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CnoBapb TEPMUHOB

AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha pycCKOM

acceptance

npuémka

Formal agreement that an IT service, process, plan
or other deliverable is complete, accurate, reliable
and meets its specified requirements. Acceptance is
usually preceded by change evaluation or testing
and is often required before proceeding to the next
stage of a project or process. See also service
acceptance criteria.

dopmankbHoe cornatueHme o Tom, 4to UT-ycnyra,
npoLiecc, nnaH unu gpyron pesynbtat
0enTenbHOCTU ABMNAETCS 3aBEPLLUEHHbLIM,
npaBwuibHbIM, HAAEXHbIM 1 OTBEYaeT
YCTaHOBMEHHbIM TpeboBaHusAM. Npnémke 00bIYHO
npeaLwecTBYeT OLeHKa N3MEHEHMS UMK
TECTUpPOBaHME; OHa YacTo TpebyeTcsa nNpu nepexone
K criefylollen ctaamm npoekta unu npouecca. Cwm.
MXX. KPUTEPUU NPUEMKN YCIYTN.

access management

yrnpasreHne 4OCTyrnom

(ITIL Service Operation) The process responsible for
allowing users to make use of IT services, data or
other assets. Access management helps to protect
the confidentiality, integrity and availability of assets
by ensuring that only authorized users are able to
access or modify them. Access management
implements the policies of information security
management and is sometimes referred to as rights
management or identity management.

(ITIL Service Operation) NMpouecc, oTBeYvatoLWwni 3a
JOonycK nonb3oBaTtenen K ncrnonb3oBaHuio NT-ycnyr,
OaHHbIX U1 ApYrnx akTUBOB. YNpasneHue
[OCTyrnoM nomoraeT obecneynTb
KOHMAEHUNanNsHOCTb, LENOCTHOCTb M OCTYMNHOCTb
aKTMBOB 3a CYET 3a CYET TOro, YTO TOMbKO
aBTOPU30OBaHHbIE NONb3oBaTENN UMEIOT
BO3MOXHOCTb NONy4nTb AOCTYN Uinn
MogudmLmpoBaTh 9TU akTUBLI. YNpaBneHve
OOCTYNOM peanuayeT NonuTUKM MHpopMaLoHHON
©esonacHOCTV 1 MHOTAa MOXET Ha3bIiBaTbCSA
«ynpaeneHve npaBamm» Unu «yrnpasneHme
naeHTumkaumneny.
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AHMMUACKNA TEPMUH

account manager

Pycckui TepMuH

MeHemkep no pabote ¢
3aKasynkamu

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A role that is very similar to
that of the business relationship manager, but
includes more commercial aspects. Most commonly
used by Type Il service providers when dealing with
external customers.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) Ponb, umetowias MHOro
0o0LEero ¢ MeHeQKepoM Nno B3aMMOOTHOLLUEHUSIM C
Oun3Hecom, Ho BkroYvatoLlas B cedbsa bonblue
KOMMepYecKMx BONpocoB. Yalle Bcero
ncnosb3yeTcs NocTaBLMKamMn ycnyr 3-ro tuna B
OTHOLLEHUAX C BHELLHUMU 3aKa3dynKamu.

accounting

YyYéT 3aTpart

(ITIL Service Strategy) The process responsible for
identifying the actual costs of delivering IT services,
comparing these with budgeted costs, and
managing variance from the budget.

(ITIL Service Strategy) NMpouecc, oTBevatoLwmi 3a
naeHTurkaumo akTnyecknx saTpart Ha
npegoctasneHune UT-ycnyr, ux conoctaBrieHme ¢
NNaHoBbIMK 3aTpaTaMu 1 ynpasrieHvne
OTKIMOHEHMAMU OT BropkeTa.

accounting period

OTYETHbIN Nepuog,

(ITIL Service Strategy) A period of time (usually one
year) for which budgets, charges, depreciation and
other financial calculations are made. See also
financial year.

(ITIL Service Strategy) Mepuoa BpemeHu (06bIYHO —
rosj), Ha KOTOpbIN paccuuTbiBaeTcs GooxXeT,
onnaTbl, aMmoOpTM3aLms, U NPOM3BOAATCA Apyrue
oUHaHCcoBbIE pacdE€Tbl. CM. M. PUHAHCOBbLIN rog.

accredited

aAKKpeaANTOBaAHHbI n

Officially authorized to carry out a role. For example,
an accredited body may be authorized to provide
training or to conduct audits.

OdumumnanbHO HagENEHHLIN NOSTHOMOYNSIMU
UCNONHATL Kaky-nnbo ponb. Hanpumep,
aKKpeaoMUTOBaHHbIN OpraH MoXeT OblTb aBTOPU30BaH
NPOBOAMUTbL TPEHUHIN UNWN ayauTbI.

active monitoring

aKTMBHbIN MOHUTOPUHI

(ITIL Service Operation) Monitoring of a
configuration item or an IT service that uses
automated regular checks to discover the current
status. See also passive monitoring.

(ITIL Service Operation) MOHUTOPUHI
KOH(UrypaumoHHbIx eguHn, unm UT-yenyr,
MCMNOMb3YIOLLMIA aBTOMAaTU3MPOBaHHbIE PEryrsipHbIe
NpOBEpPKN ONsi OTCNEXNBaHNS TEKYLLEro ctaTyca
06bekTa MOHUTOpUHra. CM. MXX. NacCUBHbIN
MOHWTOPWHT.
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AHMMUACKNA TEPMUH

activity

Pycckui TepMuH

neATernnbHOCTb

OnpepeneHne Ha aHTNIMACKOM

A set of actions designed to achieve a particular
result. Activities are usually defined as part of
processes or plans, and are documented in
procedures.

OnpepeneHne Ha PycCKOM

Habop gencteuin, npegHasHayYeHHbIn ons
OOCTWKEHUSI ONpefeneHHoro pesynbTara.
[edatenbHocTb, 0ObIYHO, OnpeaenseTcs Kak YacTb
npoLlecca unu nnaxa, 1 JOKyMeHTMpyeTcs B
npoueaypax.

agreed service time

cornacoBaHHoe BpemM4d

(ITIL Service Design) A synonym for service hours,

(ITIL Service Design) CUHOHMM TepMHUHA «BpeMS

(AST) npeaocTaBneHus commonly used in formal calculations of availability. | npegoctaBneHus ycnyrmy», obbIYHO NCNOMNb3yeTCs
ycnyru See also downtime. ans popmMansHOro BblYUCHIEHUSA JOCTYNHOCTU. CM.
MX. NPOCTON.
agreement cornaileHune A document that describes a formal understanding IloKyMEeHT, KOTOpbIV OnuckIBaeT 1 hopManmsyeT
between two or more parties. An agreement is not OTHOLLIEHMS MEXAY ABYMS unu 6oree CTopoHamu.
legally binding, unless it forms part of a contract. CornawleHue He siBNsieTCs lopuanyecku
See also operational level agreement; service level 004a3bIBaOLLNM JOKYMEHTOM, 32 UCKIHOYEHNEM
agreement. Crny4aeB, KOra oHO SIBMSIETCSA YacTbio KOHTpakTa.
Cm. mxx. cornalleHve onepaumoHHOro YpoBHS;
cornawleHune o6 ypoBHe yCryr.
alert onoseLleHne (ITIL Service Operation) A notification that a (ITIL Service Operation) N3BeLLeHME O TOM, YTO

threshold has been reached, something has
changed, or a failure has occurred. Alerts are often
created and managed by system management tools
and are managed by the event management
process.

ObIN0 4OCTUIHYTO NOPOroBoe 3Ha4YeHue, YTo-Nnbo
M3MeHNNOChL Unu npousowlen coon. OnoseLLeHns
4YacTo CO34alTCA U KOHTPOIMPYKTCS cpeacTBaMm
yrnpaBrieHus cucteMamu. YnpasneHune
OMOBELLEHUSAMUN OCYLLECTBIISAETCA B paMKax
npotecca ynpasneHnst COobITUAMM.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

analytical modelling aHanuTu4eckoe (ITIL Continual Service Improvement) (ITIL Service (ITIL Continual Service Improvement) (ITIL Service
MoAenvpoBaHue Design) (ITIL Service Strategy) A technique that Design) (ITIL Service Strategy) TexHuka,
uses mathematical models to predict the behaviour ucrnons3yoLaa MaremaTudeckue Mogernu ans
of IT services or other configuration items. Analytical | nporHosnposaHusa noseaeHus NT-ycnyr unu gpyrmx
models are commonly used in capacity KOHQUIypaLMOHHbIX eaUHNL. AHanNUTUYeckmne
management and availability management. See also | mogenu, kak npaBuIo, UCMOMbL3YHTCS B yNpaBieHm
modelling; simulation modelling. MOLLHOCTAMU U ynNpaBrneHun A0CTYMNHOCTbI0. Cm.
M. MOAENMpoBaHue; CUMYNALNOHHOE
MogenupoBaHue.
application npunoxexHune Software that provides functions which are required | lNporpammHoe obecneveHne, npegocTaBnawLLEee
by an IT service. Each application may be part of dyHKUMKN, Heobxoaumble Ans npegoctaeneHmsa UT-
more than one IT service. An application runs on yenyru. Kaxgoe lMpunoxeHne MoxeT BbITb YacTbio
one or more servers or clients. See also application | 6onee yem ogHon UT-ycnyru. MpunoxeHune moxeT
management; application portfolio. UMeTb OOHY UK Bonee cepBePHbIX UMW KITMEHTCKNX
yacten. CMm. mx. ynpaBrneHue npunoxeHnsmu;
noptdenb NPUNoXeHUN.
application yrpaBneHune (ITIL Service Design) (ITIL Service Operation) The (ITIL Service Design) (ITIL Service Operation)
management NpUNoXeHUaMu function responsible for managing applications ®PyHKUMA, oTBEYaloLLas 3a ynpasneHne

throughout their lifecycle.

NPUINOXEHNAMU B TEYEHNE BCEro MX KU3HEHHOro
LuKna.

application portfolio

nopTdesnib NPUIoXeHNN

(ITIL Service Design) A database or structured
document used to manage applications throughout
their lifecycle. The application portfolio contains key
attributes of all applications. The application portfolio
is sometimes implemented as part of the service
portfolio, or as part of the configuration management
system.

(ITIL Service Design) basa gaHHbIX nnu
CTPYKTYPUPOBaHHbIA JOKYMEHT, UCNONb3yeMbll 115
yrnpaBrneHus NPUNOXeHNSMN B TEYEHNE BCETO UX
XXW3HEeHHoro uukna. MNopTtdens NpunoxeHnn
COAEPXKUT KItoueBble aTpubyTbl BCEX MPUMOXEHUN.
MopTdensb NPUNOXeHUNn MHoraa peanmayeTca Kak
YyacTb nopTdens ycnyr UM cucTemMbl ynpasneHus
KOHGMrypaumsamu.
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AHMMUACKNA TEPMUH

application service
provider (ASP)

Pycckui TepMuH

NOCTaBLLMK yCIyr
NpUKNagHoro
nporpaMmHoro
obecneyeHus

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) An external service provider
that provides IT services using applications running
at the service provider's premises. Users access the
applications by network connections to the service
provider.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) BHelLHWI nOCTaBLUMK YCNyT,
KoTopbln NpepocTasnset NT-ycnyru ¢
NCMNOMNb30BaHNEM NPUIOXEHUA, Pa3BEPHYTHIX Ha
MOLLIHOCTSAX nocTaBLuka ycnyr. MNonssoBaTtenu
nony4aroT 4OCTYN K NPUIOXKEHNSM NOCPeaCcTBOM
CeTeBOro NOAKMIOYEHNS K MOCTaBLLMKY YCAYr.

application sizing

oLieHKa TpeboBaHui

(ITIL Service Design) The activity responsible for

(ITIL Service Design) [lesatenbHocTb, oTBeYatoLLas

NpUNoXeHnn understanding the resource requirements needed to | 3a noHUMaHue TpeboOBaHUI K pecypcam,

support a new application, or a major change to an HeobxoaMMbIM ANS NOAAEPKKM HOBOTO NPUIOXKEHUS

existing application. Application sizing helps to UIN 3HAYUTENTbHOIO M3MEHEHUS B CYLLIECTBYIOLLIEM

ensure that the IT service can meet its agreed npunoxernun. OueHka TpeboBaHWI NPUITOXKEHWIA

service level targets for capacity and performance. nomoraeTt obecneuntb cOOTBETCTBME YPOBHA UT-
YCINYrn COrnacoBaHHbIM LieNeBbIM NOKa3aTensam
MOLLHOCTU U NPON3BOOUTENIBHOCTMW.

architecture apxuTekTypa (ITIL Service Design) The structure of a system or IT | (ITIL Service Design) Ctpyktypa cunctembl nnum UT-

service, including the relationships of components to
each other and to the environment they are in.
Architecture also includes the standards and
guidelines that guide the design and evolution of the
system.

YCIyru, BKMoYasi B3aMMOOTHOLLEHUS Mexay
KOMTMOHEHTaMu 1 cpefow, B KOTOPOI OHU
HaxogATcsA. ApXUTEKTYpa Takke BKrovaeT B cebs
cTaHOapThl M pekoMeHaauuu, onpeaensowme
NpoeKkTUpoBaHue 1 pa3BUTUE CUCTEMBI.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

assembly cocTaBHasd (ITIL Service Transition) A configuration item thatis | (ITIL Service Design) KoHdurypaunoHHas egnHmua
KOH(purypaumnoHHas made up of a number of other Cls. For example, a (KE), koTopas cocTaBneHa U3 HECKONbKUX OPYrnx
eanHuua server Cl may contain Cls for CPUs, disks, memory | KE. Hanpumep, KE «CepBep» MOXeT BKNo4aTh B
etc.; an IT service Cl may contain many hardware, cebs KE «LMY», «anck», «namate» 1 T.N0., KE «AT-
software and other Cls. See also build; component ycnyra» MOXeT coepKaTb pasfimyHoe
Cl. o6opynoBaHue, NporpamMmMHOro NporpamMmmMHoe
obecnedveHus u gpyrue KE. Cm. mx. cbopka;
KOMMOHEHT COCTaBHOW KOHDUIYpaLMOHHOW
eOVHMLbI.
assessment OLleHKa COOTBETCTBUSA Inspection and analysis to check whether a standard | O6cnegoBaHune 1 aHanus, HanpaereHHbIE Ha
or set of guidelines is being followed, that records npoBepKy cobnoaeHns kakoro-nnbo ctaHgapTa unm
are accurate, or that efficiency and effectiveness pekoMeHaauunm, TOYHOCTM BEAEHNS 3anncen nnm
targets are being met. See also audit. OOCTUXKEHUS LieneBblX 3Ha4YeHUn 3(PPEKTUBHOCTU U
pesynbTaTMBHOCTM. CM. M. ayguT.
asset akTuB (ITIL Service Strategy) Any resource or capability. (ITIL Service Strategy) JTtoboi pecypc unu

The assets of a service provider include anything
that could contribute to the delivery of a service.
Assets can be one of the following types:
management, organization, process, knowledge,
people, information, applications, infrastructure or
financial capital. See also customer asset; service
asset; strategic asset.

CNOCOBHOCTb. AKTMBbI MOCTaBLUUKA YCIyr BKNIOYaoT
B cebs1i BCE, YTO MOXET ObITb 3a4€MCTBOBAHO B
npegocTaBneHumn ycnyr. AKTUBbl MOTyT OblTb OAHOIO
U3 Crie4ytoLLmMx TUMOB: yNpaBfieHne, opraHmM3aums,
npoLecc, 3HaHus, Noan, tHdpopmauus,
NPUOXeEHNd, MHPaCTPYKTypa Unm onHaHCoBbIN
kanutan. Cm. mx. akTUB 3aKa34unKka; CEPBUCHbIN
aKTWB; CTpaTerm4yeckmuin akTmB.
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AHIIIMNCKNA TEPMUH

asset management

Pycckun TepmuH

ynpasneHne aktmnBamu

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A generic activity or
process responsible for tracking and reporting the
value and ownership of assets throughout their
lifecycle. See also service asset and configuration
management; fixed asset management; software
asset management.

On peneneHne Ha pycCKoM

(ITIL Service Transition) [lesiTenbHOCTb UK
npoLecc, oTBeYaloLmii 3a oTCrnexusaHme u
npefocTaBreHne OTYETHOCTU O LEHHOCTU U
BNaieHUN akTMBaMun Ha BCEM NPOTSHKEHUN UX
XM3HEHHOrO umkna. Cm. mx. ynpasneHue
CEPBUCHBLIMWU aKTUBaMU U KOHpUrypauusimu;
ynpaBfieHne OCHOBHBLIMWU CpeACcTBaMu; ynpaBrneHne
NporpamMmMHbLIMU aKTUBaMM.

asset register

peecTp aKTUBOB

(ITIL Service Transition) A list of fixed assets that
includes their ownership and value. See also fixed
asset management.

