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Co jeto ITSM?

* ITSM je zkratkou pro "IT Service Management”, pismena "IT"
znamenaji "Information Technology". Jde tedy o Rizeni sluzeb IT.

* ITSM zahrnuje tri relativné samostatné, ale presto navzajem
propojené a na sobe zavislé oblasti: Lidé, Nastroje, Procesy.

* By IT Service Management we mean the implementation and
management of Quality IT Services that meet the needs of the
Business.

* The main goal of ITSM is to align IT services to business needs and
requirements.



ITMS frameworks

* ITIL,

* COBIT,

* ISO/IEC 20000,
* MOF,

* Business Process
Framework
(eTOM),

* FitSM.
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Proces

* Proces muze mit celou radu podob a pojem proces se pouziva v
ruznych vyznamech. V redlném svéeté existuje vice typu procesu napr.
chemicky proces, vyrobni proces, biologicky proces, technologicky
proces nebo treba proces jako béh aplikace (software).

* Proces je obecny pojem pro postupny tok déju, stavu, aktivit nebo
prace. Pojem proces se pouziva v praxi v ruznych vyznamech.

7 hlediska fizeni je nejdulezitéjsi vyklad procesu jako toku prace nebo
cinnosti (tzv. business process), v prekladu se nekdy pouziva pojem
podnikovy proces.



Definice procesu

* Norma CSN EN 1SO 9001 definuje proces jako: ,soubor vzajemné
pusobicich ¢innosti, ktery premeénuje vstupy na vystupy.”

* Hammer, M., Champy, J., 1996: ,Proces je soubor Cinnosti, ktery
vyzaduje jeden nebo vice druht vstupu a tvori vystup, ktery ma pro
zakaznika hodnotu®.

* Repa, V., 2006 definuje proces jako: ,souhrn &innosti transformujicich
souhrn vstupu na souhrn vystupu (zbozi nebo sluzeb) pro jiné lidi
nebo procesy, pouzivajice k tomu lidi nebo nastroje”.



Definice procesu

Basl, J., Tuma, M., Glasl, V., 2002: , Proces je tok prace, postupujici od
jednoho ¢lovéka k druhému a v pripadé vétsich procesu pravdépodobné z
jednoho utvaru do druhého”.

Grasserova, M. a kol. 2008: ,,Proces chapeme jako strukturovany sled
navazujicich ¢innosti popisujicich tok prace — postup tvorby pridané hodnoty
— postupujici od jednoho pracovnika ke druhému (v pripadé slozitych
procesl z jednoho Utvaru do druhého), poskytujici méritelnou sluzbu /
vyrobek internimu nebo externimu zakaznikovi za predpokladu premeéeny
vstupU na vystupy a vyuzivani zdroju.”

Petrackova, Krause, 1995, s. 620 jde o ,zakonité, postupné na sebe
navazujici a vnitfné spojené, vzajemné spojené zmeény jevu, veéci a systému”.
(Zdroj Akademicky slovnik cizich slov)



Proces dle ITIL® v3

,Process is a set of coordinated activities combining and implementing
resources and capabilities in order to produce an outcome which,

directly or indirectly, creates value for an external customer or
stakeholder.”

* takes one or more inputs and turns them into defined outputs.

* includes all of the roles, responsibilities, tools and management
controls required to reliably deliver the outputs.

* may define or revise policies, standards, guidelines, activities,
processes, procedures, and work instructions if they are needed.



Proces dle ITIL® v3
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Proces dle COBIT v5

* Processes describe an organised set of practices and activities to
achieve certain objectives and produce a set of outputs in support of
achieving overall IT-related goals.



Charakteristicke vlastnosti procesu (ITIL®)

* Measurable - Ability to measure the process in a relevant manner. It
is performance driven. Managers want to measure cost, quality and
other variables while practitioners are concerned with duration and

productivity

* Specific results - The reason a process exists is to deliver a specific
result. This result must be individually identifiable and countable

e Customers - Every process delivers its primary results to a customer
or stakeholder. They may be internal or external to the organization
but the process must meet their expectations

* Responds to a specific event - While a process may be ongoing or
iterative, it should be traceable to a specific trigger.



