount of money spent on a Naklad Mnozstvi penéz vynalozenych na
specific activity or resource. urcitou €innost nebo zdro;.

Cost centre A business unit or project to which | Nakladové Podnikova jednotka nebo projekt, ke
costs are assigned. stfedisko kterému jsou pfifazeny naklady.

Critical Success | A necessary precondition for the Kriticky faktor Nezbytny pfedpoklad pro dosazeni

Factor (CSF) achievement of intended results. uspéchu (CSF) zamyslenych vysledkd.

Culture A set of values that is shared by a Kultura Sada hodnot sdilena skupinou lidi,
group of people, including vCetné oCekavani, jak by se lidé méli
expectations about how people chovat, jejich mys$lenek, nazora a
should behave, ideas, beliefs, and praktik.
practices.

Custormer A person who defines the Zakaznik Osoba, ktera definuje pozadavky na
requirements for a service and sluzbu a ma zodpovédnost za vysledky
takes responsibility for the spojené s uzivanim sluzby.
outcomes of service consumption.
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continually meet stakeholder
expectations for quality, costs, and
time to market.

Customer The sum of functional and ZkuSenost Souhrn funkénich a emoc¢nich interakci

experience (CX) | emotional interactions with a zakaznika se sluzbou a poskytovatelem sluzby,
service and service provider as tak, jak je vnima spotfebitel sluzby.
perceived by a service consumer.

Dashboard A real-time graphical Ridici panel Graficka reprezentace dat v realném
representation of data. Case.

Deliver and The value chain activity that Dodavka a Aktivita hodnotového fetézce, ktera

Support ensures services are delivered and | podpora zajiStuje dodavku a podporu sluzeb
supported according to agreed podle dohodnutych specifikaci a
specifications and stakeholders’ oCekavani zainteresovanych stran.
expectations.

Demand Input to the service value system Poptavka Vstup do systému hodnoty sluzeb
based on opportunities and needs (SVS), ktery je vytvaren na zakladé
from internal and external identifikace pfilezitosti a potfeb
stakeholders. internich a externich zainteresovanych

stran.

Deployment The movement of any service Nasazeni Nasazeni jakékoliv komponenty sluzby
component into any environment. do jakéhokoliv prostfedi.

Deployment The practice of moving new or Praktika Fizeni Praktika, ktera se zabyva nasazenim

Management changed hardware, software, nasazeni hardware, software, dokumentace,

practice documentation, processes, or any procesl nebo dalSich komponent
other service component to live sluzeb do produkénich prostiedi.
environments.

Design and The value chain activity that Navrh a pfechod Aktivita hodnotového fetézce, ktera

Transition ensures products and services zajistuje, ze sluzby trvale spliuji

oCekavani zainteresovanych stran
z hlediska kvality, ceny a doby potiebné
k uvedeni na trh.

Design thinking

A practical and human-centred
approach used by product and
service designers to solve complex
problems and find practical and
creative solutions that meet the
needs of an organization and its
customers.

Designové mysleni

Prakticky a na lidi orientovany pfistup,
ktery pouzivaji produktovi navrhafi a
navrhafi sluzeb k feSeni komplexnich
problému a k nalézani tvlrc€ich feseni,
jez splnuji potfeby organizace a jejich
zakaznik(.

Development
environment

An environment used to create or
modify IT services or applications.

Vyvojové prostfedi

Prostfedi ur¢ené k tvorbé nebo
modifikaci sluzeb IT nebo aplikaci.

DevOps

An organizational culture that aims
to improve the flow of value to
customers. DevOps focuses on
culture, automation, Lean,
measurement, and sharing
(CALMS).

DevOps

Organizacni kultura, jejimz cilem je
zlepsit tok hodnoty pro zakazniky.
DevOps se zaméfuje na kulturu,
automatizaci, zesStihlovani, méreni a
sdileni.
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Recovery plans

related to how an organization will
recover from a disaster as well as
return to a pre-disaster condition,
considering the four dimensions of
service management.

havarii

Digital The evolution of traditional Digitalni Vyvoj tradi¢nich modell businessu tak,

transformation business models to meet the transformace aby vyhovovaly potfebam opravnénych
needs of highly empowered zakaznik(l, pfi¢emz technologie hraje
customers, with technology playing vyznamnou roli umoznujict jejich
an enabling role. zavedeni.

Disaster A sudden unplanned event that Havarie Nenadala a neplanovana udalost, ktera
causes great damage or serious zpUsobi organizaci velké Skody nebo
loss to an organization. A disaster vyznamné ztraty. Havarie zpUsobi, ze
results in an organization failing to organizace selze v dodavce kritickych
provide critical business functions funkci businessu po definovany
for some predetermined minimum minimalni ¢asovy Usek.
period of time.

Disaster A set of clearly defined plans Plan obnovy po Sada jasné definovanych plana

popisujicich, jak organizace obnovi
funkce po havarii, v€etné popisu, jak se
vrati do stavu pfed havarii, zohledfujici
Ctyfi dimenze spravy sluzeb.

cause incidents.

Driver Something that influences strategy, | Ridici podnét Néco, co ovliviiuje strategii, cile nebo
objectives, or requirements. pozadavky.

Effectiveness A measure of whether the Efektivita Méfitko toho, zda byly dosazeny cile
objectives of a practice, service or dané praktiky, sluzby nebo aktivity.
activity have been achieved.

Efficiency A measure of whether the right Uginnost/Hospodar | Méfitko toho, zda pro danou praktiku,
amount of resources have been nost sluzbu nebo aktivitu bylo pouzito
used by a practice, service, or spravné mnozstvi zdrojU.
activity.

Emergency A change that must be introduced Naléhava zména Zména, kterd musi byt zavedena co

change as soon as possible. nejdfive.

Engage The value chain activity that AngaZovanost Aktivita hodnotového Fetézce, ktera
provides a good understanding of poskytuje dobré porozuméni potfebam
stakeholder needs, transparency, zainteresovanych stran,
continual engagement, and good transparentnost, trvalé zapojeni
relationships with all stakeholders. zainteresovanych stran a dobré vztahy

S nimi.

Environment A subset of the IT infrastructure Prostredi Podmnozina IT infrastruktury, ktera se
that is used for a particular pouziva za urcitym ucelem, napfiklad
purpose, for example a live produkéni nebo testovaci prostfedi.
environment or test environment. Muze také znamenat souhrn externich
Can also mean the external podminek, které néco ovliviuji.
conditions that influence or affect
something.