(ITIL Service Transition) Nepe4yeHb OCHOBHbIX
CpencTB C ykasaHueM 1x BnagenbLueB U CTOUMOCTM.
Cwm. mx. ynpaBreHne OCHOBHbIMU CPeaCcTBaMMU.

asset specificity

CI'IGLI,I/I(*)I/I‘-IHOCTI: aKTunBa

(ITIL Service Strategy) One or more attributes of an
asset that make it particularly useful for a given
purpose. Asset specificity may limit the use of the
asset for other purposes.

(ITIL Service Strategy) OauH nnNmn HeCKOsbKO
aTpMbyTOB aKTMBa, KOTOpble AenatoT ero 0cobeHHO
nonesHbIM ANs pelleHns onpegenéHHbIix 3agau.
CreunduryHOCTb akTBa MOXeT OrpaHU4MBaTh
BO3MOXHOCTb €r0 UCMOSb30BaHNs A58 ApYrnX
Luenen.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

attribute atpubyT (ITIL Service Transition) A piece of information (ITIL Service Transition) YacTb nHdopmaLmm o
about a configuration item. Examples are name, KOHUrypaLMOHHOI eavHuLe. Hanpuvep,
location, version number and cost. Attributes of CIs | yayumeHosaHue, MecTononoxermne, Homep Bepcum 1
are recorded in a configuration management cTtoumocTb. ATpubyThl KE 3anuceiBatoTca B 6a3y
data_base (CMDB) and maintained as part of a [JaHHbIX YTIPABREHNS KOHUrypaLmsiMu (CMDB) #
configuration management system (CMS). See also
relationship; configuration management system. MOAAEPANBAIOTCH Kak HaCTb CUCTEMbI YPABNEHIA
KoHGurypaumamm (CMS). Cm. mx.
B3aWMOOTHOLLIEHUS; cMCTEMa YrnpaBneHus
KOHUrypaumnsmu.
audit ayaut Formal inspection and verification to check whether | dopmansHoe o6crnienosaHue 1 nposepka Ha

a standard or set of guidelines is being followed, that
records are accurate, or that efficiency and
effectiveness targets are being met. An audit may
be carried out by internal or external groups. See
also assessment; certification.

npeameT cobnoaeHnsa kakoro-nnbo ctaHgapTa unm
pekomMeHAauumn, TOYHOCTU BeAEeHNS 3anucen unm
OOCTWXKEeHUs ueneBblX 3Ha4YeHUn adHeKTUBHOCTU U
pe3ynbTaTUBHOCTU. AyOuUT MOXET NPOBOANTLCS
BHYTPEHHMMU UM BHELLHUMU cnyxbamun. Cm. mx.
OLIEHKa COOTBETCTBUS; cepTudmKaLms.

authority matrix

maTtpuua NOJSTHOMOUNIA

See RACI.

Cwm. mMmaTtpula pone|7| N OTBETCTBEHHOCTHW.

automatic call
distribution (ACD)

aBTOMaTUYECKOE
pacnpegeneHve
3BOHKOB

(ITIL Service Operation) Use of information
technology to direct an incoming telephone call to
the most appropriate person in the shortest possible
time. ACD is sometimes called automated call
distribution.

(ITIL Service Operation) icnonb3osaHune
MHOPMALIMOHHBIX TEXHONOrMN And
nepeHanpaBneHns BXOAALWMX TeNedOHHbIX 3BOHKOB
Hanmbonee nogxodswmMM agpecatam B KpaTyanime
CpoKu. «ABTOMaTUYecKoe pacrpegeneHne 3BOHKOB»
WHOTAa Ha3blBalOT aBTOMAaTU3NPOBaHHBLIM
pacnpegeneHuemM 3BOHKOB.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

availability [OCTYNHOCTb (ITIL Service Design) Ability of an IT service or other | (ITIL Service Design) CnocobHocTb NT-ycryru unm
configuration item to perform its agreed function OpYyron KOHPUrypaLMoHHON eaAnHULbI BbINOMNHATL
when required. Availability is determined by cornacoBaHHy0 (OyHKUMIO, Korga ato TpebyeTtcs.
reliability, maintainability, serviceability, performance | JocTynHOCTb onpeaensieTcs Haa&XHOCTbIO,
and security. Availability is usually calculated as a COMpPOBOXAaeMOCTbI0, 06CIYXNMBAEMOCTLIO,
percentage. This calculation is often based on NPOM3BOANTENBHOCTLIO M 6€30MaCHOCTLIO.
agreed service time and downtime. It is best practice | [JocTynHOCTb 0BbIYHO pacUMTbLIBAETCS B MPOLIEHTAX.
to calculate availability of an IT service using OTOT pacyéT 4acTo OCHOBbLIBAETCS Ha
measurements of the business output. COrnacoBaHHOM BpEMEHW NPeAoCTaBEeHNs yCIyru
1 npocToe. Jlydlen NnpakTUKon sBnseTcA
BbluMcrneHne gocTynHoctu UT-ycnyrn Ha ocHoBaHMU
3HauMMbIx Ana BbusHeca nokasartenen.
availability management | ynpaBsneHue (ITIL Service Design) The process responsible for (ITIL Service Design) MpoLecc, oTBevaloLInit 3a

(AM)

OOCTYMHOCTbIO (AM)

ensuring that IT services meet the current and future
availability needs of the business in a cost-effective
and timely manner. Availability management
defines, analyses, plans, measures and improves all
aspects of the availability of IT services, and
ensures that all IT infrastructures, processes, tools,
roles etc. are appropriate for the agreed service
level targets for availability. See also availability
management information system.

CBOEBpEMeHHOoe 1 ahppeKkTnBHOE Mo 3aTpatam
obecneyeHne cootBeTcTBUSA UT-yCcnyr
cylecTsyowum u 6yagywmm TpeboBaHusam busHeca
B YacTu JOCTynHOCTWU. B pamkax ynpasneHus
[OCTYNHOCTLIO MPOBOAUTCS onpeaeneHne, aHanus,
nnaHMpoBaHue, N3MepeHne 1 COBEPLLIEHCTBOBaHME
BCeX acnekToB goctynHoctn NT-yecnyr. YnpasneHue
[OCTYNHOCTbI0 obecneunBaeT coooTBeTcTBUNE UT-
WH(PACTPYKTYpPbl, NPOLIECCOB, NHCTPYMEHTOB,
ponen 1 T.4. COrnacoBaHHbIM LieNeBbIM
nokasaTensm ypoBHSl yCINyru B 4acTu JOCTYMHOCTMU.
CmM. mx. cuctema ynpasneHus AOCTYMNHOCTbIO.

availability management
information system
(AMIS)

cucTema ynpasneHus
poctynHocTbio (AMIS)

(ITIL Service Design) A set of tools, data and
information that is used to support availability
management. See also service knowledge
management system.

(ITIL Service Design) Habop MHCTPYyMEHTOB,
OaHHbIX Y MHOPMaLUK, KOTOPLIA UCMONb3YeTes
Ans NOAAEPXKKM ynpaBrneHns JOCTYNHOCTbIO. Cwm.
M. cMCTeMa ynpasreHns 3HaHUAMM No ycryram.
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AHMMUACKNA TEPMUH

availability plan

Pycckui TepMuH

nnaH OCTYNHOCTU

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A plan to ensure that existing
and future availability requirements for IT services
can be provided cost-effectively.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) NnaH, obecneuynBatoLwmi
adhdhekTnBHOE No 3aTpaTtam cobnogHeHne
CyLLleCTBYOLMX 1 Byaylimx TpeboBaHui
poctynHocTu K UT-yenyram.

back-out BO3BpaT K (ITIL Service Transition) An activity that restores a (ITIL Service Transition) encTauns no
npeablayLemMy service or other configuration item to a previous BOCCTaHOBMNEHMIO NPeAblAYLLEro 6a3oBoro
COCTOAMIO baseline. Back-out is used as a form of remediation | cocrosHms yenyrv unu apyroit KOHUIyPaLMOHHON
when a change or release is not successful. envHMLLI. BO3BPAT K MpeabiayLLeMy COCTOSHUIO
NCMnonb3yeTcs Kak dopma BOCCTaHOBIEHUS B
crnyyae HeycnewHoro M3MeHeHns unu pennsa.
backup pe3epBHOe (ITIL Service Design) (ITIL Service Operation) (ITIL Service Design) (ITIL Service Operation)
KonupoBaHue Copying data to protect against loss of integrity or KonnpoBaHune gaHHbIX C Lenbto 3awuTbl OT

availability of the original.

HapyLweHna uenoCTHOCTUN Unn OOCTYNHOCTU
opurnHana.
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AHMMUACKNA TEPMUH

balanced scorecard

Pycckui TepMuH

cbanaHcupoBaHHas
cucTema nokasarenem

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) A
management tool developed by Drs Robert Kaplan
(Harvard Business School) and David Norton. A
balanced scorecard enables a strategy to be broken
down into key performance indicators. Performance
against the KPlIs is used to demonstrate how well
the strategy is being achieved. A balanced
scorecard has four major areas, each of which has a
small number of KPIs. The same four areas are
considered at different levels of detail throughout the
organization.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) MHCTpyMeHT
yrnpaBneHus, pa3paboTaHHbIV AOKTOpamMm
Pobeptom KannaHom (FapBagckas busHec-Lkona)
n ODasngom HoptoHom. CbanaHcupoBaHHas
cucTema nokasaTtenen nossonset
[eKkoMnosmpoBaTth CTpaTernio 4o KroyeBbIX
nokasatenen agpdektusHocTn (KMN3). CooTHeceHume
nponssogutensHocTn ¢ KIMN3 ncnonb3yetcsa ons
OeMOHCTpauuun yCcneLHOCTN UCNOMNHEHMS
peanusauun ctpatermn. CbanaHcmpoBaHHas
cuctema nokasartenen CoOCTOUT U3 YeTbIpEx
OCHOBHbIX ObnacTen, kaxxgas U3 KOTOopbIX BKITOYaeT
B cebs Heckonbko KIM3. Te e camble YeTbipe
obracTtun paccmaTpuBaroTCs C pa3fiiyHbIM YPOBHEM
JeTtanusaumm no Bcen opraHusauum.
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AHMMUACKNA TEPMUH

baseline

Pycckui TepMuH

0a30BoEe COCTOSIHME

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Transition) A snapshot that is used as a reference

point. Many snapshots may be taken and recorded
over time but only some will be used as baselines.

For example:

e An ITSM baseline can be used as a starting
point to measure the effect of a service
improvement plan

e A performance baseline can be used to
measure changes in performance over the
lifetime of an IT service

e A configuration baseline can be used as
part of a back-out plan to enable the IT
infrastructure to be restored to a known
configuration if a change or release fails.

See also benchmark.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) (ITIL Service
Transition) CHUMOK COCTOSIHUSA, UCMONb3YEMbIA Kak
KOHTpOIbHas Tovka. B TeyeHne BpemeHun moxet
ObITb cOenaHo MHOXECTBO CHUMKOB COCTOSIHUIA, HO
TONbKO HEKOTOPbIE N3 HUX BYAYT MCMNONb30BaHbI Kak
6asoBble cocTosHMA. Hanpumep:

e bBasoBoe cocTtosiHue B obnactn ITSM moxeT
ObITb NCMOMb30BaHO Kak OTMpaBHasA Tovka
ansa nsmepeHns acpdekta ot peanvsaymu
nnaHa coBepLUEeHCTBOBaHUS yCryr

° BasoBoe cocTosiHue npon3BoaNTENbHOCTU
MOXeT ObITb MCNOML30BaHO AN n3MepeHunsa
N3MEHEHNI npon3BognTENIbHOCTU B
Te4YeHne XN3HeHHOro uukna I/IT-ycnerl

e bBasoBoe cocTosiHue KoHurypaumm MoxeT
ObITb MCNOMBL30BaHO KakK YacTb NnaHa
BO3BpaTa K npeabiayLiemMy COCTOSHUIO Ang
BOCCTaHOBIEHMUS U3BECTHOW KOHpurypauum
UT-nHdpacTpyKkTypbl K MU3BECTHOM
KOHGUrypaLmm B criydae HeygadHoro
NU3MEHEHNs1 UK penuaa.

CM. mx. KOHTPOSbHas TOYKa.
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AHMMUACKNA TEPMUH

benchmark

Pycckui TepMuH

KOHTPOJ1bHaA TOYKa

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Transition) A baseline that is used to compare
related data sets as part of a benchmarking
exercise. For example, a recent snapshot of a
process can be compared to a previous baseline of
that process, or a current baseline can be compared
to industry data or best practice. See also
benchmarking; baseline.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) (ITIL Service
Transition) basoBoe cocTosiHue, koTopoe
ncnonb3yeTcsa A5 CONOCTaBNEHNS CBA3AHHbIX
HabopoB AaHHbIX NPV NPOBEAEHNUN CPaBHUTENBHOWM
oueHku. Hanpumep, HegaBHO caenaHHbI CHUMOK
COCTOSIHMA NnpoLiecca MOXeT CpaBHUBATLCS C
npeabIayLwmm 6a3oBbIM COCTOSHMEM 3TOrO
npowecca; unu Tekyliee 6a3oBoe COCTOSAHUE MOXET
COMNOCTaBMATLCA C AAHHBIMW UHOYCTPUN UMK
nyywmMu npaktnkamu. Cm. mx. cpaBHUTENbHas
oLieHka, 6a3oBoe COCTOsIHME.

benchmarking

CpaBHUTENbHAA OLEHKa

(ITIL Continual Service Improvement) The process
responsible for comparing a benchmark with related
data sets such as a more recent snapshot, industry
data or best practice. The term is also used to mean
creating a series of benchmarks over time, and
comparing the results to measure progress or
improvement. This process is not described in detail
within the core ITIL publications.

(ITIL Continual Service Improvement) lNMpouecc,
OTBeYaloLLnn 3a cpaBHEHME KOTHTPOSBHOM TOYKU C
COOTBETCTBYIOLUMUN Habopamn AaHHbIX, TAKUMU Kak
Bonee cBeXMI CHUMOK COCTOSIHUA, AA@HHBIMU MO
oTpacny Unu NyYwnMmn NpakTukamm. AToT TEPMUH
Takke ucnonb3yetca Ans o6o3HaveHns
[eATenbHOCTU NO CO34aHNI0 CEPUN KOHTPOIbHbIX
TOYEK B TEYEHUE BPEMEHU U UX CPABHEHUIO C LiENbio
n3mepeHuns nporpecca unu ynydieHun. lNpowecc He
OonncbiBaeTCs AeTanbHO B OCHOBHbIX Ny6nnkauunsix
ITIL.

best practice

nydiast npakTuka

Proven activities or processes that have been
successfully used by multiple organizations. ITIL is
an example of best practice.

[MpoBepeHHbIe BUABI AEATENBLHOCTU UK MPOLLECCHI,
KOTOpble BbINM YCNeLWwHO NPMMEHEHbI MHOrOUMMU
opraHusauuamu. ITIL — 3TO 0guH 13 NnpuMepoB
nyyllen npakTUKu.
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AHMMUACKNA TEPMUH

Best Management
Practice (BMP)

Pycckui TepMuH

nopTdens nyyLmx
NpakTuK ynpasneHus
Best Management
Practice (BMP)

OnpepeneHne Ha aHTNIMACKOM

The Best Management Practice portfolio is owned
by the Cabinet Office, part of HM Government.
Formerly owned by CCTA and then OGC, the BMP
functions moved to the Cabinet Office in June 2010.
The BMP portfolio includes guidance on IT service
management and project, programme, risk, portfolio
and value management. There is also a
management maturity model as well as related
glossaries of terms.

OnpepeneHne Ha PycCKOM

MopTtdenb Best Management Practice
npuHaanexunt CekpetapuaTty kabuHeTa MUHUCTPOB
MpaButenbcTtea Benukobputanun. PaHee
HaxoamBLuminca Bo BnageHmnmn CCTA un OGC,
noptdens 6bin nepegaH CekpetapuaTty B UOHe
2010. MopTdhens BMP BkniovaeT B cebs
pykoBOACTBa no ynpasneHuto UT-ycnyramu, a
Takke ynpasneHuo NpoekTamu, nporpaMmmMamu,
puckamu, noptdensamMm n LeHHocTbo. Kpome Toro,
OH BKItoYaeT B cebst Mogernb 3penoctu 1
COOTBETCTBYIOLLUNE CIOBapyN TEPMUHOB.

billing

BbICTaBMNEHNE CHETOB
(6vnnuHr)

(ITIL Service Strategy) Part of the charging process.
Billing is the activity responsible for producing an
invoice or a bill and recovering the money from
customers. See also pricing.

