TpeboBanus K FK3aMEeHY

Certificate in IT Service Management Foundation (based on ITIL®)

MMy6auxamus
B neiictBun

IeneBas rpynna

IIpeaBapurejbHbIE yCI0BHSA
Nerotbl
Bo Bpemsi 3k3ameHa

IK3aMeHaAllMOHHbIE
TpedoBaHUs

1 deBpass 2008
¢ 1 uromns 2005

DKk3aMeH Ha cepTH(UKAT 110 OCHOBaM ynpasiieHus yciayramu UT (na Gase
ITIL®) [IpeHa3HauYeH JJIs:

e  CoTpyIHHKOB, BOBJICUYCHHBIX B YIIpaBieHHe HHPpacTpykTypoit UT,
KOTOPBIM HEOOXOMMO paboTaTh B paMKax IPOIIECCOB, KOTOPbIE
OpTaHHU30BaHbI, WJIK OYAyT OPraHU30BAHBI B COOTBETCTBHUH C ITIL®.

e Kanaunaros, XKeNaloMUX pa3BUBAThHCS B HANIPABICHUH CepTUHKATA
IIpodeccnonana, nnm MeHemkepa 1o ynpasienuto ycayramu UT,
nn ceptudukanuu B odmacta ISO 20000. Ceprudukar mo ocHOBaM
ynpasienus ycayramu UT aBasercst 0043aTeIbHBIM yCIOBUEM IS
ceprudukatoB [Ipodeccronana, nim MeHemKkepa 10 yIIpaBIeHHIO
yciryramu UT.

Her

Her

Hcnonb3oBanue nuTepaTypbl U KOHCIIEKTOB He pa3peliaercs

1. Baxnocts yeryr UT u uadpactpykrypst UT mis (2,5%)
OpraHu3aIuu
[porieccHbIi MOAXOM K OpraHu3aIiu Ou3Heca (5%)

3. Tlpoueccot ITIL®, BOBJICUECHHBIE B YIIPABJICHUE (62,5%)
undpactpykrypoii T, u B3anmMoaelicTBue MeXy HUMH

4. OCHOBHBIE TIOHATHS (30%)

Crnenudukanus TpeboBaHUN K IK3aMEHY

1. Basknocts yeayr UT u
unppacrpykrypsl UT s
OpraHu3aluu

2. IlIpoueccHsblii moaxon K
opraHu3zanum 6u3Heca
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1.1 Kanmuaar noruMaet BakHoCTh yeuyr UT u uabpacTpyktypst UT
JUTS OPTaHU3ALIUH.
1.1.1 Kanauaar B COCTOSIHUH NTPOAEMOHCTPHPOBATH BAXKHOCTh
CHCTEMAaTHYECKOT0 MOAX0/1a K yIpaBieHHIo nHppactpykrypoit UT:

e Kuuenram ycayr UT;
e [locraBmukam ycayr UT.

2.1 Kanauaar mMeeT MOHMMAaHNE MPOIIECCHOTO ITOIX0Aa K OpPTraHW3aIiH
OuzHeca.
Kanannar ciocoben:
2.1.1 Ha3BaTp mpeuMyIecTBa ONUCAHUS IPOLECCOB B OPraHU3aLUY;
2.1.2 Pa3nuuath OpoLecchl U MOApa3ieieH s OpraHu3aluy;
2.1.3 Omnpenenuts 3IeMEHTHI, HCOOXOIMMBIC JJIs OTIMCAHHUS
MIPOLIECCOB.