Error A flaw or vulnerability that may Chyba Zavada nebo zranitelnost, ktera mize

zpusobit incident.
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inputs to the same part of the
system.

Error control Problem Management activities Rizeni chyb Aktivity v Fizeni problémi, které se
used to manage known errors. pouzivaji ke spravé znamych chyb.

Escalation The act of sharing awareness or Eskalace Cinnost, ktera vede ke sdileni
transferring ownership of an issue povédomi nebo pfesunuti vlastnictvi
or work item. problému nebo pracovniho ukolu.

Event Any change of state that has Udalost Libovolna zména stavu, ktera je
significance for the management of vyznamna pro spravu sluzby nebo jiné
a service or other configuration konfiguracni polozky.
item.

External A customer who works for an Externi zakaznik Zakaznik, ktery pracuje pro jinou

customer organization other than the service organizaci, nez je organizace
provider. poskytovatele sluzby.

Failure A loss of ability to operate to Porucha/Vypadek | Ztrata schopnosti fungovat podle
specification, or to deliver the definovanych specifikaci nebo dodat
required output or outcome. pozadovany vystup €i vysledek.

Feedback loop A technique whereby the outputs of | Zpétnovazebni Technika, ktera pouziva vystupy jedné
one part of a system are used as smycka Céasti systému jako vstupy do stejné

Céasti systému.

Four dimensions

The four perspectives that are

Ctyfi dimenze

Ctyfi perspektivy, které jsou kritické pro

ensures continual improvement of
products, services, and practices
across all value chain activities and
the four dimensions of service
management.

of service critical to the effective and efficient | spravy sluzeb efektivni a ucinné poskytovani hodnoty

management facilitation of value for customers zakaznik(m a dal$i zainteresovanym
and other stakeholders in the form stranam ve formé produktd a sluzeb.
of products and services.

Goods Tangible resources that are Zbozi Hmotné zdroje, které jsou pfenaseny
transferred or available for transfer nebo jsou k dispozici pro pfenos od
from a service provider to a service poskytovatele sluie.b"ke spotfepitelﬂm
consumer, together with ownership sluzeb, spole¢né s jejich vlastnictvim a
and associated rights and souvisejicimi pravy a zodpovédnostmi.
responsibilities.

Governance The means by which an Governance Prostfedky, pomoci kterych je
organization is directed and (Vrcholové Fizeni) | organizace fizena a kontrolovana.
controlled.

Identity A unique name that is used to Identita Unikatni jméno pouzivané k identifikaci
identify and grant system access a pfidéleni systémovych pFistupovych
rights to a user, person, or role. prav uZivateli, osobé& nebo roli.

Improve The value chain activity that ZlepSovani Aktivita hodnotového fetézce, ktera

zajistuje trvalé zlepSovani produktu,
sluzeb a praktik napfi¢ celym
hodnotovym fetézcem a napfi¢ vSemi
Ctyfmi dimenzemi spravy sluzeb.
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restoring normal service operation
as quickly as possible.

Incident An unplanned interruption to a Incident Neplanované preruseni dodavky sluzby
service or reduction in the quality nebo redukce jeji kvality.
of a service.
Incident The practice of minimizing the Sprava incidentl Praktika, ktera minimalizuje negativni
Management negative impact of incidents by dopad incidentt tim, Ze obnovuje co

nejrychleji normalni provoz sluzby.

that can contribute to the delivery
of an IT product or service.

Information and One of the four dimensions of Informace a Jedna ze Ctyf dimenzi spravy sluzeb.

Technology service management. It includes technologie Zahrnuje informace a znalosti
the information and knowledge pouzivané k dodavce sluzeb a
used to deliver services, and the informace a technologie pouzivané ke
information and technologies used spravé vsech aspektl hodnotoveho
to manage all aspects of the fetézce sluzeb.
service value system.

Information The practice of protecting an Praktika Fizeni Praktika, ktera chrani organizaci tim, ze

Security organization by understanding and | bezpecnosti chape a Fidi rizika v oblasti divérnosti,

Management managing risks to the informaci integrity a dostupnosti informaci.

practice confidentiality, integrity, and
availability of information.

Information The policy that governs an Politika informacni | Politika, ktera fidi pfistup organizace

security policy organization’s approach to bezpecénosti k informaéni bezpecénosti.
information security management.

Infrastructure The practice of overseeing the Praktika spravy Praktika, ktera dohlizi na infrastrukturu

and Platform infrastructure and platforms used infrastruktury a a platformy pouzivané v organizaci. To

Management by an organization. This enables platformy umozfiuje monitoring dostupnych

practice the monitoring of technology technologickych feSeni vetné feseni
solutions available, including poskytovanych tretimi stranami.
solutions from third parties.

Integrity A security objective that ensures Integrita Jeden z cilt informaéni bezpecnosti,
information is only modified by ktery zajiStuje, ze informace mohou byt
authorized personnel and activities modifikovany pouze autorizovanou

osobou a autorizovanou aktivitou.

Internal A customer who works for the Interni zakaznik Zakaznik, ktery pracuje pro stejnou

customer same organization as the service organizaci jako poskytovatel sluzby.
provider.

Internet of The interconnection of devices via Internet véci Propojeni riznych zafizeni

Things the internet that were not prostfednictvim internetu. Propojeni
traditionally thought of as IT takovych zafizeni, ktera nebyla tradi¢né
assets, but now include embedded povazovana za IT aktiva, ale nyni
computing capability and network obsahuji zabudované vypocetni
connectivity. schopnosti a sitové pfipojeni.

IT asset Any financially valuable component | IT aktivum Komponenta pfispivajici k dodavce IT

produktl nebo sluzeb, kterda ma
finanéni hodnotu.
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IT Asset
Management
practice

The practice of planning and
managing the full lifecycle of all IT
assets.

Praktika spravy IT
aktiv

Praktika zajiStujici planovani a fizeni
Zivotniho cyklu vSech aktiv IT.

IT infrastructure

All of the hardware, software,
networks, and facilities that are
required to develop, test, deliver,
monitor, manage, and support IT
services

Infrastruktura IT

Veskery hardware a software, sité a
zafizeni, ktera jsou potfeba pro vyvoj,
testovani, dodavku, monitoring, spravu
a podporu sluzeb IT.

Indicator (KPI)

objective.