(ITIL Service Strategy) YacTb npouecca B3MMaHus
onnartbl. BeicTaBneHne cyeToB OTBEYaeT 3a
dopmmnpoBaHme CHETOB 1 NOSyYEHUs onnaTtbl C
3akasumnkoB. CMm. mx. LueHoobpasoBaHue.

brainstorming

MO3roBOW LUTYPM

(ITIL Service Design) (ITIL Service Operation) 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.

(ITIL Service Design) (ITIL Service Operation)
TexHuka, nomoraroLlasi KOMaHAe reHepupoBaThb
naen. igen He aHanu3npyoTca BO BpeMS
npoBefeHNs CaMoro MO3roBoro LTypma, 310
npoucxogut nosxe. Mo3rosom LUTYpM YacTo
ucnonb3yeTcs B ynpaBneHun npobnemamm ans
onpeaeneHnsi BO3MOXHbIX MPUYMH.
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AHMMUACKNA TEPMUH

British Standards
Institution (BSI)

Pycckui TepMuH

BpuTaHCKMIA MHCTUTYT
ctaHgapToB (BSI)

OnpepeneHne Ha aHTNIMACKOM

The UK national standards body, responsible for
creating and maintaining British standards. See
www.bsi-global.com for more information. See also
International Organization for Standardization.

OnpepeneHne Ha PycCKOM

OpraHusauus no HauuoHanbHbIM CTaHAapTam
BenukobputaHum, oTBevarowas 3a pa3paboTky u
conpoBoXxaeHne bputaHckmx cTaHaapToB.
JdononHnTeneHy MHOPMAaLMIO MOXHO HaNTe Ha
cante www.bsi-global.com (Ha pycckom si3bike —
www.bsi-russia.ru). Cm. mx. MexgyHapogHas
opraHmsaumsa no cTaHgapTmM3aunn.

budget OooxeT A list of all the money an organization or business MepeyeHb BCex AEHEXHbIX CPeAcTB, KOTopble
unit pl_ans to receive, and plans to pay out, over a opraHusauust unu 6usHec-nogpasaeneHne
specnjed period of time. See also budgeting; nnaHupyeT NonyyYuTb UK NMOTPATUTL B TEYEHME
planning. onpeaeneHHoro nepmoaa spemeHn. Cm. mx.
OlookeTpoBaHue; NraHNpoBaHme.
budgeting OlogxeTMpoBaHme The activity of predicting and controlling the [eAaTenbHOCTb MO NPOrHO3MPOBAHUIO U
spend_mg of money. Budgeting consists of a periodic | nocnepnyioLemy KOHTPOIIO PACXOAOB AEHEXHbIX
negotiation cycle to set future quggts (usually . cpeacTs. COCTOMT W3 NepPUOANYECKOrO (0BbIYHO
annual) and the day-to-day monitoring and adjusting ©KEroaHOr0) COCTaBREHIS! BIOMKETOB ByayLLMX
of current budgets. nepuoaoB N eXeaHEeBHONo MOHUTOPUHIA U
yTOYHEeHus BrogKeTa TekyLero nepuoaa.
build cbopka (ITIL Service Transition) The activity of assembling a | (ITIL Service Transition) [leaTensHoOCTb Mo

number of configuration items to create part of an IT
service. The term is also used to refer to a release
that is authorized for distribution — for example,
server build or laptop build. See also configuration
baseline.

KOMMOHOBKE HECKOMbKMX KOH(UIYpaLMOHHbIX
eanHuy ansa popmupoBaHus Yactu UT-Ycnyrn.
OTOT TEPMUH TaKke NCMOoNb3yeTcs A1is
0603Ha4YeHus penuaa, yTBepXXaEHHOro Ans
pacnpocTpaHeHusi. Cm. mx. 6a30Boe COCTOSIHNE
KOHdUrypaumu.
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AHMMUACKNA TEPMUH

build environment

Pycckui TepMuH

cpena cbopkum

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A controlled environment
where applications, IT services and other builds are
assembled prior to being moved into a test or live
environment.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) KoHTponupyemas cpega, B
KoTopou npunoxenuns, UT-ycnyru un gpyrme coopku
KOMMOHYIOTCS nepe NepeHocoMm B cpeay

TECTUPOBAHUSA NN NPOMbILLNIEHHON 3KCMyaTaunn.

business OusHec (ITIL Service Strategy) An overall corporate entity or | (ITIL Service Strategy) O6LiekoprnopaTnsHoe
organization formed of a number of business units. obpasoBaHue Unu opraHnsaumsi, coctosiLias n3
In the context of ITSM, the term includes public HEKOTOPOro KonnyecTsa busHec-noapasaeneHuii. B
sector and not-for-prof[t organlgatlons, as well as koHTekcTe ITSM 3TOT TepMUH PacnpoCTPaHseTcs
companies. An IT service p.rowder prowdes IT KaK Ha HeKOMMEpYeckue OpraHn3aLm 1
services to a customer within a business. The IT -
service provider may be part of the same business rOCYAAPCTBEHHbIN CEKTOP SKOHOMVIKV, TaK 1 Ha
as its customer (internal service provider), or part of | KOMMep4eckue komnarum. Noctaswuk UT-yenyr
another business (external service provider). npepoctasnaet UT-ycryrv Ang sakasumka 3
busHeca. MoctaBwmk NT-ycnyr moxeT 6bITb YacTbHo
TOro e caMoro busHeca, K KOTOPOMY OTHOCUTCSH
3aKa34uK (BHYTPEHHUI NOCTaBLLUMK YCIyr), Unm
YacTbio Apyroro 6usHeca (BHELIHWI NOCTaBLLMK
ycnyr).
business capacity yrnpasrneHue (ITIL Continual Service Improvement) (ITIL Service (ITIL Continual Service Improvement) (ITIL Service

management

MOLLHOCTAMW Ou3Heca

Design) In the context of ITSM, business capacity
management is the sub-process of capacity
management responsible for understanding future
business requirements for use in the capacity plan.
See also service capacity management; component
capacity management.

Design) B koHTekcTe ITSM, ynpaBneHue
MOLLIHOCTAIMU BU3Heca — 3TO NoAnpoLLecc
yrpaBreHns MOLHOCTSIMM, OTBEYaloLLMiA 3a
noHnmaHune oyaywmx notpebHocTen GusHeca ans
MCNonb30BaHUs B NiiaHe MOLUHOCTeRn. CM. mx.
yrpaBreHne MOLWHOCTSIMU YCNyrT; ynpaBrieHue
MOLLHOCTAMW KOMMOHEHTOB.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

business case 3KOHOMMYECKoe (ITIL Service Strategy) Justification for a significant | (ITIL Service Strategy) O6ocHoBaH1e Kakon-nn6o
obocHoBaHue item of expenditure. The business case includes 3HauYMTeNbLHON CTaTbu pacxomoB. BkniovaeT B cebs
information about costs, benefits, options, issues, MHOPMALMIO O 3aTpaTax, BbIrOAE, BapuaHTax
risks and possible problems. See also cost benefit pPeanM3aLmn, CIOKHOCTSX, PUCKAX 1 BO3MOXKHBIX
analysis. npobnemax. Cm. mx. aHanu3 BbIrog v 3atpar.
business continuity yrnpaBneHue (ITIL Service Design) The business process (ITIL Service Design) BusHec-npouecc,

management (BCM)

HeNpPepbIBHOCTbLIO
6usHeca (BCM)

responsible for managing risks that could seriously
affect the business. Business continuity
management safeguards the interests of key
stakeholders, reputation, brand and value-creating
activities. The process involves reducing risks to an
acceptable level and planning for the recovery of
business processes should a disruption to the
business occur. Business continuity management
sets the objectives, scope and requirements for IT
service continuity management.

OTBeYalLLuin 3a ynpaBreHne puckamm, KOTopble
MOrYT Cepbe3HO NoBNUATL Ha BU3Hec. YnpasneHue
HenpepbIBHOCTBLIO OM3HECa 3aluumLLaeT UHTEpECHI
KMOYEBbIX 3aMHTEPECOBaHHbIX CTOPOH, penyTauuio,
OpeHa v BUabl eATenbLHOCTH, co3gatoLne
ueHHocTb. Mpouecc BkMnoyaeT B cebs CHuxKeHne
PVYCKOB A0 NPUEMIIEMOrO YPOBHS 1 NITaHNPOBaHne
cnocoboB BOCCTaHOBMNEHUSA OM3HEC-NPOLIECCOB B
cnydae HapylweHnsa 6usHeca. YnpaBneHue
HenpepbIBHOCTLIO BU3HECa onpeaenseT Lenu,
OxBaT U TpeboBaHUA MO OTHOLLEHUIO K YyNPaBeHUIo
HenpepbIBHOCTLIO UT-ycnyr.

business continuity plan
(BCP)

nnaH HenpepbIBHOCTM
6usHeca (BCP)

(ITIL Service Design) A plan defining the steps
required to restore business processes following a
disruption. The plan also identifies the triggers for
invocation, people to be involved, communications
etc. IT service continuity plans form a significant part
of business continuity plans.

(ITIL Service Design) lNnaH onpepenseT waruy,
HeobxoauMble ANt BOCCTAHOBEHUSA OU3HeC-
NpOLEeCCOB B CryYae HapyLUEeHUs X
dyHKUMOHMpoBaHuA. NnaH onpegenseT OCHOBaHUSA
ONS ero MHMUUUPOBaHWS, Niogen, KOTopble SOJPKHbI
ObITb 3a4€NCTBOBaHbI B peanusauun nnaHa,
cpencTea KOMMYHUKauum v T.n. MNnax
HenpepbliBHOCTU UT-ycnyr coopmunpyet
3HA4YUTENBHYIO YacTb NlaHa HEMPEepPbIBHOCTY
BusHeca.
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AHMMUACKNA TEPMUH

business customer

Pycckui TepMuH

Oun3Hec-3aKkasymk

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A recipient of a product or a
service from the business. For example, if the
business is a car manufacturer, then the business
customer is someone who buys a car.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) lMonyyaTens NPoOAYKTOB UNn
ycnyr, npegoctaenseMbix 6GusHecom. Hanpumep,
ecnv 6usHec — NPon3BOACTBO aBTOMObUNEn, 1o
Bun3Hec-3aka3yuk — TOT, KTO NOKynaeT aBTOMOGUINb.

business impact
analysis (BIA)

aHanu3 BNusiH1s Ha
6usHec (BIA)

(ITIL Service Strategy) Business impact analysis is
the activity in business continuity management that
identifies vital business functions and their
dependencies. These dependencies may include
suppliers, people, other business processes, IT
services etc. Business impact analysis 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.

(ITIL Service Strategy) AHanus BNnsiHUSA Ha GusHec
— AeATenbHOCTb, BLINOMHAEMasi B paMKax npouecca
yrnpaBrneHus HenpepbIBHOCTbIO Bu3Heca, koTopas
onpegensieT KpUTUYHbIE BU3HEC-DYHKLMUN N UX
3aBMCMMOCTU. 3aBMCMMOCTM MOTYT BKINtoYaTb B cebs
NOAPAAYMKOB, NoAEN, Apyrme BuaHec-npoLeccsl,
NT-ycnyru n 1.4. AHanu3 BnusaHusA Ha BusHec
onpeaensieT TpeboBaHMsA K BOCCTaHOBNEHUO UT-
ycnyr. 3Tu TpeboBaHua BkoyaroT B cebs uenesble
BpeMeHa BOCCTaHOBIIEHWS, LieNeBble TOUKU
BOCCT@HOBMEHUSA U MUHUMarbHbIE LeneBble
nokasaTtesnim ypoBHs ycnyr gnga kaxgon UT-ycnyru.

business objective

OunsHec-Lenb

(ITIL Service Strategy) The objective of a business
process, or of the business as a whole. Business
objectives support the business vision, provide
guidance for the IT strategy, and are often
supported by IT services.

(ITIL Service Strategy) Llenb 6usHec-npouecca nnm
BbusHeca B Lienom. busHec-Lenun nogaepxmnsatoT
BuaeHne busHeca, ABnaATCA opneHTupamm ana UT-
cTpaTernmn u 3adactyto nogaepxusatorcs UT-
ycnyramu.

business operations

onepaumnoHHas
JedaATenbHOCTb bu3Heca

(ITIL Service Strategy) The day-to-day execution,

monitoring and management of business processes.

(ITIL Service Strategy) NoBcegHeBHOE BbIMOSTHEHUE,
MOHWUTOPWHT 1 ynpaBneHue busHec-npoueccamu.
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AHMMUACKNA TEPMUH

business perspective

Pycckui TepMuH

Bu3Hec-nepcnekTnea

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) An
understanding of the service provider and IT
services from the point of view of the business, and
an understanding of the business from the point of
view of the service provider.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement)
MpencrasneHue o noctasLwukax ycnyr n NT-
ycrnyrax ¢ TO4Ku 3peHusi busHeca u npeacraBsneHve
0 BM3Hece C TOYKM 3peHNs NOCTaBLLUMKa YCNYT.

business process

OGun3Hec-npouecc

A process that is owned and carried out by the
business. A business process contributes to the
delivery of a product or service to a business
customer. For example, a retailer may have a
purchasing process that helps to deliver services to
its business customers. Many business processes
rely on IT services.

Mpouecc, koTOpbIM BNageeT v ynpaenseT busHec.
BusHec-npouecc cnocobcTByeT NnpeaoCcTaBneHuno
npoayKTa unu ycnyru 6usHec-3akasymky. Hanpumep,
npeanpusTEe PO3HUYHOWM TOPrOBMNM MOXET UMETb
npoLecc 3aKynok, KOTopbIi noMoraeT
NpefocTaBnsATh YCryru ero OmuaHec-3akas3ymkam.
MHorue 6usHec-npoueccel 3aBucat ot UT-ycnyr.

business relationship
management

ynpaBneHue
B3aVMOOTHOLLIEHUAMMU C
OunsHecom

(ITIL Service Strategy) The process responsible for
maintaining a positive relationship with customers.
Business relationship management identifies
customer needs and ensures that the service
provider is able to meet these needs with an
appropriate catalogue of services. This process has
strong links with service level management.

(ITIL Service Strategy) NMpouecc, oTBevatoLwni 3a
noaaep>xaHve nonoXuTenbHbIX B3aNMOOTHOLLEHUN
¢ busHecom. YnpasneHme B3anMOOTHOLLEHUSMM C
busHecom onpegenset TpeboBaHWA 3aKa34MKOB K
obecneynBaeT BO3MOXHOCTb NOCTaBLUMKa yCryr
YOOBNETBOPSATL 3TUM TpeboBaHNAM Npy NOMOLLM
noaxopsilero katanora ycryr. 3ToT npoLecc
CUINbHO CBA3aH C ynpaBneHneM ypoBHEM YCHyr.

business relationship
manager (BRM)

MeHemKep no
B3aVMOOTHOLUEHUSIM C
6usHecom (BRM)

(ITIL Service Strategy) A role responsible for
maintaining the relationship with one or more
customers. This role is often combined with the
service level manager role.

(ITIL Service Strategy) Ponb, oTBevatowas 3a
noaAepxaHve B3aMMOOTHOLLEHUIA C OOHUM Un
HECKOMbKMMW 3aKka3unkamn. 3ta porb 4acTo
COBMeELLaeTCs C poribio MeHegKepa YPOBHS YCHyr.
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AHMMUACKNA TEPMUH

business service

Pycckui TepMuH

BusHec-ycnyra

OnpepeneHne Ha aHTNIMACKOM

A service that is delivered to business customers by
business units. For example, delivery of financial
services to customers of a bank, or goods to the
customers of a retail store. Successful delivery of
business services often depends on one or more IT
services. A business service may consist almost
entirely of an IT service — for example, an online
banking service or an external website where
product orders can be placed by business
customers. See also customer-facing service.

OnpepeneHne Ha PycCKOM

Ycnyra, KoTopas npegocTtasnseTcs busHec-
noppasaeneHnsamm busHec-3akasvmkam. Hanpumep,
npegocTasneHne PUHaHCOBbIX YCMYr 3aKkasynkam
BaHka unun ToBapoB 3akasynkam pO3HUYHOrO
MarasuHa. YcnelwHoe npegocrasneHme busHec-
YCNyrn 4acTo 3aBUCUT OT OAHOWN Unn Gonee UT-
ycnyr. busHec-ycnyra MOXeT COCTOSATb NPaKTUYeCcKu
nonHocTbio U3 UT-ycnyru, Hanpumep, ycnyra
ONCTaHUMOHHOIO BaHKOBCKOro o6Cny>xmBaHus Unm
BHELUHWUI BEO-CaNT, HA KOTOPOM BM3HEC-3aKa34MKU
pasMeLlaloT 3asiBKM Ha 3akynky. CM. mxx. ycnyra,
OPVEHTMPOBAHHAs Ha 3aKas4uka.

business service
management

ynpasreHne busHec-
ycnyramu

The management of business services delivered to
business customers. Business service management
is performed by business units.