3. Ipoueccst ITIL®,
BOBJIEYEHHbIE B
ynpasJieHHe
uHppacTpykrypoii UT u ux
B3aHMOCBS3H

4. OcHOBHbIE IOHATHA

OCHOBHbBIEC TTOHSATHS

English

Accounting

Activity Based Costing
Application Sizing
Asset Management

Assets

Audit
Authorization
Availability

Availability Management
Budgeting

Business Capacity Management
Business Impact Analysis
Business Process

Call

Capacity Database, CDB
Capacity Management

Capacity Planning

Category
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3.1 Kanauaat uMeeT 3HaHHA O CJIEAYIOIUX IpoLeccax ITIL® 1 ux

B3aUMOCBA3AX:

VYupasnenue MHnunentamu ITIL®
Ynpasnenue [Ipobiemamu

VYupasnenue M3menenusmu

VYupasnenne Konpurypanusamu
VYnpasnenue Penuzamu

VYnpasnenue YposHsamu O6CIyKUBaHUS
VYnpasnenue J[ocTynHOCTbIO

Yupasnenue MomHoCTIMU

VYmupasnenune HenpepsiBHocThio Yenyr UT
VYupasnenne Gunancamu mist UT Yenyr
VYupasnenue MapopmanmonHol bezonacHOCThIO
n ¢pynkms Service Desk

Kangugat coco0Oen:

3.1.1 Paznuyath L, BUABI ACATCIIBHOCTU U PE3YJIbTAThI PA3JIMYHBIX

NPOLIECCOB ITIL®;
3.1.2 OnuceIBaTh B3aUMOCBSI3U MEX]y MTPOLECCAMU ITIL®;

3.1.3 IlpuBoauTh MpUMEPHI JAHHBIX, HIIA PE3YJITATOB, KOTOPHIMH

MIPOIIECCHI ITIL® oGMenuBaroTCs JIPYT C IPYTOM.

4.1 KaHIII/II[aT HUMECT MPEACTABIICHUC 00 OCHOBHBIX IIOHATHUAX, CBA3aHHBIX

C IIPOLIECCAMH ITIL",

4.1.1 KagguaaT criocoOeH omucaTh OCHOBHEIC ITOHSTHS, CBSI3aHHEIC C

poLeccamu ITIL®.

Pycckmii

VYyer

Mertop yderta 3aTpat Mo BUAAM JeSITeIbHOCTH
OrnpenienieHue pazMepa MpHI0KEeHUs
VYpasieHue akTuBaMu

AxTHUB

Ayaur

ABTOpH3aIusL

JocTtynHocTh

VYnupasneHue JOCTYITHOCTbBIO
BromxerupoBanue

VYpasieHre MOLHOCTbIO Ha OCHOBE IIOTpeOHOCTEN OM3Heca

AHanu3 Bo3jeicTBui Ha OuzHec (BIA)
buznec-npouecc

O6parienue (monb3oBatenei)

baza mannbix momuoctei (CDB)
VYmpaBieHre MOLTHOCTSIMU
IInanupoBaHue MOILIHOCTEH
Kareropus



CCTA Risk Analysis and Management
Method, CRAMM

Central Service Desk

Change

Change Advisory Board, CAB

Change Management

Charging

Cl Level

Classification

Component Failure Impact Analysis,
CFIA

Confidentiality

Configuration Baseline

Configuration Item, Cl

Configuration Management

Configuration Management Database,

CMDB
Cost Plus
Customer
Definitive Hardware Store, DHS
Definitive Software Library, DSL
Demand Management
Deming Circle
Disaster
Downtime
Elapsed time
Emergency Fix/Release
Error Control
Escalation
Evaluation
Expert Service Desk
Fault, Failure
Fault Tree Analysis, FTA
Financial Management for IT Services
First Line Support
Forward Schedule of Changes, FSC
Full Release
Functional Escalation
Going Rate
Gradual Recovery, Cold Stand-By
Hierarchical Escalation
Identification of Cl
Immediate Recovery, Hot Stand-By
Impact
Incident
Incident Management
Integrity
Intermediate Recovery
IT Infrastructure
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AHanmm3 u MeTonomorus ynpasieaus puckamu (CRAMM)

LlenTpanbHas ciyx0a Service Desk

Usmenenue

KoncynbpTatuBHEI KOMUTET 110 n3MeHeHUsM (CAB)
YnpasneHue u3MEeHEHUSIMHU

BricraBienue cueToB

YpoBeHb YUETHOTO BIIeMEHTa

Kraccuduxanys

AHanu3 cteneHu BIusHus c6ost kommnoneHToB (CFIA)