IT Service A service based on the use of Sluzba IT Sluzba postavena na vyuzivani
information technology. informacnich technologii.

ITIL Best-practice guidance for IT ITIL Navodné principy pro Fizeni IT sluzeb.
service management.

ITIL Guiding Recommendations that can guide Navodné principy Doporuceni, ktera jsou platna pro

Principles an organization in all ITILu organizaci za vSech okolnosti, bez
circumstances, regardless of ohledu na zmény jejich cila, strategii,
changes in its goals, strategies, zpusobu prace nebo struktury vedeni.
type of work, or management
structure.

ITIL Service An operating model for service Hodnotovy fetézec | Provozni model pro poskytovatele

Value Chain providers that covers all the key sluzeb ITIL sluZeb, ktery pokryvéa vSechny klicové
activities required to effectively aktivity potfebrlé pro efektivni spravu
manage products and services. produktd a sluzeb.

Kanban A method for visualizing work, Kanban Metoda vizualizace provadéné prace,
identifying potential blockages and ktera identifikuje potencialni blokujici
resource conflicts, and managing faktory a konflikty ve zdrojich a Fidi
work in progress. rozpracované cinnosti.

Key An important metric used to Klicovy indikator Dulezita metrika pouzivana

Performance evaluate the success in meeting an | vykonnosti (KPI) k vyhodnoceni Uspé&sného splnéni cile.

Knowledge
Management
practice

The practice of maintaining and
improving the effective, efficient,
and convenient use of information
and knowledge across an
organization.

Praktika fizeni
znalosti

Praktika, ktera se zabyvéa udrzbou a
zlepSovanim efektivniho, u¢inného a
shadno pouzitelného systému
vyuzivani informaci a znalosti napfic
organizaci.

Known Error

A problem that has been analysed
but has not been resolved.

Znama chyba

Problém, ktery jiz byl analyzovan, ale
dosud nebyl vyfeSen (odstranén).

and associated statuses in the life
of a service, product, practice, or
other entity.

Lean An approach that focuses on Lean PFistup, ktery se zaméfuje na
improving workflows by maximizing | (Zestihlovani) zlepSovani pracovnich toku
value through the elimination of maximalizaci hodnoty prostfednictvim
waste. eliminace plytvani.

Lifecycle The full set of stages, transitions, Zivotni cyklus Kompletni sada fazi, pfechodovych

stadii a souvisejicich stavll v Zivotnosti
sluzby, produktu, praktiky nebo jiné
entity.
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service consumers.

Live Refers to a service or other Produkéni Oznacduje sluzbu nebo jinou
configuration item operating in the konfiguraéni polozku provozovanou v
live environment. produkénim prostredi.

Live A controlled environment used in Produkéni Rizené prostfedi pouzivané pii

environment the delivery of IT services to prostredi poskytovani IT sluzeb spotfebitelim

sluzeb.

Maintainability

The ease with which a service or
other entity can be repaired or
modified.

Udrzovatelnost
(schopnost udrzby)

Snadnost, s jakou Ize opravit nebo
modifikovat sluzbu nebo jinou entituy.

Major Incident

An incident with significant
business impact, requiring an
immediate coordinated resolution.

Zavazny incident

Incident se znaénym dopadem na
business vyZadujici okamzité
koordinované vyfeSeni.

Failures (MTBF)

fails.

Management Interrelated or interacting elements | Systém fizeni Vzajemné provazané nebo vzajemné

system that establish policy and objectives pusobici prvky, které stanovuji politiku
and enable the achievement of a cile a umoznuji dosahovani téchto
those objectives. cild.

Maturity A measure of the reliability, Vyspélost, zralost Méfitko, mira spolehlivosti, u€innosti a
efficiency and effectiveness of an efektivity organizace, praktiky nebo
organization, practice, or process. procesu.

Mean Time A metric of how frequently a Stfedni doba mezi | Metrika toho, jak €asto sluZzba nebo jina

Between service or other configuration item | vypadky (MTBF) konfiguraéni poloZka selze.

Mean Time to

A metric of how quickly a service is

Stredni doba

Metrika toho, jak rychle je sluzba po

the overall purpose and intensions
of an organization.

Restore Service | restored after a failure. obnovy sluzby selhani obnovena.

(MTRS) (MTRS)

Measurement The practice of supporting good Méfeni a Praktika podporujici spravné

and reporting decision-making and continual vykaznictvi rozhodovani a neustalé zlepSovani diky
improvement by decreasing levels poklesu urovni nejistoty.
of uncertainty.

Metric A measurement or calculation that | Metrika Méfeni nebo vypocet, ktery je
is monitored or reported for monitorovan nebo hlasen kvuli fizeni a
management and improvement. zlepSovani.

Minimum Viable | A product with just enough features | Minimalni Produkt, ktery ma pravé tolik

Product (MVP) to satisfy early customers, and to Zivotaschopny funkcionality, aby uspokojil prvni
provide feedback for future product | produkt zakazniky a poskytl zpétnou vazbu pro
development. budouci vyvoj produktu.

Mission A short but complete discription of | Poslani Kratky, ale uplny popis celkového ucelu

a zaméru organizace.
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event

observing services and service

monitorovani a

Model A representation of a system, Model Znazornéni systému, praktiky, procesu,
practice, process, service, or other sluzby nebo jiné entity, kterych se
entity that is used to understand pouziva k pochopeni a pfedvidani jejich
and predict its behaviour and chovani a vztahu.
relationships

Modeling The activity of creating, Modelovani Cinnost vytvaFeni, udrzby a vyuzivani
maintaining, and utilizing models. modeld.

Monitoring Repeated observation of a system, | Monitoring Opakované pozorovani systému,
practice, process, service, or other praktiky, procesu, sluzby nebo jiné
entity to detect events and to entity za ucelem detekce udalosti
ensure that the current status is k zajisténi toho, aby byl znam aktualni
known. stav.

Monitoring and The practice of systematically praktika Praktika, ktera systematicky sleduje

sluzby a jeji komponenty, a ktera

has its own functions with
responsibilities, authorities, and
relationships to achieve its
objectives.

management components, and recording and spravy udalosti zaznamenava a hlasi vybrané zmény

practice reporting selected changes of state stavu identifikované jako udalosti.
identified as events.