YnpaeneHue 6usHec-ycnyramu,
npegocTaBnsieMbiMy G1M3HeC-3aKka34vmKam.
YnpaeneHue GU3Hec-ycryramm ocyLecTBnsieTcs
OusHec-nogpasneneHnsamm.

business unit

Ou3Hec-noapasgeneHme

(ITIL Service Strategy) A segment of the business
that has its own plans, metrics, income and costs.
Each business unit owns assets and uses these to
create value for customers in the form of goods and
services.

(ITIL Service Strategy) CermeHT 6usHeca, KOTOpPbIV
nMeeT CBOW COBCTBEHHbIE MNaHbl, METPUKKU, A0XoAbl
n pacxogbl. Kaxxgoe 6busHec-nogpasgeneHve
BMageeT akTMBaMu 1 UCNOMb3yeT X AN Co3haHns
LEeHHOCTU AN 3aKa3ymkoB B hopme TOBapoOB U
ycnyr.

call

3BOHOK

(ITIL Service Operation) A telephone call to the
service desk from a user. A call could result in an
incident or a service request being logged.

(ITIL Service Operation) TenedoHHOe obpaLleHne
nonb3oBaTens B CNy0y NoaaepKKu
nonb3oBaTtenen. B pesynbTaTe 3BOHKa MOXET 6bITb
3aperncTpupoBaH MHUMAEHT UK 3anpoc Ha
obcnyxuBaHue.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

call centre ueHTp obpaboTkn (ITIL Service Operation) An organization or business | (ITIL Service Operation) OpraHnsauus nnm 6usHec-
TenegOoHHbIX unit that handles large numbers of incoming and noapasgeneHuve, kotopoe obpabaTeiBaeT 6onbLioe
obpalyeHnin (konn- outgoing telephone calls. See also service desk. KONTMYECTBO BXOAALLUNX U UCXOAALLMX TENEGOHHbIX
LEeHTp) 3BOHKOB. CM. mx. cnyxba nogaepxku
nonb3oBaTenen.
call type T1N obpaLLeHuns (ITIL Service Operation) A category that is used to (ITIL Service Operation) KaTteropus, kotopas
distinguish incoming requests to a service desk. ucnonb3yeTcs AN pasnnyeHust NocTynawLwmx B
Common call types are incident, service request and | cnyxby nogaep>kv nonb3oBaTesnieln 3anpocos.
complaint. O6bIYHbIE TUMBI OOpaLLEHNA — MHUMAEHT, 3anpoc Ha
obcnyxuBaHue 1 xarnoba.
capability CnocoBbHOCTb (ITIL Service Strategy) The ability of an (ITIL Service Strategy) BoamoxHOCTb opraHusaumu,

organization, person, process, application, IT
service or other configuration item to carry out an
activity. Capabilities are intangible assets of an
organization. See also resource.

yenoBeka, npoLecca, NPUoXeHus,
KOHUrypaLmoHHon eanHubl unu UT-ycnyru
OCYLLEeCTBNATb AeATeNbHOCTb. CNOCOBHOCTM — 3TO
HemaTepuarbHble akTuMBbI opraHusaunn. Cm. mx.

pecypc.
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AHMMUACKNA TEPMUH

Capability Maturity
Model Integration

Pycckui TepMuH

KOMMMeKCcHasi Moaenb
3penoctu (CMMI)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) A process
improvement approach developed by the Software

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) Noaxog K
COBEepLUEHCTBOBaHMIO NPOLLeCcCcoB B obnacTu

(CMMI) Engineering Institute (SEI) of Carnegie Mellon WMHMOPMALIMOHHBIX TEXHONOMMIN, paspaboTaHHbIN
University, US. CMMI provides organizations with MHCTUTYTOM NpOeKkTMpoBaHMs NPorpaMmMHOro
the essential elements of effective processes. It can | obecneveHus YHuBepcuteTa KapHern-Mennona.
be used to guide process improvement across a CMMI cogepXnT nepeveHb HEOOXOaUMbIX
project, a division or an entire organization. CMMI anemMeHToB aphekTUBHLIX NpoueccoB. OHa MOXET
helps integrate traditionally separate organizational ObITb MCMOMb30BaHa Kak PyKOBOACTBO MO
functions, set process improvement goals and COBEPLLEHCTBOBAHMIO NMPOLIECCOB B paMKax
priorities, provide guidance for quality processes, npoekTa, NnoapasaeneHns Unu Lenon opraHnsaumm.
and provide a point of reference for appraising CMMI nomoraeT o6beaAnHUTL TPaaNLMOHHO
current processes. See www.sei.cmu.edu/cmmi for 060cobneHHble PYHKUMM OpraHu3auun, yCTaHOBUTb
more information. See also maturity. 3a4a4v 1 NpMopuUTEThI COBEPLLEHCTBOBAHUS
npouecca, CoaepXuT pekoMeHaaumm no Co3gaHunto
Ka4yeCTBEHHbIX NPOLECCOB U OTMNpaBHble TOYKW ANS
OLIEHKM CYLLLECTBYIOLLMX NPOLECCOB.
[ononHuTenbHyo MHGOPMaLMIO MOXHO HanUTe Ha
cavite www.sei.cmu.edu/cmmi. CMm. mx. 3penocTb.
capacity MOLLIHOCTb (ITIL Service Design) The maximum throughput that | (ITIL Service Design) MakcumansHas

a configuration item or IT service can deliver. For
some types of Cl, capacity may be the size or
volume — for example, a disk drive.

NpON3BOANTENBHOCTb, KOTOPYIO MOXET obecneunTb
KOH(purypaumoHHasa eguHuua nnu UT-ycnyra. Ons
HekoTopbIx TMNOB KE, Hanpumep, Ans XECTKOro
Oucka, MOLLHOCTb MOXET ObliTb BblpaxeHa
pasMepomM nnm o6BLEMOM.
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AHMMUACKNA TEPMUH

capacity management

Pycckui TepMuH

ynpasneHune
MOLLIHOCTAMU

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) The process responsible for ensuring that
the capacity of IT services and the IT infrastructure
is able to meet agreed capacity- and performance-
related requirements in a cost-effective and timely
manner. Capacity management considers all
resources required to deliver an IT service, and is
concerned with meeting both the current and future
capacity and performance needs of the business.
Capacity management includes three sub-
processes: business capacity management, service
capacity management, and component capacity
management. See also capacity management
information system.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) MNpouecc, oTBevarowun 3a obecneyeHne
CBOEBPEMEHHOrO N 3hPEeKTMBHOIO No 3aTpaTtam
cooTBeTCTBMSA MoLHocTn NT-yenyr n UT-
UH(PACTPYKTypbl TpeBGOBaHNAM, CBA3aHHbLIM C
MOLLIHOCTbIO 1 MPOU3BOAUTENBHOCTLIO. YNpaBrneHe
MOLLIHOCTSIMW OXBaTbIBaEeT BCE PECYPChI,
HeobxoavMmble ang npegoctasnexHns NT-ycnyrm, un
paccmMaTpvBaeT BOMPOChbl COOTBETCTBUSA
cywiecTByowmm 1 Bygylimm notpebHocTAM
OuM3Heca B MOLLHOCTU U NPOU3BOAUTENBHOCTW.
YnpaBneHne MOLLHOCTSAMU COCTOUT U3 TPEX
NOANPOLLECCOB: yNpaBneHne MoLHOCTAMKU BrusHeca,
yrnpaBreHne CepBUCHBIMM MOLLHOCTSIMW U
yrnpaBrneHne MOLHOCTSIMUM KOMMOHEHTOB. CM. mX.
cucTema yrnpaBneHusi MOLLHOCTSMMU.

capacity management
information system
(CMIS)

cucTema ynpasneHus
MoLLHocTaMK (CMIS)

(ITIL Service Design) A set of tools, data and
information that is used to support capacity
management. See also service knowledge
management system.

(ITIL Service Design) Habop MHCTpYMEHTOB,
OaHHbIX 1 MHbOpMaLUK, KOTOPbIE UCTOMb3YOTCS
Ons NoAaepXKu npouecca ynpaBrneHus
MoLLHOCTAMU. CM. M. CUCTEMA YNpaBrieHns
3HaHUAMU MO ycnyram.
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AHIIIMNCKNA TEPMUH

capacity plan

Pycckun TepmuH

nnaH MOLLHOCTEWN

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A plan used to manage the
resources required to deliver IT services. The plan
contains details of current and historic usage of IT
services and components, and any issues that need
to be addressed (including related improvement
activities). The plan also contains scenarios for
different predictions of business demand and costed
options to deliver the agreed service level targets.

On peneneHne Ha pycCKoM

(ITIL Service Design) NnaH, ncnonb3yemsbi gnsi
ynpaBsneHus pecypcamm, HeobxoanumbIMKU NS
npepoctaBsneHus UT-ycnyr. 3TOT NnaH coaepxut
WUCTOPUYECKYIO U aKTyarnbHY0 UHdopmauumo 0b
ncnonb3oBaHun NT-ycnyr n KOMAOHEHT, a Takke
nobble BONPOChkI, KOTOpble TpebyoT pelleHns
(BKMoYasi cBA3aHHbIE AEVCTBUS MO YITYYLLEHWIO).
MnaH Taxkke COAEPXKUT CLEHapUn Anst pa3nuyHbiX
NPOrHO30B cnpoca 6usHeca u BO3MOXHOCTM
(Bkntoyasi hMHaAHCOBYIO OLEHKY) MpeaocTaBreHns
COrnacoBaHHbIX LeneBbiX NokasaTtenen ypoBHs
ycnyru.

capacity planning nnaHnpoBaHue (ITIL Service Design) The activity within capacity (ITIL Service Design) Bug gesatenbHoOCTM B pamkax
MOLLHOCTEW management responsible for creating a capacity yrnpaBrneHns MOLHOCTSMM, OTBEYaloLWMI 3a
plan. paspaboTky nnaHa MOLLHOCTEN.
capital budgeting BloKeTUpOBaHMe (ITIL Service Strategy) The present commitment of (ITIL Service Strategy) BeigeneHve cpeacts ¢
KanuTanbHbIX funds in order to receive a return in the future in the Lenbio Nosy4yeHns Bo3Bparta B 6yp‘y|_|_||e|v| 34 CYET
BIOKEHUI form of additional cash inflows or reduced cash [OMOMHUTENBHOM MPUBHINN UMW COKPaLLEHUS

outflows.

3aTpar.

capital cost

KanuntarnbHble 3aTpaTbl

(ITIL Service Strategy) The cost of purchasing
something that will become a financial asset — for
example, computer equipment and buildings. The
value of the asset depreciates over multiple
accounting periods. See also operational cost.

(ITIL Service Strategy) 3aTpaTtbl Ha 3aKyrKy 4Yero-
nnbo, paccMmaTpmBaemMoro kak oMHaHCOBbLIN aKTUB,
HanpuMep, KOMNbITEPHOro 0bopyaoBaHNUS UK
30aHusA. CTOMMOCTb akTMBa aMmopTUsnpyeTcs B
TEeYEHNE HECKOSbKMX OTYETHBIX NepruonoB. CM. mx.
onepaumnoHHbIE 3aTpaThbl.

capital expenditure
(CAPEX)

KanuTarnbHble
Bnoxexusi (CAPEX)

See capital cost.

Cwm. kanutarnbHble 3aTparThl.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

capitalization KanuTanusauus (ITIL Service Strategy) Identifying major cost as (ITIL Service Strategy) OnpeaeneHue
capital, even though no asset is purchased. This is 3Ha4uUTenbHbIX 3aTpaT Kak KanutarnbHbIX, faXe ecrnv
done to spread the impact of the cost over multiple 3TW 3aTpaThl HE CBA3aHbI C NMOKYMNKOW akTuBa. 310
accounting periods. The most common example of JenaeTtca Ang pacnpeneneHns saTpat Mexagy
this is software development, or purchase of a HECKONbKUMM OTYETHBIMU Neprnogamn. Hamnbonee
software licence. TUNUYHbIE NPUMEpPBI — pa3paboTka NPOrpaMMHOro
obecneyeHVs NNy NoKymnka nMUeH3nn Ha
nporpamMmmHoe obecneyeHme.
category KaTeropus A named group of things that have something in MmeHoBaHHas rpynna o6beKToB, MMEILLMX YTO-TO
common. Categories are used to group similar obuwee. KaTteropum ucnonb3aytoTcsa s
things together. For example, cost types are used to | 06begUHEHNST NOXOXMX 00BEKTOB. Hanpumep, Tunbl
group similar types of cost. Incident categories are 3aTpaTt UCMonb3yTCH ANS rpynnupoBKu
used to group similar types of incident, while ClI OAHOTUMHbBIX 3aTpaT, KaTeropun NHUNOEHTOB —
types are used to group similar types of OOHOTUMNHBIX MHUMAEHTOB, TUMbl KE — 04HOTUNHbIX
configuration item. KOHQUrypaLMOHHbIX eaUHNLL.
certification cepTudmkauns Issuing a certificate to confirm compliance to a Bblgava ceptudumkarta, nogreepxaatoLLero

standard. Certification includes a formal audit by an
independent and accredited body. The term is also
used to mean awarding a certificate to provide
evidence that a person has achieved a qualification.

cooTBeTcTBME cTaHaapTy. CepTudurkauus
BKNto4aeT B cebs nposeaeHne bopmarnbHOro
ayguTa He3aBMCUMOW aKKpeauTOBaHHOM
opraHusaumein. 9ToT TEPMUH Takke O3HavaeT
Bbldavy cepTuduKkaTa YenoBeky, kak
noaTBepxaeHne obnagaHvsi UM onpeaenéHHom
KBanudukaumnen.
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AHMMUACKNA TEPMUH

change

Pycckui TepMuH

n3MeHeHune

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) The addition, modification
or removal of anything that could have an effect on
IT services. The scope should include changes to all
architectures, processes, tools, metrics and
documentation, as well as changes to IT services
and other configuration items.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) Jo6aBneHue,
mMoaudmkauma nnmn yaanexHume yero-nmbo,
crnocobHoro okasatb BnusHuUe Ha UT-ycnyrn. B atn
pamMKkn HeoBXOAMMO BKIIOYaTb BCE U3MEHEHNS B
apxuTeKTypax, npoueccax, MUHCTPyMEeHTax,
MeTpurKax 1 JOKYMEHTaLMK, a TaXKKe U3MEHEHUS B
UT-ycnyrax un gpyrmx KOHUrypaunoHHbIX
eguHMLax.

change advisory board
(CAB)

coBeT N0 USMEHEHNAM
(CAB)

(ITIL Service Transition) A group of people that
support the assessment, prioritization, authorization
and scheduling of changes. A change advisory
board is usually made up of representatives from: all
areas within the IT service provider; the business;
and third parties such as suppliers.

(ITIL Service Transition) "'pynna niogewn,
nomorarLLas oCyLLeCTBIIATb OLEHKY,
NPUOPUTM3aLVIO, aBTOPM3aLUIO 1 COCTaBNEHNE
rpacuka nameHeHuin. B coctae coeeTa no
M3MEHEHNAM 0ObIYHO BXOAAT NpeacTaBuTenm
noctasLmka NT-ycnyr, 6usHeca n TpeTbUX CTOPOH
(Hanpumep, NoapPsSAYMKN).

change evaluation

OLeHKa N3MeHeHUA

(ITIL Service Transition) The process responsible for
formal assessment of a new or changed IT service
to ensure that risks have been managed and to help
determine whether to authorize the change.

(ITIL Service Transition) NMpouecc, oTBeYvatoLwni 3a
dopmarnbHYy0 OLLEHKY HOBOW U N3MeHEHHon UNT-
ycnyrn. 3agaym npouecca — obecneunTtb
yrnpaBrneHue pMckamu 1 NomMoYb onpeaennTb
HeobX0AMMOCTbL aBTopU3aLmMm UNN OTKIOHEHNS
U3MEHEHMUS.

change history

NCTOPUS U3MEHEHUI

(ITIL Service Transition) Information about all
changes made to a configuration item during its life.
Change history consists of all those change records
that apply to the CI.

(ITIL Service Transition) MHdopmaumsa 060 Bcex
N3MEHEHNSIX B OTHOLLEHUWN KOHKPETHON
KOH(UrypaLUMOHHOW eOuHULIBbI B TEYEHUU BCETO
cpoka eé crnyxbbl. ictopust N3SMeHeHuI COCTOUT 13
BCeX 3anncen o6 N3MeHeHUsIX, OTHOCALLMNXCS K
naHHon KE.
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AHMMUACKNA TEPMUH

change management

Pycckui TepMuH

ynpasneHune
N3MEeHEeHNAMU

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) The process responsible for
controlling the lifecycle of all changes, enabling
beneficial changes to be made with minimum
disruption to IT services.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) Npouecc, oTBe4varoLWwmi 3a
ynpaBfeHne XXU3HEHHbIM LIUKITOM BCEX U3MEHEHWN,
CNoCco6CTBYOLLMI peanu3aLmm nonesHbix
M3MEHEHNIN C MUHUManbHbLIM NpepbiBaHnem UT-

YCIyr.

change model

Mogernb N3MeHeHUA

(ITIL Service Transition) A repeatable way of dealing
with a particular category of change. A change
model defines specific agreed steps that will be
followed for a change of this category. Change
models may be very complex with many steps that
require authorization (e.g. major software release) or
may be very simple with no requirement for
authorization (e.g. password reset). See also
change advisory board; standard change.