KonduneHmansHOCTh
BazoBas xoHpHUTypanus
Yuérhsii anement, CI
VYupagsieHne KOHQUTYparusIMu

baza manHbIX ymnpasieHus koHpurypanusymu (CMDB)

CTOMMOCTSH C y4eTOM JONOTHUTEIBHBIX 3aTpat
3aka3uuk

Ckiaz aTanoHHOTO anmaparHoro obecnedenus (DHS)
bubanorexa stanionHoro nporpammuoro odecrneuyenns (DSL)
VYupasieHue cripocom

Kpyr lemunra

Karactpoda

[Ipocroii

dakTuuecKoe BpeMs

CpouHblii ¢pukc/penns

Kontpons ommbok

Ockananus

Ornenka

DkcreptHas ciryx06a Service Desk
Hewncmpasrocts, OTKa3

Amnanu3 nepea HeucnpasHocteil, FTA
VYupagsnenue ¢punancamu it UT yeryr

IepBas MTUHASA TOAICPKKH

CorJlacoBaHHBIH IJIaH M3MEHEHHI/TpadK U3MEHEHUH
[Honuelii penus

DyHKIMOHAIbHAS 3CKaTALM

OO61enpuHsATas 1eHa

OT110’XK€HHOE BOCCTaHOBJIEHHE/XOJIOAHBIN pe3epB
Hepapxuueckas 3ckananus

Wnentudukaiys y4eTHOro 31eMeHTa
HemeneHHOE BOCCTaHOBIICHUE/TOPSYNiL pe3epB
BosnelicTeue

1403000701 (9340

VYupasieHne HHIUICHTaMH

IlenoctHOCTH

BeicTpoe BoccTaHOBIIEHUE

Wudpactpykrypa UT



IT Service

IT Service Continuity Management
IT Service Management

Known Error

Local (distributed) Service Desk
Maintainability

Management

Market Price

Mean Time Between Failures, MTBF
Mean Time To Repair, MTTR
Modeling

Monitoring

Notional Charging

Operational Process

Operational Level Agreement, OLA

Package Release
Performance Management
Post Implementation Review, PIR
Priority

Proactive Problem Management
Problem

Problem Control

Problem Management
Procedure

Process

Process Manager

Quality Assurance

Quality Control

Reciprocal Arrangement
Recovery

Recovery Plan

Release

Release Management
Release Policy

Release Unit

Reliability

Request for Change, RFC
Resilience

Resource Capacity Management
Restoration of Service
Review

Risk Assessment

Rollout

Second Line Support
Security

Security Awareness
Security Incidents
Security Level
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UT-ycmyra

VYnpasieHue HenpepbIBHOCTHIO yeiryr UT

VYupasnenue UT-yciyramu

W3BecTHas ommoOKa

JlokanbHas (pacrpeaenenHas) ciyx6a Service Desk

Bo3M0OXHOCTE 00CTYKHBaHHS

Ynpasnenue

PriHOYHAs 1IEHA

Cpennee BpeMst mexay coosimu, MTBF

Cpennee Bpemst BoccranoBieHnuss, MTTR

MopenupoBaHue

MoHUTOpUHT

PacueTHOE (ITeMOHCTpPaTHBHOE) BEICTABIICHHE CUCTOB

IIpornecc onepannoOHHOrO (ILIAaHUPOBAHUS, YIIPABICHUS)

OnepannorHoe coriameHne 06 ypoBHe yciuyr/OnepaiioHHOe
coryanieHre 00 ypoBHe B3auMOAEHCTBHS

[TakeTHBIN penu3

YnupasneHue Mpou3BOAUTEIbHOCTHIO

AmHamu3 pe3ynsTaToB BHeApeHUs/O030p 1mocie BHEAPCHUS

[Ipuopurer

Yapexaaroliiee yrpasieHue mpodaeMamu

[Ipobaema

KonTpois ipodiem

[Ipouecc ynpasneHus npodieMamMu

[Ipouenypa

ITpomecc

Menemxep npouecca

ObecnieueHHEe KauecTBa

KonTtpons xagecTBa

B3anmMHbIe 1OrOBOpEHHOCTH

Boccranosienue

[Tman BoccTaHOBICHUS

Pemus

VYupagsiieHue penu3aMu

[Tonutuka penuzon

Enununa penusza

HanexuocTts

3anpoc Ha m3mernenue (RfC)