Obtain/Build The value chain activity that Ziskavani/Budova Aktivita hodnotového fetézce, ktera
ensures service components are ni zajiStuje, Ze komponenty sluzby jsou k
available when and where they are dispozici tehdy a tam, kde jsou potfeba,
needed, and that they meet agreed a ze splnuji dohodnuté specifikace.
specifications.

Operation The routine running and Provoz Rutinni provoz a sprava aktivity,
management of an activity, produktu, sluzby nebo jiné konfiguracni
product, service, or other polozky.
configuration item.

Operational The hardware and software Provozni Hardwarova a softwarova rfeSeni, ktera

technology solutions that detect or cause technologie detekuji nebo zpUsobuji zmény ve
changes in physical processes fyzickych procesech prostfednictvim
through direct monitoring and/or pfimého monitorovani a/nebo fizeni
control of physical devices such as fyzickych zafizenti, jako jsou ventily,
valves, pumps, efc. Cerpadla atd.

Organization A person or a group of people that | Organizace Osoba nebo skupina lidi, ktera ma své

vlastni funkce se zodpovédnostmi,
pravomocemi a vztahy k dosahovani
svych cilu.

Organizational
change
management
practice

The practice of ensuring that
changes in an organization are
smoothly and successfully
implemented and that lasting
benefits are achieved by managing
the human aspects of the changes.

Praktika Fizeni
organizacnich
zmeén

Praktika zajistujici, Ze zmény v
organizaci jsou hladce a uspésné
implementovany a ze trvalych vyhod je
dosahovano fizenim lidskych aspekti
zmeén.

Organizational
resilience

The ability of an organization to
anticipate, prepare for, respond to,
and adapt to unplanned external
influences.

Organizaéni
odolnost

Schopnost organizace predvidat,
pfipravovat se, reagovat na
neplanované vnéjsi vlivy a
pfizplisobovat se jim.
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Organizational
velocity

The speed, effectiveness, and
efficiency with which an
organization operates.
Organizational velocity influences
time to market, quality, safety,
costs, and risks.

Organizaéni
rychlost vdaném
sméru

Rychlost, efektivita, u€innost, s jakou
organizace pracuje. Organiza¢ni
rychlost ovliviiuje dobu potfebnou k
uvedeni na trh, kvalitu, bezpecnost,
naklady a rizika.

Organizations

One of the four dimensions of

Organizace a lidé

Jedna ze Ctyf dimenzi spravy sluzeb.

of an activity.

and People service management. It ensures Zaijistuje, ze zplsob, jakym je
that the way an organization is organizace strukturovana a fizena,
structured and managed, as well stejné jako jeji role, zodpovédnosti,
as its roles, responsibilities, and systémy pravomoci a komunikace, je
systems of authority and dobfe definovana a podporuje svoji
communication, is well defined and celkovou strategii a provozni model.
supports its overall strategy and
operating model.

Outcome A result for a stakeholder enabled Vysledek Vysledek pro zainteresovanou stranu,
by one or more outputs. ktery je umoznovan jednim nebo vice

vystupy.
Output A tangible or intangible deliverable | Vystup Hmotny nebo nehmotny vystup

z néjaké ¢innosti.

Outsourcing

The process of having external
suppliers provide products and
services that were previously
provided internally.

Outsourcing

Proces, kdy externi dodavatelé
poskytuji produkty a sluzby, které byly
dfive poskytovany interné.

with a limited scope in a live
environment.

Partners and One of the four dimensions of Partnefi a Jedna ze Ctyf dimenzi spravy sluzeb.

Suppliers service management. It dodavatelé Zahrnuje vztahy, které ma organizace s
encompasses the relationships an jinymi organizacemi, které se podileji
organization has with other na navrhu, vyvoji, nasazovani,
organizations that are involved in dodavce, podpofe a/nebo neustalém
the design, development, zlepSovani sluzeb.
deployment, delivery, support,
and/or continual improvement of
services.

Partnership A relationship between two Partnerstvi Vztah mezi dvéma organizacemi, ktery
organizations that involves working zahrnuje uzkou spolupraci pfi
closely together to achieve dosahovani spole¢nych zamérl a cilG.
common goals and objectives.

Performance A measure of what is achieved or Vykonnost Mira toho, ¢eho je dosazeno nebo
delivered by a system, person, dodano systémem, osobou, tymem,
team, practice, or service. praktikou nebo sluzbou.

Pilot A test implementation of a service Pilot Testovaci implementace sluzby v

produkénim prostfedi s omezenym
rozsahem.
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Plan The value chain activity that Planovani Aktivita hodnotového fetézce, ktera
ensures a shared understanding of zajistuje sdilené chapani vize,
the vision, current status, and aktudlniho stavu a sméru zlepSovani
improvement direction for all four pro vSechny Ctyfi dimenze a vSechny
dimensions and all products and produkty a sluzby napfic¢ organizaci.
services across an organization.

Policy Formally documented Politika Formalné zdokumentované ocekavani
management expectations and a zaméry vedeni, které se pouzivaji k
intentions, used to direct decisions fizeni rozhodnuti a Cinnosti.
and activities.

Portfolio The practice of ensuring that an Praktika spravy Praktika, ktera zajiStuje, Ze organizace

management organization has the right mix of portfolia mé spravnou kombinaci program,

practice programmes, projects, products, projektd, produkti a sluzeb k .
and services to execute its strategy uskutecnovani své strategie v ramci
within its funding and resource svych finanénich a zdrojovych omezeni.
constraints.

Post A review after the implementation Pfezkoumani po Pfezkoumani po implementaci zmény s

Implementation of a change, to evaluate success implementaci cilem vyhodnotit Uspésnost a

Review (PIR) and identify opportunities for identifikovat pfilezitosti ke zlepSeni.
improvement.

Practice A set of organizational resources Praktika Sada organizacnich zdroju uréenych k
designed for performing work or vykonavani prace nebo dosahovani
accomplishing an objective. cile.

Problem A cause, or potential cause, of one | Problém PFicina nebo potencialni pficina
or more incidents. jednoho nebo vice incidentd.

Problem The practice of reducing the Praktika Fizeni Praktika snizovani pravdépodobnosti a

Management likelihood and impact of incidents problému dopadu incident( prostfednictvim

practice by identifying actual and potential identifikace skute¢nych a potencialnich
causes of incidents, and managing pfi¢in incidentu, a fizeni nahradnich
workarounds and known errors. feSeni a znamych chyb.