(ITIL Service Transition) lNMosTopsiembI cnocob
06paboTkn onpenenéHHon KaTeropun N3MeHeHUN.
Mopgenb nsmeHeHus onpegensieT cornacoBaHHbIe
waru, kKotopble OyayT BbIMONHATLCH ANst U3MEHEHUS
aTon kaTeropun. Mogenun n3amMeHeHuUn MoryT ObITb
OY€Hb CMOXHbIMW, C MHOXXECTBOM LLAroB.,
TpebyoLLmx cornacosaHus (Hanpumep,
3Ha4YMTENbHbIV PEnM3 NPorpaMmMHoro obecneyeHns)
Unn o4YeHb NPOCTbIMU U He TpeboBaTb
cornacoBaHus (Hanpumep, copoc napons). Cm. mx.
COBET MO U3MEHEHMUAM, CTaHAAPTHOE U3MEHEHNE.
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AHMMUACKNA TEPMUH

change proposal

Pycckui TepMuH

npeanoxeHne ob
N3MeHeHnn

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) (ITIL Service Transition) A
document that includes a high level description of a
potential service introduction or significant change,
along with a corresponding business case and an
expected implementation schedule. Change
proposals are normally created by the service
portfolio management process and are passed to
change management for authorization. Change
management will review the potential impact on
other services, on shared resources, and on the
overall change schedule. Once the change proposal
has been authorized, service portfolio management
will charter the service.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) (ITIL Service Transition)
[okyMeHT, cogepKalymi BbICOKOYPOBHEBOE
OonucaHue NoTeHUMarnbHOW yCryrn unm
3HaAYUTENbHOrO N3MEHEHMS, COOTBETCTBYIOLLEE
9KOHOMMYECKOE 0OOCHOBaHUE U OXnaaemblin
rpacouk BHegpeHus. MNpennoxeHns 06 nameHeHusX
00bI4YHO CO3al0TCH B pamkax npoecca
yrpaBsneHus nopTgenem ycnyr u nepegarTcs B
npoLiecc ynpaBneHns U3MeHeHUaMun s
aBTOpM3aumun. B pamkax npouecca ynpaeneHus
N3MEHEHNSIMW OLIEHMBAETCS NOTEHUManbHoe
BNUSHME Ha OpYyrve ycnyru, COBMeCTHO
ncnosnb3yemble pecypcbl U Ha OOLLMIA NnaH
n3meHeHun. Nocne aBTopmsaumm NpeaioxeHus ob
N3MEHEeHNN, NpoLece yrnpaBneHus noptgenem
ycnyr opMupyeT KOHLEMLUIO YCIYTU..

change record

3anncb 06 n3ameHeHUn

(ITIL Service Transition) A record containing the
details of a change. Each change record documents
the lifecycle of a single change. A change record is
created for every request for change that is

received, even those that are subsequently rejected.

Change records should reference the configuration
items that are affected by the change. Change
records may be stored in the configuration
management system, or elsewhere in the service
knowledge management system.

(ITIL Service Transition) 3anucek, cogepxatlas
JetanbHyo nHgopmaLmio 06 nameHeHun. Kaxaas
3anncb 06 N3MEHEHUN JOKYMEHTUPYET KU3HEHHbIN
LMK OOQHOro n3aMeHeHus. 3anucb 06 N3aMeHeHuu
co3aaeTcs ANs KaK4oro noslydeHHoro 3anpoca Ha
NU3MEeHeHWe, gaxe ecnu oH BnocrneacTemm byget
OTKNOHEH. 3anncb 06 n3MeHeHnn JomKkHa
ccbINnaTbCsi Ha KOHUIypauMOHHbIE €AMHULbI,
KOTOpble 3aTparMBaeT AaHHOE U3MeHeHne. 3anucu
00 M3MEHEHUSAX XPaHATCH B CUCTEME yNpaBreHus
KOHGUrypaumamm unum roe-nnbo eLLé B cucteme
ynpaBneHnsi 3HaHMSIMW MO yCryram.
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AHMMUACKNA TEPMUH

change request

Pycckui TepMuH

3anpoc NaMeHeHusa

OnpepeneHne Ha aHTNIMACKOM

See request for change.

OnpepeneHne Ha PycCKOM

Cm. 3anpoc Ha U3MEHEHMeE.

change schedule

rpadonk N3MeHeHuM

(ITIL Service Transition) A document that lists all
authorized changes and their planned
implementation dates, as well as the estimated
dates of longer-term changes. A change schedule is
sometimes called a forward schedule of change,
even though it also contains information about
changes that have already been implemented.

(ITIL Service Transition) [IOKyMeHT C NepeyHeEM BCEX
YTBEPXKAEHHBIX MBMEHEHUI Y NITAHOBbLIX AaT UX
peanu3auuun, a Takke C NPMMEPHLIMU CPOKaMU
peanusaunn 6onee no3gHUX nameHeHun. Ipaduk
N3MEHEHNIN NHOrAa Ha3blBakOT rpadoukom
NPeacTosALLMX NU3MEHEHUN, XOTS OH COAEPXUT
nHdopmaumio Takke 06 N3MEHEHMSAX, KOTOPbIE YXKe
Oblnn peann3oBaHbI.

change window

TEXHOITOrMYeCcKOoe OKHO
NS N3BMEHEHUN

(ITIL Service Transition) A regular, agreed time
when changes or releases may be implemented with
minimal impact on services. Change windows are
usually documented in service level agreements.

(ITIL Service Transition) PerynspHole,
COrnacoBaHHble OTPE3KN BPEMEHM, B TEYEHUNE
KOTOpPbIX BHEAPEHNE U3MEHEHUIN UIN PENN3OB
MOXET ObITb BbINOMHEHO C MUHUMATbHBLIM
BNUAHMEM Ha ycnyru. TexHonornyeckme okHa ans
N3MeHeHN 0BbIYHO (PUKCUPYIOTCS B COrnalleHmsax
06 ypoBHe ycnyru.

chargeable item

efvHu1La onnarhbl

(ITIL Service Strategy) A deliverable of an IT service
that is used in calculating charges to customers (for
example, number of transactions, number of
desktop PCs).

(ITIL Service Strategy) Pe3ynbTat npegocrasneHus
UT-ycnyru, KOTOpbIA UCNONb3yeTCs Npu pacyéTe
onnarbl A4Ns 3aKa34ymkoB (Hanpumep, KONM4YecTBo
TpaH3aKUMi, KONMYECTBO paboumx CTaHLUUR).

charging

B3MaHue onnartbl

(ITIL Service Strategy) Requiring payment for IT
services. Charging for IT services is optional, and
many organizations choose to treat their IT service
provider as a cost centre. See also charging
process; charging policy.

(ITIL Service Strategy) Banmanue onnatbl 3a AT-
ycnyru. BaumaHnue onnatel 3a UT-ycnyru He
aBnseTca obsasaTtenbHbIM BUAOM AeATENbHOCTU, U
MHOrMe opraHusaumm paccmaTpyBaloT NocTasBLLmKa
NT-ycnyr kak ueHTp 3aTpart. Cm. mx. npouecc
B3MMaHWs oNnathbl; NONUTYKa B3UMaHWUS onnaTbl.

ITIL® Glossary of Terms English - Russian v.1.0
© AXELOS Limited 2013
Bce npaBa 3awwmiieHbl

BocnpousseneHunst matepuana BO3MOXHO TONbKO ¢ paspeluerns AXELOS Limited
Buxpeson norotun (Swirl logo™) siBnsieTcst Toprosow mapkon AXELOS Limited

ITIL® sBnsieTca 3aperncTpmpoBaHHon Toprosoi mapkon AXELOS Limited

31




AHIIIMNCKNA TEPMUH

charging policy

Pycckun TepmuH

NoNMNTUKa B3IUMaHUA
onnartbl

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A policy specifying the
objective of the charging process and the way in
which charges will be calculated. See also cost.

On peneneHne Ha pycCKoM

(ITIL Service Strategy) NMonuTtuka, onpegensowas
Lenb npouecca B3vMaHunsa onnatbl 1 cnocob eé
pacyéta. Cm. mx. 3aTparthbl.

charging process

npouecc B3aMMaHuA
onnaTtbl

(ITIL Service Strategy) The process responsible for
deciding how much customers should pay (pricing)
and recovering money from them (billing). This
process is not described in detail within the core ITIL
publications.

(ITIL Service Strategy) Npouecc, oTBevaroLnin 3a
onpegerneHne Toro, CKONbKO 3aKkasynkam
HeobxoAMMO 3annaTutb 3a yenyry
(ueHoobBpa3soBaHuKe), 1 3a NONy4YeHne KoMneHcaLmm
(BbicTaBneHue cyetoB). lNpouecc He onucbiBaeTcs
[eTanbHO B OCHOBHbIX Nyonukaumsax ITIL.

charter

KOHLienums (ITIL Service Strategy) A document that contains (ITIL Service Strategy) [JokyMeHT, KOTOPbIiA
details of a new service, a significant change or COAIEPXMT OMMCAHME HOBOW YCIYr, 3HAYUTENBHOTO
other significant project. Charters are typically M3MEHEHNS UMM APYTOro 3HAYUTENBHOTO NPOeKTa.
authorized by service portfolio management or by a KoHuenwums oBbIuHO YTBEpKAAETCS B paMKax
project management office. The term charter is also

2 - npowecca ynpasneHus noptdenem ycnyr.
used to describe the act of authorizing the work pou ynp pT yeny
required to complete the service change or project.
See also change proposal; service charter; project
portfolio.
ycTaB [ns o603Ha4yeHNs aHanorM4Horo AoKymMeHTa Aans

NpoeKTa UCMorsb3yeTcsl TEPMUH «yCTaB». YCTaB
npoekTa yTBeEpPXXAAeTCst 0PUCOM yrpaBrneHus
npoektamu. Cm. mxx. npegrioxxeHne o6 nameHeHuu;
KOHLenums ycnyru; noptgenb NpoeKToB.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

chronological analysis XPOHOMOrMyecKknin (ITIL Service Operation) A technique used to help (ITIL Service Operation) TexHuka, ncnonb3yemasi
aHanus identify possible causes of problems. All available AN BbISIBNEHMS BO3MOXHbIX NpudnH npobnem. Bee
data about the problem is collected and sorted by OOCTyMHbIe AaHHble 0 npobneme cobupatoTcs n
date and time to provide a detailed timeline. This COPTUPYIOTCA MO AaTe 1 No BPEMEHU C Lerblo
can make it possible to identify which events may onpegenenuns nocrnenoBaTenbHOCTN COObITUIA BO
have been triggered by others. Bcex geTtansax. Takon nogxoa no3BonseTt
onpeaennTb BO3MOXHbl€ MPUYNHHO-CNEACTBEHHbIE
CBA3U Mexay cobbITUAMM.
Cl type Tmn KE (ITIL Service Transition) A category that is used to (ITIL Service Transition) KaTteropus, kotopas
classify configuration items. The CI type identifies ucnonb3yeTcs Ans Knaccugukaumm
the required attributes and relationships for a KOHGUMrypaumoHHbix eaunny. Tun KE onpegenser,
configuration record. Common CI types include Kakne aTpubyTbl N B3aMMOOTHOLLEHMS TpebytoTea
hardware, document, user etc. ans koHgurypaumoHHown 3anucu. O6blyHble TUNbl KE
— obopynoBaHune, LOKYMEeHTaLms, nonb3oBaTeNb 1
T.N.
classification knaccudukaums The act of assigning a category to something. [JenicTBre no HazHaveHuo Kateropmm 4emy-nmbo.

Classification is used to ensure consistent
management and reporting. Configuration items,
incidents, problems, changes etc. are usually
classified.

Knaccudukauusa ncnonssyetca ansa obecneyeHus
LLeNIoCTHOCTM B ynpasneHuu n ot4étHocTu. KE,
WHUNOEHTbI, NPO6ieMbl, UBMEHEHUS U T.M., 0ObIYHO
KnaccuduumpyoTcs.
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AHIIIMNCKNA TEPMUH

Pycckun TepmuH

OnpepeneHne Ha aHTNIMACKOM

On peneneHne Ha pycCKoM

OBwnii TepMuH, ncnonb3yemsii Ans o6o3HavYeHnst

client KNUEHT A generic term that means a customer, the business
or a business customer. For example, client 3akas4uka, bmusHeca nnm GusHec-3akasyuka.
manager may be used as a synonym for business Hanpumep, TepMuH «MeHeakep no pabore ¢
relationship manager. The term is also used to KNueHTamm» MoXeT BblTb CUHOHUMOM A8 TeEpMUHA
mean: «MEeHeKep No B3aMMOOTHOLLEHUSM C BU3HECOMY.
OTOT TEPMUH TaKke NCMOoNb3yeTcs A1is

e A computer that is used directly by a user — | 06o3Ha4yeHus:
for example, a PC, a handheld computer or
a work station e KomnbloTepa, KOTOpbI UCMONb3yeTcs

HenocpeACTBEHHO Nofb3oBaTenem.

e The part of a client server application that Hanpumvep, nepcoHarnbHbIl koMnbloTep,
the user directly interfaces with — for nopTaTUBHbLIA KOMMNbIOTEP UK paboyas
example, an email client. cTaHuums.

e YacTu NpuUnoxeHns ¢ KNNeHT-cepBepHOn
apXUTEKTYPOW, C KOTOPOW HEMOCPEACTBEHHO
B3aMMOENCTBYET MOMb30BaTENb.
Hanpumep, KNMMeHT 3NEKTPOHHON MOYThI.
closed 3aKpbIT (ITIL Service Operation) The final status in the (ITIL Service Operation) 3aknto4nTenbHbIN CTaTyC B
lifecycle of an incident, problem, change etc. When XM3HEHHOM LMKIe MHUMOEHTA, NpobreMsl,
the status is closed, no further action is taken. n3MeHeHwus 1 T.4. HasHayeHue gaHHoro crtatyca He
npegnonaraeT HUKaKkMX AanbHenwmx 4encTeni ¢
0BBEKTOM.
closure 3aKkpbiTne (ITIL Service Operation) The act of changing the (ITIL Service Operation) [lecTBre NO MPUCBOEHUIO

status of an incident, problem, change etc. to
closed.

3Ha4YeHNA «3aKpbIT» CTaTyCy UHUMOEHTA,
I'IpO6J'IeMbI, N3MEHEeHUA 1 T.M.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

COBIT COBIT (ITIL Continual Service Improvement) Control (ITIL Continual Service Improvement) Llenn
Objectives for Information and related Technology KOHTpONS A5s MHPOPMALMOHHBIX M CMEXHbIX
(COBIT) provides guidance and best practice for the | TexHonorun (COBIT) — pykoBoACTBO U COOPHMK
management of IT processes. COBIT is published nyyLmx npakTuk no ynpasnexuio UT-npoueccamn.
by ISACA in conjunction with the IT Governance COBIT ny6nukyeTtcs ISACA coBmecTHO C IT
Institute (ITGI). See www.isaca.org for more Governance Institute (ITGI). JononHUTENbHYIO
information. MHpOpMaLMIO MOXHO HalTe Ha canTe
www.isaca.org.
code of practice npakTuyeckoe A guideline published by a public body or a PekomeHaaumm, BbiNyLLEHHbIE FOCY4aPCTBEHHbBIM
PYKOBOACTBO standards organization, such as ISO or BSI. Many OpraHom unu opraHmMsaumen no cTaHgapTam, Takon
standards consist of a code of practice and a kak 1ISO nnn BSI. MHorve ctaHgapTbl COCTOAT M3
specification. The code of practice describes NpakTU4eCcKoro pykoBoAcCTBa 1 cneumdmkaumm.
recommended best practice. MpakTnyeckoe pykoBOACTBO ONUCHLIBAET
peKoMeHAyeMbIE NydLLMe MPaKTUKN.
cold standby XonogHoe See gradual recovery. Cm. nocTeneHHoe BOCCTaHOBIIEHNE.
pesepBupoBaHne
commercial off the shelf | kommepueckun (ITIL Service Design) Pre-existing application (ITIL Service Design) 3apaHee rotoBoe

(COTS)

KOpOBOYHbI NPOaYKT

software or middleware that can be purchased from
a third party.

NpUNoXxeHne nnn ceasytoLee NporpaMmMmHoe
obecneyeHne, KOTOpoe MOXeT BbITb 3aKynneHo y
TpeTbeN CTOPOHBI.

compliance

cooTBeTCcTBUE

Ensuring that a standard or set of guidelines is
followed, or that proper, consistent accounting or
other practices are being employed.