OTKa30yCTONYNBOCTD

VYrpasiieHHe MOIIHOCTSIMH PECYpPCOB

Boccranosnenue yciyr

0630p, aHanus3

OLeHka pUcKoB

PaszBepThiBanue

Bropas nunaus nognepxku

besonacHocTh

OCBEeIOMIICHHOCTH O O€30ITaCHOCTH

WHuuneHT ¢ 6e301macHOCTBI0

YpoBeHb 0€30ITacHOCTH



Security Management

Service Capacity Management

Service Catalog

Service Desk

Service Improvement Program, SIP

Service Interruption

Service Level

Service Level Agreement, SLA

Service Level Management

Service Level Requirements, SLR

Service Quality Plan, SQP

Service Request

Service Specification Sheets, Spec
sheets

Service Window

Serviceability

Skilled Service Desk

Status

System Outage Analysis, SOA

Third Line Support

Threat

Tuning

Underpinning Contract, UC

Unskilled Service Desk

Urgency

Urgent Change

User

Verification

Virtual Service Desk

Vulnerability

Workaround
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VYupasneHne nHHOPMAIHOHHON 0€3011aCHOCTHI0
VYnpasieHre MOIIHOCTSIMU YCIIyT

Karanor yciyr

Cyx6a Service Desk

IIporpamma no ymy4menuro ycuyr, SIP
[pepsiBanue ycayr

YpoBeHb 00CITyKIUBaHUS

Cornamienue 06 ypoHe yciyr, SLA
VYpasieHne ypoBHEM 00CITyKUBAHHS
TpeGoBanus 1o ypoBHIO 00cmykuBanus, SLR
IInan no xauectBy ycayr, SQP

3amnpoc Ha 00CITy)KUBaHHE

Crieruukaryst yciuyr

OKHO TEXHHYECKOTr0 00CITy)KUBaHUS
O0CIyXKHBaeMOCTb

Kaymduuposannas ciryx06a Service Desk
Cratyc

AHanu3 npocroes cuctemsl, SOA

TpeTsst TMHUS TOAEPIKKA

VYrpoza

Hactpoiika

Buemnnii norosop, UC
HexBanuuumposannas ciyxo6a Service Desk
CpouHocTh

CpouHOe U3MEHEHHE

[Tons3oBaTens

Bepudukanus

Bupryanbnas ciryx06a Service Desk
Ya3BUMOCTh

O0x0HOE penIcHne



Jluteparypa

OcHoBHasi 1uTEepaTypa
UT CepBuc-MeHEIHKMEHT
BBonusiit kypc Ha ocHoBe ITIL
Van Haren Publishing, no 3akazy ITSMF Netherlands, Bropoe
W3aHUE
ISBN 978 90 77212 94 3

editors: J. van Bon, M. Pieper, A. van der Veen
Foundations of IT Service Management, based on ITIL®
Zaltbommel: ITSMF-NL/Van Haren Publishing, 2nd edition
ISBN 90 77212 58 2

JonosHuTenbHASA JUTEPATYypa
0GC
Service Support
Norwich: The Stationery Office, 2000
ISBN 0 11 330015 8

0GC

Service Delivery

Norwich: The Stationery Office, 2001
ISBN 011330017 4

0GC

Introduction to ITIL®

Norwich: The Stationery Office, 2005
ISBN 0113309732

R.B. Palmer

IT Service Management Foundations: ITIL® Study Guide
Corinth: Gulf Stream Press, 2005

ISBN 097714690 1

ITIL® is a Registered Community Trade Mark of OGC (Office of Government Commerce, London, UK), and is Registered in the U.S.
Patent and Trademark Office.
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