Procedure A documented way to carry out an | Procedura Zdokumentovany zpusob, jak provadét
activity or a process. ¢innost nebo proces.

Process A set of interrelated or interacting Proces Sada vzajemné souvisejicich nebo
activities that transform inputs into interagujicich aktivit, které transformuji
outputs. A process takes one or vstupy na vystupy. Proces vezme jeden
more defined inputs and turns nebo vice definovanych vstupt a
them into defined outputs. preméni je na definované vystupy.
Processes define the sequence of Procesy definuji posloupnost akci a
actions and their dependencies. jejich zavislosti.

Product A configuration of an organization’s | Produkt Konfigurace zdroju organizace
resources designed to offer value navrzena tak, aby mohla nabizet
for a consumer. hodnotu pro spotrebitele

Production See live environment. Produkéni Viz produkéni prostredi (live

environment prostredi environment)
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configuration item to normal
operation after a failure.

Programme A set of related projects and Program Soubor souvisejicich projektd a ¢innosti
activities, and an organization a organizacni struktura vytvofena za
structure created to direct and ucelem jejich fizeni a dohledu nad nimi.
oversee them.

Project A temporary structure that is Projekt Docasna struktura, ktera je vytvorena
created for the purpose of za Ucelem dodani jednoho nebo vice
delivering one or more outputs (or vystupl (nebo produktl) podle
products) according to an agreed odsouhlasené pfipadové studie.
business case.

Project The practice of ensuring that all an | Praktika Praktika zajistujici, Ze vSechny projekty

Management organization’s projects are projektového fizeni | organizace jsou Uspésné dodany.

practice successfully delivered.

Quick win An improvement that is expected to | Rychly pfinos Zlepseni, u kterého se o¢ekava, ze
provide a return on investment in a poskytne navratnost investice v
short period of time with relatively kratkém ¢asovém obdobi s relativné
small cost and effort. nizkymi naklady i asilim.

Record A document stating results Zaznam Dokument, ktery uvadi dosazené
achieved and providing evidence of vysledky a poskytuje dukazy
activities performed. vykonanych ¢innosti.

Recovery The activity of returning a Obnova Aktivita navraceni konfiguraéni polozky

do normalniho provozu po vypadku.

Recovery Point
Objective (RPO)

The point to which information
used by an activity must be
restored to enable the activity to
operate on resumption.

Cilovy bod obnovy

Bod, do kterého musi byt obnoveny
informace pouzivané aktivitou, aby
aktivita mohla fungovat pfi opétném
obnoveni.

Recovery Time
Objective (RTO)

The maximum acceptable period of
time following a service disruption
that can elapse before the lack of
business functionality severely
impacts the organization.

Cilova doba
obnovy

Maximalné pfijatelna doba po pferudeni
sluzby, ktera mlze uplynout, nez
chybéjici business funkcionalita vazné
ovlivni organizaci.

Relationship The practice of establishing and Praktika Fizeni Praktika navazovani a udrzovani vazeb
Management nurturing links between an vztaht mezi organizaci a jejimi
practice organization and its stakeholders zainteresovanymi stranami na
at strategic and tactical levels. strategickych a taktickych drovnich.
Release A version of a service or other Release Verze sluzby nebo jiné konfiguraéni
configuration item, or a collection polozky nebo souboru konfiguraénich
of configuration items, that is made polozek, které jsou zpfistupnény pro
available for use. pouziti.
Release The practice of making new and Praktika Fizeni Praktika zpfistupfiovani novych a
Management changed services and features releasu zménénych sluzeb a funkcionalit pro
practice available for use. pouziti.
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requests for existing and new
services, which is made available
for the user.

Reliability The ability of a product, service, or | Spolehlivost Schopnost produktu, sluzby, nebo jiné
other configuration item to perform konfiguracni polozky plnit svoji
its intended function for a specified zamyslenou funkci po stanovené
period of time or number of cycles. Casové obdobi nebo po stanoveny
pocet cyklu.
Request A view of the service catalogue, Katalog zadosti Pohled na katalog sluzeb poskytujici
catalogue providing details on service detaily o Zadostech o sluzbu u

stavajicich a novych sluzeb, které jsou
zpfistupnény uZivateli.

Request For
Change (RFC)

A description of a proposed
change used to initiate change
enablement.

Zadost o zménu
(RFC)

Popis navrhované zmény uzivany pro
zahajeni aktivit umoznujicich provadéni
zmeén.

harm or loss, or make it more
difficult to achieve objectives. Can
also be defined as uncertainty of
outcome, and can be used in the
context of measuring the
probability of positive outcomes as
well as negative outcomes.

Resolution The action of solving an incident or | VyfeSeni Cinnost feseni incidentu nebo
problem. problému.

Resource A person, or other entity, that is Zdroj Osoba, nebo jina entita, ktera je
required for the execution of an pozadovana k provedeni ¢innosti nebo
activity or the achievement of an k dosazeni cile. Zdroje pouzivané
objective. Resources used by an organizaci mohou byt vlastnény
organization may be owned by the organizaci nebo pouzivané podle
organization or used according to dohody s vlastnikem zdroje.
an agreement with the resource
owner.

Retire The act of permanently Vyfazeni Akt trvalého stazeni produktu, sluzby,
withdrawing a product, service, or nebo jiné konfiguraéni polozky z
other configuration item from use. pouzivani.

Risk A possible event that could cause Riziko Mozna udalost, ktera by mohla zpusobit

Skodu nebo ztratu, nebo ztizit dosazeni
cild. Mize byt také definovana jako
nejistota vysledku a maze byt pouzita v
kontextu méfeni pravdépodobnosti
pozitivnich i negativnich vysledku.

Risk assessment

An activity to identify, analyse, and
evaluate risks.

Posouzeni rizik

Cinnost identifikace, analyzy a
hodnoceni rizik.

creation by facilitating outcomes
that customers want to achieve,
without the customer having to

manage specific costs and risks.

Risk The practice of ensuring that an Praktika Fizeni rizik | Praktika zajistujici, Ze organizace
Management organization understands and chape a efektivné zvlada rizika.
practice effectively handles risks.

Service A means of enabling value co- Sluzba Prostfedek umoznujici spoluvytvareni

hodnoty usnadfiovanim vysledkd,
kterych zakaznici chtéji dosahnout bez
toho, aby museli Fidit specifické naklady
a rizika.
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service action

Any action required to deliver a
service output to a user. Service
actions may be performed by a
service provider resource, by
service users, or jointly.