/ralost procesu dle CMM (Capability Maturity
Model)

* Model zralosti slouzi k hodnoceni (rozdéleni) vyspélosti procesu v
organizaci do 6 stupnu od nerizenych az po optimalizované procesy.
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COBIT Maturity Model
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‘ Enterprise Current Status 0 Non-Existent — Management processes are not applied at all
1 Initial — Processes are ad hoc and disorganised
il lg:;:::i‘::al Standard 2 Repeatable — Processes follow a regular pattern
3 Defined — Processes are documented and communicated
‘ Industry Best practices 4 Managed — Processes are monitored and measured
5 Optimised — Best practices are followed and automated

Enterprise Strategy

COBIT Maturity Model



Matice odpovednosti RACI & RACI-VS

Metoda pro prirazeni a zobrazeni odpovédnosti jednotlivych osob Ci
pracovnich mist v néjakém ukolu (projektu, sluzbé Ci procesu) v
organizaci.

* Responsible — The person or people responsible for getting the job
done

* Accountable — Ownership of quality, and end result of process. Only
one person can be accountable for each task

* Consulted — The people who are consulted and whose opinions are
sought

* Informed — The people that are kept up-to-date on progress



RACI matrix

Ukol Vedouci projektu Analytik Vyvojar Tester Architekt Grafik Evangelista
Projektovy denik
Prezentovani projektu
Tvorba dokumentu specifikace “
Sepsani pozadavku
Analyza
UseCase
Business Domain Model
Harmonogram prace - Gant
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Tvorba dokumentu analyzy
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Rizeni tymu, planovani praci
Tvorba GUI
Implementace
Testovani
Zkoumani novych technologii
Nové technologie
Tvorba dokumentace
Infrastruktura projektu (Web,...




Process Owner

A Process Owner is responsible for ensuring that their proces is being
performed accordning to the agreed and docuented proces and is meeting
the ais of the proces definition.

Responsibilities:
* Defining the Process strategy

* Defining appropriate policies and standards to be employed throughout
the process

* Documenting and publicizing the process

* Defining the Key Performance Indicators (KPls) to evaluate the
effectiveness and efficiency of the process

* Improving the effectiveness and efficiency of the process



Process Manager

The Process Manager role is accountable for operational management
of a process.

Accountabilites:

* Plan and coordinate all proces ativities

* Ensuring activities execution

* Monitoring and reporting on proces performance
e Constant focus on possible proces improvements



Process Practitioner

A Process Practitioner is responsible for carrying out one or more process
activities. In some organizations, and for some processes, the process
practitioner role may be combined with the process manager role; in others

there may be large numbers of practitioners carrying out different parts of
the process.

Responsibilities:
e Carrying out one or more activities of a process

* Understanding how their role contributes to the overall delivery of service
and creation of value for the business

* Working with other stakeholders, such as their manager, co-workers, users
and customers, to ensure that their contributions are effective

* Ensuring that inputs, outputs and interfaces for their activities are correct



Service Owner

The Service Owner is accountable for the delivery of a specific IT service. Service
ownership is as critical to service management as establishing ownership for
processes which cross multiple vertical silos or departments. It is possib|oe that a
single person may fulfil the service owner role for more than one service.

Responsibilities:
* Understands the service (components etc.)
* Act as prime Customer contact for all Service related enquiries and issues

* Ensure that the ongoing Service delivery and support meet agreed Customer
requirements

* Will identify opportunities for Service Improvements, discuss with the Customer
and will raise the RFC for assessment if appropriate

* Participates in negotiating Service Level Agreements (SLAs) and Operational Level
Agreements (OLAs), Represents the service in Change Advisory Board meetings



Stakeholders, Customers, Users

Stakeholders have an interest in an organization, project or service etc. and
may be interested in the activities, targets, resources or deliverables from
service management. Examples include organizations, service providers,
customers, consumers, users, partners, employees, shareholders, owners
and suppliers.

There are many different stakeholders including the functions, groups and
teams that deliver the services. There are also many stakeholders external to
the service provider organization, for example:

. gustolmers - buy goods or services. Some Customers do not use IT services
irectly

* Users - those who use the service on a day-to-day basis

 Suppliers - third parties responsible for supplying goods or services that
are required to deliver IT services.



Customers

There is a difference between customers who work in the same

organization as the IT service provider, and customers who work for
other organizations.