Ob6ecneyeHne cobrnogeHnsa cTaHgapTa unm
pekomMeHaaumi, unmn obecneyeHne cnegoBaHus
cornacoBaHHbIM NPakTUKaM NPUMeEHEHNs
COOTBETCTBYIOLMX NpaKTUK Byxrantepckoro y4éta
W Opyrmum.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

component KOMMOHEHT A general term that is used to mean one part of OBLwnii TepMKUH, KOTOPLIV UCNONb3yeTCs AnNs
something more complex. For example, a computer | o603HayeHnsa ogHon YacTu yero-nnubo Gornee
system may be a component of an IT service; an CNoXxHoro. Hanpumep, KOMMNbIOTEPHaAs cuctTema
application may be a component of a release unit. MOXeT BbITb KoMNoHeHToMm UT-ycnyru, npunoxeHune
Components that need to be managed should be MOXET ObITb KOMMOHEHTOM €AMHULbI penuaa.
configuration items. KoMMnoHeHTbI, KoTopble HE0OXoaNMO
KOHTPONMpOBaTh, AOMKHbI ObITb
KOHMUrypaLMOHHLIMW eQuHNLLaMMK.
component capacity yrpaBneHue (ITIL Continual Service Improvement) (ITIL Service (ITIL Service Design) (ITIL Continual Service
management (CCM) MOLLIHOCTAMM Design) The sub-process of capacity management Improvement) MNMoanpouecc ynpasnexHus

KoMnoHeHToB (CCM)

responsible for understanding the capacity,
utilization and performance of configuration items.
Data is collected, recorded and analysed for use in
the capacity plan. See also business capacity
management; service capacity management.

MOLLIHOCTSIMW, OTBEYAIOLNIA 32 MOHUMaHWEe
MOLLHOCTH, 3arpy3ku 1 NPOn3BOAUTENBHOCTH
KOHUrypaLmMoHHbIX eauHuy,. JaHHble cobupatoTces,
3anNnCbIBAOTCA M aHanNU3npyTCca Ans
JanbHenLwero co3gaHums nnadHa motwHocTen. Cm.
M. ynpaBfieHne MOLLHOCTAMN OM3Heca;
ynpaBsrneHue cepBUCHBIMU MOLLIHOCTAMMW.

component CI

KOMMOHEHT COCTaBHOW
KE

(ITIL Service Transition) A configuration item that is
part of an assembly. For example, a CPU or
memory Cl may be part of a server ClI.

(ITIL Service Transition) KoHduWrypaumoHHas
eanHunua, KoTopas aBnsaeTcs YacTbio coctaBHon KE.
Hanpumep, KE «LMY» unu «MNamate» MoryT ObiTb
yacTtbto coctaBHou KE «Cepaep».
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AHMMUACKNA TEPMUH

component failure
impact analysis (CFIA)

Pycckui TepMuH

aHanus BnusaHus cbosi
komnoHeHToB (CFIA)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A technique that helps to
identify the impact of configuration item failure on IT
services and the business. A matrix is created with
IT services on one axis and Cls on the other. This
enables the identification of critical Cls (that could
cause the failure of multiple IT services) and fragile
IT services (that have multiple single points of
failure).

OnpepeneHne Ha PycCKOM

(ITIL Service Design) TexHuka, kKOTOpasi nOMoraeT
onpenenuTb BnvsHue cbos B pabote
KOHUMrypaLmoHHon eanHuLbl Ha UT-yenyrm mn
6usHec. CosgaHue matpuubl ¢ UT-ycnyramu no
ogHomy HanpasneHuto u KE no gpyromy, nossonsiet
BbISIBUTb KpUTUYHbIE KE (kOTOpble MOryT ObIThb
npuynHon c6os B NpegocTaBneHnn mHoxecTtea UT-
ycnyr) n yassumble NT-ycnyru (koTopble MmMeoT
MHOXECTBO e[MHbIX TOYEK 0TKa3a).

computer telephony KOMMbIOTEPHO- (ITIL Service Operation) Computer telephony (ITIL Service Operation) KomnstoTepHo-TenedoHHas
integration (CTI) TenedgoHHasi integration is a general term covering any kind of WHTErpaums — obLwnin TeEpMUH, NPUMEHSIEMBIN K
NHTerpaums integration between computers and telephone noboMy TNy nHTerpaumn mexay KOMnbTePHLIMU
systems. It is most commonly used to refer to 1 TenedoHHbIMY cucTeMamm. Yawe Bcero
systems where an application displays detailed ncnonb3yeTcs B OTHOLLIEHUN CUCTEM, B KOTOPbIX
screens relating to incoming or outgoing telephone NpUNoXeHns oTobpakatroT Ha aKpaHe NoaPOBHYI0
calls. See also automatic call distribution; interactive | nHbopMaLMO 0 BXOAALMNX U UCXOOSLLMX 3BOHKAX.
voice response. Cm. mx. aBTOMaTUyeckoe pacnpeaerneHme 3BOHKOB,;
WHTepaKTUBHas rofiocoBas cMcTema.
concurrency KOHKYPEHTHOCTb A measure of the number of users engaged in the Mepa konu4yecTBa nornb3oBaTenen,
same operation at the same time. 3aeCTBOBaHHbIX B BbINOMHEHUN OOHOW U TON Xe
onepauun B OANH MOMEHT BPEMEHM.
confidentiality KOH(pMaeHUnanbHOCTb (ITIL Service Design) A security principle that (ITIL Service Design) MNMpuHumn 6e3onacHoOCTH,

requires that data should only be accessed by
authorized people.

KOTOpbI TpebyeT, YToObl 4OCTYN K AaHHBbIM UMeNn
TOJNTbKO aBTOPU3OBAHHbIE TIOAM.
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AHMMUACKNA TEPMUH

configuration

Pycckui TepMuH

KOHUrypauus

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A generic term used to
describe a group of configuration items that work
together to deliver an IT service, or a recognizable
part of an IT service. Configuration is also used to
describe the parameter settings for one or more
configuration items.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) O6LWMIA TEPMUH,
Mcnonb3yemblii A1s ONUCAHUS rPyMbl
KOHOUIypaLVOHHbIX eANHWUL,, KOTopble
PYHKLUNOHNPYIOT COBMECTHO A1 NpeAoCcTaBneHus
UT-ycnyrmn nnu onpegenéHHomn eé yacTu.
«KoHurypaums» Takke Ncnonb3yeTcsa ons
0603Ha4YeHNss HAaCTPOEK NapameTpoB OAHON UMK
HECKOJTbKNX KOHOUIYpPaLMOHHBLIX eQNHWL,.

configuration baseline

0a3oBoe COCTosIHME

(ITIL Service Transition) The baseline of a

(ITIL Service Transition) BazoBoe cocTosiHMe Ans

KOHUrypauum configuration that has been formally agreed and is KOHGMrypawmm, Kotopoe 6b151o hopmanbHO
managed through the change management process. | cornacoBaHo U HaXOAUTCS MOA KOHTPOSIEM
A configuration baseline is used as a basis for future | npouecca ynpasneHus nsmeHeHuamu. basosoe
builds, releases and changes. COCTOsIHME KOHUrypaLmm Ucnonb3yeTcs Kak
OCHOBa Ansa 6yaywmx cbopok, pennsos u
N3MEHEHNI.
configuration control KOHTPOIb (ITIL Service Transition) The activity responsible for | (ITIL Service Transition) [JesaTenbHOCTb,
KOHUrypauuu ensuring that adding, modifying or removing a oTBevaloLlas 3a To, 4YTo ynpasneHve gobasneHvem,

configuration item is properly managed — for
example, by submitting a request for change or
service request.

Moaudukaumen nnn yaaneHmem
KOH(UIypaLMOHHbBIX eQUHULL BbINMOSTHAETCS
[OIMKHBbIM 0O6pa3om, HanpuMep, Yepes odopMrieHne
3anpoCcoB Ha M3MEHEHNe UMK 3arnpocoB Ha
obcnyxuBaHue.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

configuration naoeHTnmrkaumna (ITIL Service Transition) The activity responsible for | (ITIL Service Transition) [JesaTenbHOCTb,
identification KOHUrypauuu collecting information about configuration items and | oTBevatoLLasn 3a c6op UHopmaLum o
their relationships, and loading this information into KOH(UrypaLMOHHbIX eauHULax U ux
the configuration management database. B3aMMOOTHOLLEHMSAX, N BBOA 3TOW MHOpMaLmm B
Configuration identification is also responsible for 0a3y AaHHbIX yrpaBneHns KoHpUrypaumsmm.
labelling the configuration items themselves, so that | aeHTudukauma koHdUrypaumm Takke oTBe4aeT 3a
the corresponding configuration records can be MapKUPOBKY CaMNX KOHGUIypaLWOHHbIX eaNHUL ANns
found. TOro, YTOObl UMETb BO3MOXHOCTb HANTH
COOTBETCTBYIOLLNE KOH(PUTYpaLMOHHbBIE 3anuncu.
configuration item (CI) KOHpurypaumnoHHas (ITIL Service Transition) Any component or other (ITIL Service Transition) Jlto6or KOMAOHEHT Unu

eanHnua (KE)

service asset that needs to be managed in order to
deliver an IT service. Information about each
configuration item is recorded in a configuration
record within the configuration management system
and is maintained throughout its lifecycle by service
asset and configuration management. Configuration
items are under the control of change management.
They typically include IT services, hardware,
software, buildings, people and formal
documentation such as process documentation and
service level agreements.

[OPYron CepBUCHBbIV aKkTUB, KOTOPbIM HEOOXOANMO
ynpasnaTb Ang Toro, 4tobbl npegoctasnatbe UT-
yenyry. MHdopmaums o kaxaon KoHUrypaLuoHHON
eivHuLe pernctpupyetcs B oopme
KOHUrypaLMOHHOW 3an1cu B CUCTEME yrpaBreHus
KOHUrypaumsamMm 1 nogaepxuBaeTcs akTyanbHOW B
TEeYEeHMEe BCEro XXM3HEHHOrO LiMKIa NpoL.eccoM
yrnpaBneHus CepBUCHbIMW aKTUBaMM U
KOHpurypaumsmmn. KoHdurypaumoHHble eauHnLbl
HaxoAsiTCsA Nof KOHTPONeM npouecca ynpaBneHus
nameHeHnsimm. OGbIYHO OHK BKItOYatoT B cebs UT-
ycnyru, obopygoBaHue, nporpaMMHoe
obecneyeHve, 3gaHusa, NIOOEN U JOKYMEHTbI, Takue
KaK npoLieccHas JOKyMeHTauus 1 cornatieHus ob
YpOBHE yCnyr.

configuration
management

yrnpasneHue
KOHGUrypaumsiMm

See service asset and configuration management.

Cm. ynpaBrieHne CEepBUCHBIMU aKTUBaMu U1
KOHUrypaLusamu.
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AHMMUACKNA TEPMUH

configuration
management database
(CMDB)

Pycckui TepMuH

0a3a gaHHbIX
ynpaBneHusi
KOHpurypauunsimm
(CMDB)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A database used to store
configuration records throughout their lifecycle. The
configuration management system maintains one or
more configuration management databases, and
each database stores attributes of configuration
items, and relationships with other configuration
items.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) basa gaHHbIX,
ucnonb3yemasi 4ns XpaHeHUs KOHUrypaLumMoHHbIX
3an1cen Ha BCeM NPOTSHKEHUUN UX KNSHEHHOTO
uukna. Crucrtema ynpasneHus KoHUrypauusmm
noaaepKXMBaeT OaHY MU HECKOMNbKO AaHHbIX
ynpaBneHusi KoHpurypauusmm, kaxaas 6asa
OaHHbIX XPaHUT aTpubyTbl KOHUTYPALIMOHHbIX
€4eHUL, 1 B3aUMOOTHOLLEHWS C APYrUMun
KOH(UIypaUMOHHLIMW eauHMLaMM.

configuration
management system
(CMS)

cucTema ynpasneHus
KOHpurypaumsmu
(CMS)

(ITIL Service Transition) A set of tools, data and
information that is used to support service asset and
configuration management. The CMS is part of an
overall service knowledge management system and
includes tools for collecting, storing, managing,
updating, analysing and presenting data about all
configuration items and their relationships. The CMS
may also include information about incidents,
problems, known errors, changes and releases. The
CMS is maintained by service asset and
configuration management and is used by all IT
service management processes. See also
configuration management database.

(ITIL Service Transition) Habop MHCTPYMEHTOB,
OaHHbIX U MHOpMaLMK, KOTOPbIE UCMOSb3YHTCA
A8 nogaepkku npoLecca ynpasneHus
CEPBUCHBLIMU aKTUBaMM 1 KoHdurypaumamm. CMS —
yacTb 0OLlen CMCTEMbI YpaBneHns 3HaHUAMU Mo
ycrniyram, BKrtodaeT B cebs MHCTPYMEHTbI A4S
cbopa, xpaHeHus, ynpasneHus, obHOBMNeHus,
aHanusa u npeacraBneHns nHpopmaunm o060 Bcex
KOH(UIypaUMOHHbIX eguHMLax 1 UxX
B3anMMOOTHoLLEHUAX. CMS MOXET Takke BKIto4aTb
B cebs nHcdopmaumo 06 MHUumaeHTax, npobnemax,
N3BECTHbIX OLUNBKax, N3MeHeHusaX 1 penusax. CMS
noaaepXuBaeTcs NPOLLECCOM ynpaBrieHust
CEPBUCHBLIMU aKTUBaMM M KOHGUrypaumsamMm u
ucnonb3yeTcs BCeMu npoLeccamm ynpasneHuns UT-
ycnyramn. Cm. mxx. 6a3a gaHHbIX yripaBneHus
KOHUrypauusimu.
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AHIIIMNCKNA TEPMUH

Pycckun TepmuH

OnpepeneHne Ha aHTNIMACKOM

On peneneHne Ha pycCKoM

configuration record KOHUrypaLumoHHas (ITIL Service Transition) A record containing the (ITIL Service Transition) 3anucek, cogepxatlas
3anuncb details of a configuration item. Each configuration AetarnbHy MHopMauuio 0 KOHPUIYPaLMOHHON
record documents the lifecycle of a single eavHuue. Kaxxaasa koHdurypalmoHHas 3anuch
configuration item. Configuration records are stored | JOKYMEHTUPYET XU3HEHHbIN LUK €QUHCTBEHHON
in a configuration management database and KOHGMrypaLumMoHHOW eanHnLbl. KoHdurypaunoHHbie
maintained as part of a configuration management 3anuncu xpaHaTcsa B 6ase JaHHbIX ynpaBrieHus
system. KOHMrypauusmu v noaaepxmMBaroTcs Kak YyacTb
CUCTEMbI yrpaBrneHus KoHurypaumsamm.
configuration structure CTPYKTYypa (ITIL Service Transition) The hierarchy and other (ITIL Service Transition) Nepapxusa n gpyrue
KOHUrypauum relationships between all the configuration items that | B3auMMOOTHOLLEHUS MeXAY BCEMU

comprise a configuration.

KOHUIypauVoHHbIMKU eanHuLamm, obpasyowmmm
KOHGUrypaumtio.
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AHMMUACKNA TEPMUH

continual service
improvement (CSI)

Pycckui TepMuH

NMOCTOsIHHOE
COBepLLUEHCTBOBaHNE
yenyr (CSI)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) A stage in the
lifecycle of a service. Continual service improvement
ensures that services are aligned with changing
business needs by identifying and implementing
improvements to IT services that support business
processes. The performance of the IT service
provider is continually measured and improvements
are made to processes, IT services and IT
infrastructure in order to increase efficiency,
effectiveness and cost effectiveness. Continual
service improvement includes the seven-step
improvement process. Although this process is
associated with continual service improvement,
most processes have activities that take place
across multiple stages of the service lifecycle. See
also Plan-Do-Check-Act.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) Ctagus
XXM3HEHHOrO Umkna ycnyru. NoctosiHHOe
COBepLUeHCTBOBaHWe ycnyr obecneynBaeT
cornacoBaHue ycnyr ¢ MU3aMeHsoLWmMMncs
noTtpedbHocTsAMM Omn3Heca 3a CYET onpeaerneHns u
BHeapeHus ynydweHun UT-ycnyr,
nogaepxueatomnx busHec-npoueccol. PesynbraThl
paboTbl noctaBwwmka N T-ycnyr NOCTOAHHO
n3mepstoTcs, paspabaTbiBalOTCA MepbI MO
CcoBepLUeHCTBOBaHMO npoueccos, NT-ycnyr n UT-
WMH(PPaCTPYKTYphbl C LeNblo YBENMYEHNSs

3 hekTUBHOCTH, PE3YNbTaTUBHOCTMU U
addheKTUBHOCTU NO 3aTpaTaM. [ocTosiHHOe
COBepLUEHCTBOBaHWE YCnyr BKMoyaeT B cebs
CEMULLIAroBbIf NPOLECC COBEPLUEHCTBOBAHMS.
HecmoTps Ha TO, 4YTO 3TOT MPoLLEeCC CBA3aH CO
cTaguen NOCTOSIHHOrO COBEPLUEHCTBOBAHMWSA YCIYT,
OONbLUIMHCTBO MPOLIECCOB YNpaBreHUst ycnyramu
MMET COOTBETCTBYIOLLNE OEACTBUS, OTHOCSALLMECS
K pas3nunyHbIM CTagusM XU3HEHHOTO LMKIa YCryru.
Cm. mx. MNnaHupoBaHue-BbinonHeHne-lMposepka-
Koppektuposka.

continuous availability

HenpepbIBHas
[AOCTYMHOCTb

(ITIL Service Design) An approach or design to
achieve 100% availability. A continuously available
IT service has no planned or unplanned downtime.