Cinnost v ramci
sluzby

Jakakoliv ¢innost poZadovana za
ucelem dodani vystupu sluzby uZivateli.
Cinnosti sluzby mohou byt provedeny
zdroji poskytovatele sluzby, uzivateli
sluzby, nebo spolecné.

Service
architecture

A view of all the services provided
by an organization. It includes
interactions between the services,
and service models that describe
the structure and dynamics of each
service.

Architektura sluzby

Pohled na v8echny sluzby poskytované
organizaci. To zahrnuje interakce mezi
sluzbami a servisnimi modely, které
popisuji strukturu a dynamiku kazdé
sluzby.

disaster.

Service Structured information about all the | Katalog sliuzeb Strukturované informace o vSech
catalogue services and service offerings of a sluzbach a o nabidkach sluzeb ze
service provider, relevant for a strany poskytovatele sluzeb, relevantni
specific target audience. pro urcitou cilovou skupinu uzivatel(.
Service The practice of providing a single Praktika spravy Praktika poskytovani jediného zdroje
Catalogue source of consistent information on | katalogu sluzeb konzistentnich informaci o vSech
Management all services and service offerings, sluzbach a o nabidkach sluzeb a
practice and ensuring that it is available to zajisténi, Ze jsou k dispozici pfislusné
the relevant audience. skupiné uzivatelu.
Service The practice of ensuring that Praktika spravy Praktika zajisténi toho, Ze pfesné a
Configuration accurate and reliable information konfigurace sluzeb | spolehlivé informace o konfiguraci
Management about the configuration of services, sluzeb a konfiguraénich polozkach,
practice and the configuration items that které je podporuiji, jsou k dispozici v
support them, is available when Case a misté, kde je to potreba.
and where needed.
Service Activities performed by an Spotreba sluzeb Cinnosti provadéné organizaci vedouci
consumption organization to consume services. ke spotfebovani sluzeb. To zahrnuje
It includes the management of the spravu zdrojl spotfebitele potfebnych k
consumer’s resources needed to vyuziti sluzby, €innosti sluzby
use the service, service actions provadéné uzivateli a pfijem (nabyti)
performed by users, and the zbozi (pokud je to pozadovano).
receiving (acquiring) of goods (if
required).
Service The practice of ensuring that Praktika Fizeni Praktika zajiStujici, ze dostupnost a
Continuity service availability and kontinuity sluzeb vykonnost sluzby jsou udrzovany na
Management performance are maintained at a dostatecné urovni v pfipadé havarie.
practice sufficient level in case of a

Service Design
practice

The practice of designing products
and services that are fit for
purpose, fit for use, and that can
be delivered by the organization
and its ecosystem.

Praktika navrhu
sluzby

Praktika navrhovani produktl a sluzeb,
které jsou vhodné pro dany ucel,
vhodné k pouziti, a které mohou byt
dodany organizaci a jejim
ekosystémem.

Service desk

The point of communication
between the service provider and
all its users.

Service desk

Misto pro komunikaci mezi
poskytovatelem sluzeb a vSemi jeho
uzivateli.
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Service Desk

The practice of capturing demand

Praktika service

Praktika zachyceni poptavky na feSeni

practice for incident resolution and service desku incidentu a na zadosti o sluzbu.
requests
Service The practice of supporting an Praktika finan¢ni Praktika podporujici strategii
Financial organization’s strategies and plans | spravy sluzeb organizace a jeji plany pro spravu
Management for service management by sluzeb tak, aby zajistila, ze finanéni
practice ensuring that the organization’s zdroje organizace a investice jsou
financial resources and efektivné vyuzivany.
investments are being used
effectively.
Service level One or more metrics that define Uroven sluzby Jedna nebo vice metrik, které definuji

expected or achieved service
quality.

ocekavanou nebo dosazenou kvalitu
sluzby.

Service Level
Agreement
(SLA)

A documented agreement between
a service provider and a customer
that identifies both services
required and the expected level of
service.

Dohoda o urovnich
sluzeb (SLA)

Dokumentovana dohoda mezi
poskytovatelem sluzeb a zdkaznikem,
ktera identifikuje jak pozadované
sluzby, tak o¢ekavanou uroven sluzby.

Service Level

The practice of setting clear

Praktika Fizeni

Praktika pro stanoveni jasnych cill

Management business-based targets for service | Urovné sluzeb zalozenych na potfebach businessu pro

practice performance so that the delivery of vykonnost sluzby tak, aby bylo mozné
a service can be properly fadné posoudit, monitorovat a Fidit
assessed, monitored, and poskytovani sluzby podle téchto cild.
managed against these targets.

Service A set of specialized organizational Sprava sluzeb Sada specializovanych organiza¢nich

Management capabilities for enabling value for schopnosti zajistujicich hodnotu pro

customers in the form of services.

zakazniky ve formé sluzeb.

Service offering

A formal description of one or more
services, designed to address the
needs of a target consumer group.
A service offering may include
goods, access to resources, and
service actions.

Nabidka sluzeb

Formalni popis jedné nebo vice sluzeb
navrzenych k fedeni potfeb cilové
skupiny spotfebitel(. Nabidka sluzeb
muze zahrnovat zbozi, pfistup ke
zdrojlim a ¢innosti v ramci sluzby.

Service owner

A role that is accountable for the
delivery of a specific service.

Vlastnik sluzby

Role, ktera je odpovédna za dodani
konkrétni sluzby.

Service portfolio

A complete set of products and
services that are managed
throughout their lifecycles by an
organization.

Portfolio sluzeb

Kompletni sada produktt a sluzeb,
které jsou béhem jejich zZivotniho cyklu
spravovany organizaci.

Service provider

A role performed by an
organization in a service
relationship to provide services to
consumers.

Poskytovatel
sluzeb

Role vykonavana organizaci ve vztahu
ke sluzbadm za ucelem poskytovani
sluzeb spotfebitelim.
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value co-creation based on agreed
and available service offerings.