* Internal customers - work for the same business as the IT service
provider. For example, the marketing department is an internal
customer of the IT organization because it uses IT services.

e External customers - who work for a different business from the IT
service provider.



Informacni strategie organizace

Strategie urcuje zakladni smery budovani toku informaci tak, aby zpracovane
informace slouzily ridicim pracovnikum k efektivhimu a uspesnemu rozhodovani a
snizovaly riziko této Cinnosti.

Principy organizace = malé mnozstvi definovanych principu (napf.: partnersky
pFistup, klicem kvalitni sluzby jsou lidé, ktefi ji poskytuiji, ...)

Politiky - Policies provide more detailed guidance on how to put principles into
practice and they influence how decision making aligns with the principles.

Good policies are (COBIT):
» Effective—They achieve the stated purpose.
» Efficient—They ensure that principles are implemented in the most efficient way.

* Non-intrusive—They appear logical for those who have to comply with them, i.e.,
they do not create unnecessary resistance.




Podnikatelska (globalni) strategie firmy (GST)

e GST dava ve stredné a dlouhodobém casovém horizontu smysl a cil
veskerym aktivitam organizace a zamezuje jejimu zivelnému a
chaotickému vyvoiji.

GST je dlouhodoby ramec, ktery:

* sjednocuje ve spolecnosti jeji hlavni cile, priority, dilCi kroky a ukoly do
soudrzného celku,

* prizpusobuje zdroje spolecnosti ménicimu se prostredi, trhu a
zejména zakaznikum,

e uspokojuje ocekavani zainteresovanych skupin (stakeholders)



Procesneé rizena organizace

Procesnim rizenim se rozumi fizeni firmy takovym zpUsobem, v némz
business (podnikové) procesy hraiji klicovou roli.

Vyvojovy cyklus procesné rizené organizace = koncept popisujici

mechanismus postupného zlepSovani procesu organizace.

ZlepSovani procesu pojima jako cyklickou zalezitost. BEhem jedné

periody cyklu se vystridaji dve faze:

 evolucni faze — zahrnuje kroky pozvolného pribézného vylepSovani
procesuU organizace;

* revolucni faze — zahrnuje rychlou radikalni zménu procesu organizace.



Vyvojovy cyklus procesné rizené organizace
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Deminguv cyklus (PDCA) - Metody

Deminguv cyklus (PDCA Cyklus) je metoda postupného zlepsovani
napriklad kvality vyrobku, sluzeb, procesu, aplikaci, dat, probihajici
formou opakovaného provadeni ctyr zakladnich Cinnosti:

e P —Plan — naplanovani zamysleného zlepseni (zamér)
* D - Do —realizace planu
e C— Check — ovéreni vysledku realizace oproti puvodnimu zameéru

* A— Act — provedeni uprav zameéru i vlastniho provedeni na zakladé
ovéreni a implementace zlepseni plosné do praxe



DMAIC - cyklus zlepsovani (SixSigma)

Faze cyklu zlepseni jsou:

1.

2.

D (Define) definovat — definuji se cile, popisuje se predmét a cile zlepsSeni
(vyrobek, sluzba, proces, data, atd.)

M (Measure) mérit — méreni vychozich podminek ve smyslu principu "co
nemeérim, neridim"

A (Analyze) analyzovat — analyza zjisténych skutecnosti, pricin
nedostatk

| (Improve) zlepSovat — kliCcova faze celého cyklu, ve které dochazi ke
zlepseni na zakladé analyzovanych a zmérenych skutecnosti.

C (Control) ridit — zlepseny nedostatek je treba zavést - uridit, udrzet
zlepseni pri zivote.



Mapa procesu

Mapa procesu (Process map) je pojem pouzivany pro prehledné
clenéni vSech procesul a ¢innosti v organizaci, na rozdil od procesniho
modelu, coz je pojem pouzivany pro detailni popis jednoho
konkrétniho procesu.

Mapa procesu cleni obvykle procesy dle pridané hodnoty v organizaci
na:

* Hlavni procesy
e Ridici procesy
e Podpurné procesy



Mapa procesu

Mapa procest muze byt na konceptuadlni Urovni univerzalni, na drovni
detailni (logického, C¢i fyzického popisu) se obvykle nazyva
jako referencni procesni mapa nebo referencni procesni model.