(ITIL Service Design) MNMoaxog unu apxmTekTypa,
HanpasneHHble Ha goctmkerHne 100% AocTynHoCTM.
HenpepbiBHO goctynHas UT-ycnyra He umeet
NnaHoOBOro UM BHEMMAHOBOMO NPOCTOS.
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AHMMUACKNA TEPMUH

continuous operation

Pycckui TepMuH

HenpepbIBHas
aKcnnyaraums

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) An approach or design to
eliminate planned downtime of an IT service. Note
that individual configuration items may be down
even though the IT service is available.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) MNMoaxon unu apxmTekTypa,
HanpaBneHHble Ha YCTpaHeHMe NnaHoBbIX NPOCTOEB
UT-ycnyr. Npu aTOM OTAENbBHbIE
KOHQUrypaLmMoHHble eaAnHULbI MOTYT ObiTh
OTKJO4EHbI, B TO Bpems kak UT-ycnyra bypet
OoCTaBaTbCsi JOCTYMHOM.

contract O0roBop (KOHTPAKT) A legally binding agreement between two or more MmetoLee ropuanyeckyto cuny cornalleHme mexay
parties. OBYyMS1 U 6oriee CTopoHamu.
control KOHTPOIb A means of managing a risk, ensuring that a Cnocob ynpasneHus puckom, obecnevmsatoLLmii
business objective is achieved or that a process is JOCTKeHne busHec-uenun unu cobnogeHne
followed. Examples of control include policies, npouecca. lNpnmepamm KOHTPOIS MOTYT CIY>XUTb
procedures, roles, RAID, door locks etc. A control is | nonuTuku, Npoueaypbl, POnu, ANCKOBbLIA MaccuB
sometimes called a countermeasure or safeguard. (RAID), nBepHble 3aMku 1 T.n. KOHTpOnb UHoraa
Ha3bIBalOT KOHTPMEPON NN Mepon
NpefoCTOPOXHOCTH.
yrpaeneHue Control also means to manage the utilization or OTOT TepMuH 0603HaYaeT ynpasrneHme 3arpy3komn

TEXHUYECKOWN CUCTEMOMN

behaviour of a configuration item, system or IT
service.

UNn NoBeAeHNEM KOHMUrypaumoHHOW eanHnLbI,
cuctemsl unu UT-yenyru.

Control Objectives for
Information and related
Technology

Llenun koHTpona aons
MHOPMALIMOHHBIX U
CMEXHbIX TEXHOIIOMNN

See COBIT.

Cwm. COBIT.
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AHIIIMNCKNA TEPMUH

control perspective

Pycckun TepmuH

nepcnekTnBa KOHTPOJ1A

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) An approach to the
management of IT services, processes, functions,
assets etc. There can be several different control
perspectives on the same IT service, process etc.,
allowing different individuals or teams to focus on
what is important and relevant to their specific role.
Examples of control perspective include reactive
and proactive management within IT operations, or
a lifecycle view for an application project team.

On peneneHne Ha pycCKoM

(ITIL Service Strategy) Nogxoa k ynpasnenuto NT-
ycnyramu, npoueccamu, yHKUUSMN, akTUBaMu m
T.n. MoxeT cyLiecTBoBaTb HECKOMBKO pa3sHbIX
nepcrnekTUB KOHTPONSA Ans ogHoOW 1 Tor xe UT-
ycnyru, npouecca v T.4. 3To No3BOMsieT pa3HbiM
noasm n KoMaHgam oKycmMpoBaTbCs UMEHHO Ha
TOM, YTO B&XXHO WK CYLLECTBEHHO AN UX
cneuundudeckon ponu. Nprmepamm nepcnexkTns
KOHTPOMS MOTYT CIY>KUTb PEAKTUBHOE U
NpOaKTMBHOE yMNpaBlieHe B pamKax aKcnnyatauum
UT vnn B3rnsag Ha »XM3HEHHbIV LMKN NPUIOXEHUST CO
CTOPOHbI KOMaHbl NPOEKTA.

control processes

npouecchl rpynnbl
KOHTpOnNS

The ISO/IEC 20000 process group that includes
change management and configuration
management.

'pynna npoueccos B ctaHaapte MCO/M3K 20000,
KOTOpasi COCTOUT U3 ynpaBneHust U3MeHEeHNsMn 1
yrnpaBneHus KoHUrypauunuamu.

core service

OCHOBHas ycrnyra

(ITIL Service Strategy) A service that delivers the
basic outcomes desired by one or more customers.
A core service provides a specific level of utility and
warranty. Customers may be offered a choice of
utility and warranty through one or more service
options. See also enabling service; enhancing
service; IT service; service package.

(ITIL Service Strategy) Ycnyra, koTopas
npeaocTaBnsieT OCHOBHbIE pe3ynbTaThl,
HeobXoaMMble OAHOMY UMM HECKOIbKUM
3akasumkam. OcHoBHasi ycryra 4aét HeobxoaMMbli
YPOBEHb MOME3HOCTM U rapaHTMn. 3akasdnky MoXxeT
npegnaratbCs HECKOMBbKO YPOBHEN MOME3HOCTU U
rapaHTUM Npy NOMOLLM OOHOW UITN HECKOMBKNX
onuuin npegocTaeneHuns ycnyrn. Cm. mx.
BCromoraTternbHas ycryra; ynyywaoLas ycnyra;
WT-ycnyra; nakeT ycnyr.
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AHMMUACKNA TEPMUH

cost

Pycckui TepMuH

3artpaThbl

OnpepeneHne Ha aHTNIMACKOM

The amount of money spent on a specific activity, IT
service or business unit. Costs consist of real cost
(money), notional cost (such as people’s time) and
depreciation.

OnpepeneHne Ha PycCKOM

Cymma feHer, nspacxofoBaHHbIX Ha
onpegerneHHyto geatenbHocTs, UT-ycnyry nnm
busHec-noapasgeneHne. 3aTpatbl COCTOAT U3
pearnbHbIX 3aTpaT (4eHbr), YCNOBHbIX 3aTpaT
(Takux Kak CTOMMOCTb paboyero BpeMeHu) n
amMmopTuM3aunn.

cost benefit analysis

aHanus Bbirog v 3atpart

An activity that analyses and compares the costs
and the benefits involved in one or more alternative
courses of action. See also business case; internal
rate of return; net present value; return on
investment; value on investment.

[eaTenbHOCTb, B paMKax KOTOPOWN aHanmM3npyrTcs
W CpaBHMBAIOTCA 3aTpaThl U BbIroAbl OT peanusaumm
OLHOTO UJTN HECKOJBbKMX anbTePHATMBHbIX
BapuaHToB AencTBun. CM. mx. 3KOHOMUYECKoe
000CHOBaHWE; BHYTPEHHSS1 HOPMa AOXOOHOCTH;
yncTtasi npMBeAeHHasa CTOMMOCTb; BO3BpaT
MHBECTUUMI; nobaBneHHasa LeHHOCTb OT
MHBECTULINA,

cost centre

LIeHTp 3aTpaT

(ITIL Service Strategy) A business unit or project to
which costs are assigned. A cost centre does not
charge for services provided. An IT service provider
can be run as a cost centre or a profit centre.

(ITIL Service Strategy) busHec-nogpasgeneHue unu
MPOEKT, HAa KOTOPblE OTHOCATCS 3aTparthl. LIeHTp
3aTpaTt He B3UMaeT nnary 3a ycryru, KoTopble OH
npepoctaBnset. MNoctaBwuk NT-ycnyr moxeT ObiTb
LLEHTPOM 3aTpaT Unu LeHTPOM npmbbinu.
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AHMMUACKNA TEPMUH

cost element

Pycckui TepMuH

QrNeMeHT 3aTpaT

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) The middle level of category
to which costs are assigned in budgeting and
accounting. The highest-level category is cost type.
For example, a cost type of ‘people’ could have cost
elements of pay roll, staff benefits, expenses,
training, overtime etc. Cost elements can be further
broken down to give cost units. For example, the
cost element ‘expenses’ could include cost units of
hotels, transport, meals etc.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) Kateropusi cpegHero ypoBHsi,
Ha KOTOPYK OTHOCATCS 3aTpaThl B OIO4KETUPOBaAHUN
n y4éTe 3aTpart. Kateropusi BEpXHErO YPOBHS — TWN
3atpaT. Hanpumep, Tvn 3atpaT «nepcoHan» MoxeT
COCTOSATb M3 TAKMX SIEMEHTOB 3aTpaT, Kak
«3apnnaray, «npemMmun», «Koby4eHue,
«nepepaboTKMy, «TeKyLLMe pacxoabl» 1 T.M.
OnemeHTbl 3aTpaT MOryT ObITb pa3dbuTbl Ha
eOuHWLbI 3aTpaT. Hanpumep, anemeHT 3atpart
«TEKyLLME pacxoabl» MOXET COCTOSATb U3 TaKuX
eOUVHWL, 3aTpaT, Kak «0Tenny, «TpPaHCMnopTHbIe
pacxofbl», «NUTaHue» u T.A4.

cost management

ynpasneHune 3aTtpartamMmu

(ITIL Service Strategy) A general term that is used
to refer to budgeting and accounting, and is
sometimes used as a synonym for financial
management.

(ITIL Service Strategy) O6Lumii TEpMUH,
NCNonb3yeMbli NPUMEHUTENBHO K
OlompKeTpoBaHUMIO 1 YY4ETY 3aTparT, U, nHoraa, Kak
CVHOHMM yrnpaBneHus ouHaHcamum.

cost model

mopens 3atpat

(ITIL Service Strategy) A framework used in
budgeting and accounting in which all known costs
can be recorded, categorized and allocated to
specific customers, business units or projects. See
also cost type; cost element; cost unit.

(ITIL Service Strategy) Nogxoa, ncnonb3yemsbii B
OrooKeTpoBaHUK 1 y4€Te 3aTpaT, MpU KOTOPOM BCe
N3BECTHbIE 3aTpaThbl PErMCTPUPYIOTCS,
KaTeropmayrTcsi U OTHOCATCS Ha
COOTBETCTBYHIOLLETO 3aka3ynka, GusHec-
nogpasgeneHve unv npoekt. Cm. mx. Tun 3aTpar;
3MIeMEHT 3aTpar; eanMHula 3aTpar.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

cost type Tvn 3aTpart (ITIL Service Strategy) The highest level of category | (ITIL Service Strategy) KaTteropus BepxHero ypoBHs,
to which costs are assigned in budgeting and Ha KOTOPYIO OTHOCATCA 3aTpaThl B 6rogXeTupoBaHUu
accounting — for example, hardware, software, n y4éTe 3aTpat. Hanpumep, «obopynosaHue»,
people, accommodation, external and transfer. See | «nporpammMmHoe obecnedeHne», «nepcoHan»,
also cost element; cost unit. «pasMeLLeHne», «BHELIHNE» U «BHYTPEHHMWE
nnarexu».. CM. mx. 3aNeMeHT 3aTpaT; eaMHuua
3artpar.
cost unit eavHuua 3aTpart (ITIL Service Strategy) The lowest level of category | (ITIL Service Strategy) KaTteropus HWKHEro ypoBHsi,

to which costs are assigned, cost units are usually
things that can be easily counted (e.g. staff
numbers, software licences) or things easily
measured (e.g. CPU usage, electricity consumed).
Cost units are included within cost elements. For
example, a cost element of ‘expenses’ could include
cost units of hotels, transport, meals etc. See also
cost type.

Ha KOTOpYIO OTHOCATCA 3aTpathl. EAnHULbI 3aTpaT —
3T0, 0ObIYHO, JIErKO UCHUCTIMMBIE (Hanpumep,
YNCNEHHOCTb COTPYOHWUKOB, KONMYECTBO JINLLEH3NN
Ha nporpaMmmMmHoe obecneyeHne) unu nsmepumble
06bekTbl (Hanpumep, 3arpyska LMY, notpebneHHas
3aNeKkTpoaHeprus). EanHMLbl 3aTpaT sABnsoTCS
COCTaBHbIMU 4YaCTsIMW 3NIEMEHTOB 3aTparT.
Hanpumep, anemeHT 3aTpaT «TeKyLlMe pacxoabi»
MOXET COCTOATb U3 TaKMX eQuHUL, 3aTparT, Kak
«OTENU», «TPAHCMOPTHbLIE PACXOAbI», «MUTAHUE» U
T.4. CmM. mx. TUn 3aTpar.

cost effectiveness

appeKkTUBHOCTb MO
3aTpaTtam

A measure of the balance between the effectiveness
and cost of a service, process or activity. A cost-
effective process is one that achieves its objectives
at minimum cost. See also key performance
indicator; return on investment; value for money.

Mepa 6anaHca mexay pe3yrnbTaTUBHOCTLIO U
CTOMMOCTbHI YCIyru, NpoLecca unm eaTenbHOCTH.
OdbekTuBHLIN NO 3aTpaTam NpoLecc — ToT
npouecc, KOTOPbIN OCTUraeT CBOUX Liefnien ¢
HanMeHbLIMK 3aTpaTtamn. CM. M. KNo4YeBon
nokasartenb 3 EKTUBHOCTU; BO3BPAT MHBECTULINNA,
COOTHOLLIEHNE LieHa-Ka4yecTBoO.
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AHMMUACKNA TEPMUH

countermeasure

Pycckui TepMuH

KOHTpMepa

OnpepeneHne Ha aHTNIMACKOM

Can be used to refer to any type of control. The term
is most often used when referring to measures that
increase resilience, fault tolerance or reliability of an
IT service.

OnpepeneHne Ha PycCKOM

MoxeT ncnonb3oBaTbCs B OTHOLLEHMM noboro Buaa
KOHTpOns. OTOT TepMUH Hanbonee 4acTo
ncnonb3yeTcs NPUMEHUTENBHO K MepaMm, KOTopble
MOBbILLAKT YCTONYMBOCTb, OTKA30yCTOMYMBOCTb UMK
HagexHocTb UT-ycnyrn.

course corrections

KOPPEKTUPYIOLLME MEPbI

Changes made to a plan or activity that has already
started to ensure that it will meet its objectives.
Course corrections are made as a result of
monitoring progress.

M3mMeHeHMs1 B yxke BbIMOHAKOLWEMCS nnaHe unm
[eaTenbHOCTU, Heobxoanmble ans obecneveHus
[OCTUXKEHUS! MOCTaBMEHHbIX Lenen.
KoppekTupytoLume Mepbl paspabaTtbiBaloTcs N0
pesyrnbTaTaM MOHUTOPUHIa UCNOMNHEHUS.

crisis management

aHTUKPU3NCHOE
yrnpasneHue

Crisis management is the process responsible for
managing the wider implications of business
continuity. A crisis management team is responsible
for strategic issues such as managing media
relations and shareholder confidence, and decides
when to invoke business continuity plans.

lMpouecc, oTBevaloLwmin 3a ynpasneHme
HenpepbIBHOCTbIO OM3HECa B CAMOM LLUMPOKOM
cmbicrie. KomaHaa aHTUKPU3MCHOMO ynpaBneHus
OTBeYaeT 3a CTpaTermyeckne Bomnpockl, Takne kak
ynpaBsrneHue B3aMMOaenCcTBMEM CO CpeacTBamMu
MacCoBOW MHOpMaLUKN 1 JoBEpME aKLNMOHEPOB, a
TakKke NpvHUMaeT pelleHne 06 MHULMauumn nnaHoB
HenpepbIBHOCTM Bu3Heca.
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AHMMUACKNA TEPMUH

critical success factor
(CSF)

Pycckui TepMuH

KpUTUYECKNIN hakTop
ycnexa (CSF)

OnpepeneHne Ha aHTNIMACKOM

Something that must happen if an IT service,
process, plan, project or other activity is to succeed.
Key performance indicators are used to measure the
achievement of each critical success factor. For
example, a critical success factor of ‘protect IT
services when making changes’ could be measured
by key performance indicators such as ‘percentage
reduction of unsuccessful changes’, ‘percentage
reduction in changes causing incidents’ etc.