Service Activities performed by an Poskytovani Cinnosti provadéné organizaci za
provision organization to provide services. It | sluzeb ucelem poskytovani sluzeb. Zahrnuje
includes management of the spravu zdroji poskytovatele
provider’s resources, configured to nakonfigurovanych k poskytovani
deliver the service; ensuring sluzby; zajisténi pfistupu uzivateld k
access to these resources for témto zdrojlm; pInéni dohodnutych
users; fulfilment of the agreed ¢innosti v rdmci sluzby; sprava urovné
service actions; service level sluzeb; a neustalé zlepSovani. Mlze
management; and continual také zahrnovat i dodani zbozi.
improvement. It may also include
the supply of goods.
Service A cooperation between a service Vztahy sluzeb Spoluprace mezi poskytovatelem
relationship provider and service consumer. sluzeb a spotfebitelem sluzeb. Vztahy
Service relationships include mezi sluzbami zahrnuji poskytovani
service provision, service sluzeb, spotfebu sluzeb a fizeni vztaht
consumption, and service sluzeb.
relationship management.
Service Joint activities performed by a Rizeni vztah Spole¢né Cinnosti provadéné
Relationship service provider and a service sluzeb poskytovatelem sluzeb a spotiebitelem
Management consumer to ensure continual sluzeb s cilem zajistit neustalé

spoluvytvafeni hodnoty na zakladé
dohodnutych a dostupnych nabidek
sluzeb.

Service request

A request from a user or a user’s
authorized representative that
initiates a service action which has
been agreed as a normal part of
service delivery.

Zadost o sluzbu

Z&dost uzivatele nebo jeho
opravnéného zastupce, ktery iniciuje
¢innost v ramci sluzby, ktera byla
dohodnuta jako bé&Znd sou€ast dodavky
sluzby.

Service Request

The practice of supporting the

Praktika fizeni

Praktika podpory dohodnuté kvality

Validation and
Testing practice

or changed products and services
meet defined requirements.

a testovani sluzby

Management agreed quality of a service by zadosti o sluzbu sluzby zpracovanim vSech
practice handling all pre-defined, user- preddefinovanych, uzivatelem
initiated service requests in an iniciovanych zadosti o sluzbu
effective and user-friendly manner. efektivnim a uzivatelsky privétivym
zpusobem.
Service The practice of ensuring that new Praktika ovéfovani | Praktika zajistujici, Ze nové nebo

zménéné produkty a sluzby splfiuji
definované pozadavky.

Service Value
System (SVS)

A model representing how all the
components and activities of an
organization work together to
facilitate value creation.

Systém hodnoty
sluzeb

Model znazorfiujici, jak vSechny
soucasti a Cinnosti organizace
spolupracuji, aby usnadnily vytvareni
hodnot.

Software
Development
and
Management
practice

The practice of ensuring that
applications meet stakeholder
needs in terms of functionality,
reliability, maintainability,
compliance, and auditability.

Praktika vyvoje a
spravy softwaru

Praktika zajistujici, Ze aplikace splfiuji
potfeby zainteresovanych stran, pokud
jde o funk&nost, spolehlivost,
udrzovatelnost, shodu s pfedpisy a
auditovatelnost.
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Sourcing The activity of planning and Zaijisténi zdrojl Cinnost planovani a ziskavani zdrojd z
obtaining resources from a konkrétniho typu zdroje, ktery mize byt
particular source type, which could interni nebo externi, centralizovany
be internal or external, centralized nebo distribuovany a volné dostupny
or distributed, and open or nebo chranény.
proprietary.

Specification A documented description of the Specifikace Zdokumentovany popis vlastnosti
properties of a product, service, or produktu, sluzby nebo jiné konfiguracni
other configuration item. polozky.

Sponsor A person who authorizes budget Sponzor Osoba, ktera autorizuje rozpocet pro
for service consumption. Can also spotfebovavani sluzeb. Muze byt také
be used to describe an pouzito k popisu organizace nebo
organization or individual that jednotlivce, ktery poskytuje financni
provides financial or other support nebo jinou podporu iniciativé.
for an initiative.

Stakeholder A person or organization that has Zainteresovana Osoba nebo organizace, ktera ma
an interest or involvement in an strana zajem nebo ucast na organizaci,
organization, product, service, produktu, sluzbé, praktice nebo jiné
practice, or other entity entité.

Standard A document, established by Norma/Standard Dokument vytvofeny na zakladé
consensus and approved by a konsensu a schvaleny uznanym
recognized body, that provides for organem, ktery pro bézné a opakované
common and repeated use, pouziti, stanovi povinné poZadavky,
mandatory requirements, pokyny nebo charakteristiky pro jeho
guidelines, or characteristics for its predmét.
subject.

Standard A low-risk, pre-authorized change Standardni zména | Pfedem schvalena zména s nizkym

Change that is well understood and fully rizikem, ktera je dobfe srozumitelna a
documented, and which can be plné zdokumentovana a kterou Ize
implemented without needing implementovat bez nutnosti dalSi
additional authorization. autorizace.

Status A description of the specific states | Stav Popis konkrétnich stavd, které maze
an entity can have at a given time. entita v danou dobu mit.

Strategy The practice of formulating the Praktika Fizeni Praktika formulovani cilG organizace,

Management goals of an organization and strategie zavadéni postupu a pfidélovani zdroja

practice adopting the courses of action and nezbytnych k dosahovani téchto cild.
allocation of resources necessary
for achieving those goals.

Supplier A stakeholder responsible for Dodavatel Zainteresovana strana odpovédna za
providing services that are used by poskytovani sluzeb, které organizace
an organization. vyuziva.

Supplier The practice of ensuring that an Praktika Fizeni Praktika zajistujici, ze dodavatelské

Management organization’s suppliers and their dodavatell organizace a jejich urovné vykonnosti

practice performance levels are managed jsou vhodné fizeny tak, aby

appropriately to support the
provision of seamless quality
products and services.

podporovaly bezproblémové
poskytovani kvalitnich produkt a
sluzeb.
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Support team A team with the responsibility to Tym podpory Tym odpovédny za udrzovani
maintain normal operations, normalniho provozu, feSeni Zadosti
address users’ requests, and uzivatel( a FeSeni incidentd a problému
resolve incidents and problems souvisejicich s definovanymi produkty,
related to specified products, sluzbami nebo jinymi konfiguracnimi
services, or other configuration polozkami.
items.

System A combination of interacting Systém Kombinace interagujicich prvka
elements organized and organizovanych a udrzovanych tak, aby
maintained to achieve one or more bylo dosazeno jednoho nebo vice
stated purposes. uvedenych ucel.

Systém thinking | A holistic approach to analysis that | Systémové Holisticky pfistup k analyze, ktery se
focuses on the way that a system’s | mysleni zaméfuje na zplsob, jakym jednotlivé
constituent parts work, interrelate, soucasti systému funguji, vzajemné
and interact over time, and within souviseji a interaguji v pribéhu ¢asu a
the context of other systems. v kontextu jinych systéma.

Technical debt The total rework backlog Technicky dluh Celkovy objem nezpracovanych
accumulated by choosing technickych ukolt nahromadénych
workarounds instead of system vyuzivanim nahradnich feSeni namisto
solutions that would take longer. systémovych feSeni, ktera by trvala

déle.

Test A controlled environment Testovaci Rizené prostfedi vytvofené pro

environment established to test products, prostredi testovani produktd, sluzeb a dal$ich
services, and other configuration konfiguraénich polozek.
items.

Third party A stakeholder external to an Treti strana Zainteresovana strana mimo
organization. organizaci.

Throughput A measure of the amount of work Propustnost Mira objemu &innosti vykonavanych
performed by a product, service, or produktem, sluzbou nebo jinym
other system over a given period of systémem za dané Casové obdobi.
time.

Transaction A unit of work consisting of an Transakce Jednotka Cinnosti sestavajici se z
exchange between two or more vymény mezi dvéma nebo vice
participants or systems. ucastniky nebo systémy.

Use Case A technique using realistic practical | Pfipad uziti Technika vyuzivajici realistické
scenarios to define functional praktické scénare k definovani
requirements and to design tests. funkénich pozadavku a k navrhovani

testl.

User A person who uses services. Uzivatel Osoba, ktera vyuziva sluzby.
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requirements

have been defined by the customer
and are unique to a specific
product.

Utility The functionality offered by a Uzite¢nost Funkce nabizené produktem nebo
product or service to meet a sluzbou pro spinéni konkrétni potfeby.
particular need. Utility can be Uzite€nost Ize shrnout jako ,to, co
summarized as ‘what the service sluzba déla“, a lze ji pouzit k uréeni,
does’ and can be used to zda je sluzba ,vhodna pro dany ucel*.
determine whether a service is ‘fit Chcete-li mit uzite€nost, sluzba musi
for purpose’. To have utility, a bud podporovat vykonnost spotfebitele,
service must either support the nebo odstranit jeho omezeni. Mnoho
performance of the consumer or sluzeb umoznuje oboaji.
remove constraints from the
consumer. Many services do both.

Utility Functional requirements which Uzitné pozadavky Funkéni pozadavky, které byly

definovany zakaznikem a jsou
jedine¢né pro konkrétni produkt.

undertakes to create and deliver
products and services to
consumers.

Validation Confirmation that the system, Validace Potvrzeni, ze systém, produkt, sluzba
product, service, or other entity nebo jina entita splfiuje dohodnutou
meets the agreed specification. specifikaci.

Value The perceived benefits, Hodnota Vnimané vyhody, uzite€nost a
usefulness, and importance of dalezitost néceho.
something.

Value stream A series of steps an organization Hodnotovy tok Rada krokaul, které organizace

provadiza ucelem vytvareni a dodavani
produktl a sluzeb spotfebitelim.

Value Streams
and Processes

One of the four dimensions of
service management. It defines the
activities, workflows, controls, and
procedures needed to achieve the
agreed objectives.

Hodnotové toky a
procesy

Jedna ze Ctyf dimenzi spravy sluzeb.
Definuje €innosti, pracovni toky,
kontroly a postupy potfebné k dosazeni
dohodnutych cilG.

Vision

A defined aspiration of what an
organization would like to become
in the future.

Vize

Definovana predstava toho, ¢im by se
organizace v budoucnu chtéla stat.
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requirements

requirements captured as inputs
from key stakeholders and other
practices.

zaruky

Warranty Assurance that a product or Zaruky Zaijisténi, ze produkt nebo sluzba spini
service will meet agreed dohodnuté pozadavky. Zaruku Ize
requirements. Warranty can be shrnout jako ,vykon sluzby“ a Ize ji
summarized as ‘how the service pouzit k ur€eni, zda je sluzba ,vhodna k
performs’ and can be used to pouziti“. Zaruka se €asto tyka urovni
determine whether a service is ‘it sluzeb pfizpusobenych potfebam
for use’. Warranty often relates to odbératell sluzeb. MGze to byt
service levels aligned with the zalozeno na formalni dohodé, nebo to
needs of service consumers. This muZze byt marketingova zprava nebo
may be based on a formal image znacky. Zaruka se obvykle tyka
agreement, or it may be a takovych oblasti, jako je dostupnost
marketing message or brand sluzby, jeji kapacita, droven
image. Warranty typically zabezpeceni a kontinuita. O sluzbé Ize
addresses such areas as the fici, ze poskytuje pfijatelnou garanci
availability of the service, its nebo ,zaruku®, pokud jsou spinény
capacity, levels of security, and vSechny definované a dohodnuté
continuity. A service may be said to podminky.
provide acceptable assurance, or
‘warranty’, if all defined and agreed
conditions are met.

Warranty Typically non-functional Pozadavky na Typicky nefunkéni pozadavky

zachycené jako vstupy od kliCovych
zainteresovanych stran a dalSich
praktik.

Waterfall method

A development approach that is
linear and sequential with distinct
objectives for each phase of
development.

Metoda vodopadu

Vyvojovy pfistup, ktery je linearni a
sekvencni s jasnymi cili pro kazdou fazi
vyvoje.

Work instruction

A detailed description to be
followed in order to perform an
activity.

Pracovni instrukce

Podrobny popis, ktery je tfeba dodrzet
pfi provadéni €innosti.

Workaround

A solution that reduces or
eliminates the impact of an incident
or problem for which a full
resolution is not yet available.
Some workarounds reduce the
likelihood of incidents.

Workaround
(Nahradni feseni)

Reseni, které snizuje nebo eliminuje
dopad incidentu nebo problému, pro
ktery jesté neni k dispozici finalni
feSeni. Néktera nahradni feSeni snizuji
pravdépodobnost incidentu.

Workforce and
Talent
Management
practice

The practice of ensuring that an
organization has the right people
with the appropriate skills and
knowledge and in the correct roles
to support its business objectives.

Praktika Fizeni
pracovnich sil a
talent(

Praktika zajistujici, Ze organizace ma ty
spravné lidi s odpovidajicimi
dovednostmi a znalostmi a ve
spravnych rolich, které podporuiji jeji
cile Businessu.
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