OnpepeneHne Ha PycCKOM

dakTop, KOTOPLIN 06513aTENBHO AOMKEH
peanu3oBaTbCs AN ycnewHoctu UT-yenyruy,
npoLiecca, nnaHa, NnpoekTa unmn apyromn
nedarenbHocTU. [Ins namepeHus JoCTUXKEHUs
KaXKOOoro KpUTnyeckoro chaktopa ycnexa
NCMNOMb3YIOTCS KMNOYEBbIE MOoKa3aTenm
ahheKTUBHOCTU. Hanpumep, Kputndeckmin pakrop
ycynexa «3awmTa UT-ycnyr npu BbINOSIHEHWN
N3MEHEHN» MOXET OblTb U3MEPEH TaKUMMU
KMoYeBbIMM MoKasaTensiMm 3eKTUBHOCTH, Kak
«YMEHbLLEHWE NPOLEHTHON AOMW HEYCMNELUHbIX
N3MEHEHNI», «yMEHbLUEHNE NPOLEHTHOW A0Mnn
NU3MEHEHWI, NPUBEALLMX K MHLUUAEHTaAM» U T.M.

CSl register peecTp NOCTOSIHHOIO (ITIL Continual Service Improvement) A database or | (ITIL Continual Service Improvement) basa gaHHbIX
COBEpLLEHCTBOBAHUS structured document used to record and manage WU CTPYKTYPUPOBAHHbIN [OKYMEHT, MCTOMNb3yeMblil
yenyr improvement opportunities throughout their lifecycle. | nng sanucu n ynpasnetns BoamoxHocTsIMM

YNy4LWEHU B TEYEHNE BCEMO UX XKU3HEHHOIO LMKNa.
culture KynbTypa A set of values that is shared by a group of people, Habop ueHHocTen, obwmx ons rpynnbl Noaen,
including expectations about how people should BKIOYas 0XknaaHusi B OTHOLLEHUN NOBeaeHUs
behave, their ideas, beliefs and practices. See also nogen, nx naen, yéexaeHun n npaktuk. Cm. mx.
vision. BUAEHME.
customer 3aKasuuk Someone who buys goods or services. The MokynaTenb TOBapoOB MK ycrnyr. 3akasudnk ansi

customer of an IT service provider is the person or
group who defines and agrees the service level
targets. The term is also sometimes informally used
to mean user — for example, ‘This is a customer-
focused organization.’

noctaswuka UT-ycnyr — 3To YenoBek unuv rpynna
nogen, KOTopble onpeaenstoT 1 CornacoBbIBalOT
Lernesble NokasaTenu ypoBHS YCRyru.
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AHIIIMNCKNA TEPMUH

customer asset

Pycckun TepmuH

aKTNB 3akKa34yunKka

OnpepeneHne Ha aHTNIMACKOM

Any resource or capability of a customer. See also
asset.

On peneneHne Ha pycCKoM

JTiobble pecypcbl UM cnocobHoCTH 3akasumka. Cum.
MX. aKTUB.

customer agreement
portfolio

noptdens cornalleHun
C 3aKa34mKoMm

(ITIL Service Strategy) A database or structured
document used to manage service contracts or
agreements between an IT service provider and its
customers. Each IT service delivered to a customer
should have a contract or other agreement that is
listed in the customer agreement portfolio. See also
customer-facing service; service catalogue; service
portfolio.

(ITIL Service Strategy) basa gaHHbIX unu
CTPYKTYPUPOBAHHbINA JOKYMEHT, UCNONb3yeMbli A11s
yrnpaBneHus gorosopamu o6 okasaHuv ycnyr unu
cornalleHnsiMm mexay noctasLumkom UT-ycnyr un
3akasvukamu. Kaxxgasa UT-ycnyra,
npepocTasnsemMas 3akasduky, JOKHa UMETb
KOHTPaKT unv gpyroe cornaileHue, onucaHHoe B
nopTdene cornaweHnn ¢ 3akaszqmkom. Cm. mx.
ycnyra, OpMeHTMPOBaHHas Ha 3aka34vka; katanor
ycnyr; noptdens ycnyr.

customer portfolio

nopTdesb 3akasuymKkoB

(ITIL Service Strategy) A database or structured
document used to record all customers of the IT
service provider. The customer portfolio is the
business relationship manager’s view of the
customers who receive services from the IT service
provider. See also customer agreement portfolio;
service catalogue; service portfolio.

(ITIL Service Strategy) basa gaHHbIX Unu
CTPYKTYPUPOBAHHbIN JOKYMEHT, UCNONb3yeMble AN
XpaHeHus tHopMaLun o060 BCcex 3aKasdmkax
noctasLmka NT-ycnyr. NopTdens 3akazyunkoB — 3T
B3rnsiA MeHeaxepa rno B3anMOOTHOLUEHUSIM C
BM3HECOM Ha 3aKa34ymKoB, KOTOPbIE Nony4vatoT
ycnyrm ot noctaswmka NT-yenyr. Cm. mx.
nopTdenb cornalleHni ¢ 3aka34ymkoMm; KaTtanor
ycnyr; noptdens ycnyr.
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AHMMUACKNA TEPMUH

customer-facing service

Pycckui TepMuH

ycnyra,
OpPVIEHTUPOBAHHAs Ha
3aKasumka

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) An IT service that is visible to
the customer. These are normally services that
support the customer’s business processes and
facilitate one or more outcomes desired by the
customer. All live customer-facing services,
including those available for deployment, are
recorded in the service catalogue along with
customer-visible information about deliverables,
prices, contact points, ordering and request
processes. Other information such as relationships
to supporting services and other Cls will also be
recorded for internal use by the IT service provider.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) NT-ycnyra, Bugnmas
3aka34unky. OBbIYHO 3TO yCrnyru, NogaepXK1BatoLLne
Oun3Hec-npoLecchl 3aka3ymka U cnocobeTByroLmne
NOMy4YeHN0 OOHOO NI HECKOSBKNX KOHEYHbIX
pes3ynbTaTtoB. Bce opueHTUpoBaHHbIE Ha 3aka34vnka
yCnyru, HaxogsLmMecs B aKCnnyaTauum, Bknovas
roToBble K pa3BépTbiBaHMIO, 3aNNCLIBAIOTCS B
KaTanor ycrnyr BMecte uHdopmalunen o
pesynbTaTtax, LleHax, cnocobax 3akasa u
KOHTaKTHOM MHpopmaumein. Takke OOSMKHbI BECTUCH
3anuncu o gpyron nHcpopmauum (Hanpmmep,
B3aUMOCBSI3U C MOAAEXKMBAKLLNMN yCITyramu u
apyrumu KE) ons BHyTPEHHEro UCNOSb30BaHUS
noctaswukom UT-ycnyr.

dashboard

naHesrlb MOHUTOPUHIa

(ITIL Service Operation) A graphical representation
of overall IT service performance and availability.
Dashboard images may be updated in real time, and
can also be included in management reports and
web pages. Dashboards can be used to support
service level management, event management and
incident diagnosis.

(ITIL Service Operation) 'padnyeckoe
npeacrasneHne o606LWEHHON NHopMaunn o
nNpon3BoaUTENBHOCTU U AocTynHocTn UT-ycnyru.
MHopmauma naHenm MOHUTOPMHIA MOXET
OOHOBNATLCA B peXnMe pearnbHOro BpEMeEHH, a
TakKke MOXET BKMYaTbCH B YNpaBneH4YecKyo
OTYETHOCTb UNK NybnmkoBaTbCcA Ha web-cTpaHuuax.
lMaHenu MOHMTOPUHIra UCNOMb3YHTCS ANs
noaaepXkn ynpaBreHus ypoBHEM YCHyT,
yrnpaBreHns cobbITUSMU U ANArHOCTUKN
MHUWOEHTOB.
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AHMMUACKNA TEPMUH

Data-to-Information-to-
Knowledge-to-Wisdom
(DIKW)

Pycckui TepMuH

[aHHble-NHdbopmaums-
3HaHua-MygpocTb
(DIKW)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A way of understanding the
relationships between data, information, knowledge
and wisdom. DIKW shows how each of these builds
on the others.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) Cnoco6 noHnmaHwusi
B3aMMOCBS3eN MexXay AaHHbIMWU, MHOopMaLmen,
3HaHMeM u myapocTtblo. KoHuenuua DIKW
nokasbIBaeT, KakumMm 0Opa3om Kaxkaoe us
nepeYncrieHHbIX NOHATUIA BasupyeTcs Ha
OCTanbHbIX.

definitive media library
(DML)

onbnuoTeka
3TanoHHOro
nporpaMmHoro
obecneyeHust (DML)

(ITIL Service Transition) One or more locations in
which the definitive and authorized versions of all
software configuration items are securely stored.
The definitive media library may also contain
associated configuration items such as licences and
documentation. It is a single logical storage area
even if there are multiple locations. The definitive
media library is controlled by service asset and
configuration management and is recorded in the
configuration management system.

(ITIL Service Transition) O4HO NNW HECKOMBKO
3aLLUMLLEHHBIX XPaHUITULL, B KOTOPbIX HAXo4aTCs
MofHbIe U aBTOPU30BaHHbIE BEPCUMN BCEX
KOHPUIypauNOHHbIX €AMHUL, OTHOCSLLMXCS K
nporpaMmHomy obecrneyeHnto. bubnmnorteka
3TanoHHOro NporpaMmHoro obecneyeHns Takke
MOXET cofepXXaTb CBSA3aHHble KOHPUTypaLMOHHbIE
€[VHULbI, TaKMe KaK NMULEH3UN U OOKYyMEHTauus.
Brubnuoteka — norM4yeckn eamMHoe XpaHunuiie, aaxe
ecnn omanyeckn MecTa XpaHeHust pacnpenerneHsol.
BbubnnoTteka aTanoHHOro NpPorpamMmmMHOro
obecneyeHnst KOHTPONMPYEeTCH NPOLLECCOM
yrnpaBneHus CepBUCHbIMM aKTMBaMM U
KOHUrypauusamn n BnseTcs YacTblo CUCTEMBI
yrnpaBneHus KoHUrypaumsimm.

deliverable

pesynbTaTt

Something that must be provided to meet a
commitment in a service level agreement or a
contract. It is also used in a more informal way to
mean a planned output of any process.

Yto-nnbo, 4To JOIMKHO ObITh NPegoCTaBNeHo ans
BbINOMNMHEHUS 0683aTEeNbCTB MO CornalleHno ob
YPOBHE YCNyr Unv JOroBopy. ATOT TEPMUH TaKkKe
ucnonb3yetcsa B 6onee HedhopmarnsHOM MaHepe Ans
0603Ha4YeHUst 3annaHMPOBaHHLIX Pe3yrnbTaToB
Kakoro-nnbo npouecca.
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AHMMUACKNA TEPMUH

demand management

Pycckui TepMuH

YnpaBsneHne cnpocom

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) (ITIL Service Strategy) The
process responsible for understanding, anticipating
and influencing customer demand for services.
Demand management works with capacity
management to ensure that the service provider has
sufficient capacity to meet the required demand. At
a strategic level, demand management can involve
analysis of patterns of business activity and user
profiles, while at a tactical level, it can involve the
use of differential charging to encourage customers
to use IT services at less busy times, or require
short-term activities to respond to unexpected
demand or the failure of a configuration item.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) (ITIL Service Strategy)
Mpouecc, oTBevaloLLmIi 3a NOHMMaHKeE,
NPOrHO3MpoBaHME U BNUSHME HA CNPOC 3aKa34ynKkoB
Ha ycnyru. YnpasneHune cnpocom pabotaet
COMECTHO C yrnpaBneHMemM MOLLHOCTAMW Anst
obecneyeHns Hanmuns y noctaswwmka UT-ycnyr
MOLLIHOCTEW, HeobxoanMbIX ANst YO4OBNETBOPEHUS
aToro cnpoca. Ha ctpatermyeckom ypoBHe
yrnpaBrneHne CnpocoM MOXET MCMOoNb30BaTb aHanm3
npodunen bmusHec-geAaTenbHOCTU U Npodunen
nonb3oBaTenemn, a Ha TaKTUYECKOM YPOBHE —
anddepeHumMpoBaHHOE B3MMaHue onnatbl Ang
nobyxaeHus 3akasdmkoB K noTpedbneHuo UT-ycnyr
B Nepuoabl HAMMEHbLLEN 3arpy3ku, Nubo
BpEMEHHbIE MEPbI AN pearnpoBaHns Ha
HeOXnaaHHOe yBenuyeHve cnpoca unm Ha céon
KOH(UrypauMoHHOM eguHULIbI.

Deming Cycle umkn JdemuHra See Plan-Do-Check-Act. Cwm. NnaHuposaHue-BeinonHeHune-MNposepka-
KoppekTuposka.
dependency 3aBNCUMOCTb The direct or indirect reliance of one process or MpsiMoe unu HenpsiMoe NCNonb3oBaHNe OAHOIo
activity on another. npoLecca unm geaTenbHOCTU APYrM NpoLLeCCoM
UNun OesTenbHOCTbIO.
deployment passépTbiBaHue (BBoa B | (ITIL Service Transition) The activity responsible for | (ITIL Service Transition) JeATensHOCTb,

3KcnyaTaunio)

movement of new or changed hardware, software,
documentation, process etc. to the live environment.
Deployment is part of the release and deployment
management process.

oTBevaloLlasn 3a nepemeLleHe HOBOro UInm
N3MeHeHHOro 06opyaoBaHus, NPOrpaMmMHOro
obecneyeHns, JOKYMeHTaLMK, npoLecca 1 T.M., B
cpeay NPOMbILLIEHHOW 3KCnnyaTaymu.
PasBépTbiBaHMe — 3TO YacTb nNpouecca yrnpasreHns
penusammn u pa3BeépTbiBaHNEM.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

depreciation amopTum3auus (ITIL Service Strategy) A measure of the reduction (ITIL Service Strategy) Mepa CHMKXEHUS CTOUMOCTM
in value of an asset over its life. This is based on aKkTMBa B TeYEHUM cpoka ero cnyxbbl. OHa
wearing out, consumption or other reduction in the OCHOBaHa Ha usHoce, notpebneHun nnu gpyrom
useful economic value. CHUXXEHMM NONe3HOM 3KOHOMNYECKON LLlEeHHOCTW.
design NPOeKTMpoBaHne (ITIL Service Design) An activity or process that (ITIL Service Design) [leatenbHOCTb Mnu npoLecc,
identifies requirements and then defines a solution KOTOpbIN naeHTndnumpyeT TpeboBaHus 1 ganee
that is able to meet these requirements. See also onpegensieT peweHne, cnocobHoe yaoBneTBOpPUTL
service design. aTuM TpeboBaHuam. CM. mix. NpoOeKTUpoBaHme
yCnyr.
design coordination koopauHaums (ITIL Service Design) The process responsible for (ITIL Service Design) Mpouecc, oTBEYaLLUN 3a
NPOeKTUPOBaHNS coordinating all service design activities, processes | koopauHaumio Bcex AeCTBUIN, NPOLECCOB
and resources. Design coordination ensures the PECYPCOB, HEOBXOAUMBIX ATl IPOEKTUPOBAHMS
con5|st§nt and effecnve design of new or ghanged ycnyr. KoopavHaLms npoeKTMpoBaHus
IT services, service management information 0BECNEUNBAET LIENOCTHOE 1 SdD(EKTUBHOE
systems, architectures, technology, processes, N
information and metrics. NPOEKTMPOBAaHNE HOBbIX UMM U3MEHEHHbBIX
nameHsemblx NT-ycnyr, cuctem ynpaBneHus
ycrnyramu, apxmTekTyp, TEXHONOMIA, NPOLIECCOB U
METpUK.
detection obHapyxeHue (ITIL Service Operation) A stage in the expanded (ITIL Service Operation) Ctagnsa paclumMpeHHoro

incident lifecycle. Detection results in the incident
becoming known to the service provider. Detection
can be automatic or the result of a user logging an
incident.

XM3HEHHOrO UMKNa nHumMaeHTa. B pesynbrarte
oBHapyxeHus1, NOCTaBLUUK ycryr y3HaeT 06
uHuunaeHte. O6HapyxeHne MoxeT 6bITb BbINOSTHEHO
aBTOMaTUYeCKU UM BcneacTene coodLLeHns
nonb3oBaTenst 06 MHUNAEHTE.
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AHMMUACKNA TEPMUH

development

Pycckui TepMuH

paspaboTka

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) The process responsible for
creating or modifying an IT service or application
ready for subsequent release and deployment.
Development is also used to mean the role or
function that carries out development work. This
process is not described in detail within the core ITIL
publications.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) lNpouecc, oTBevaoLwmn 3a
cosgaHue unu moamndukauuo UT-yenyrm nnum
NPUNOXeHNs1 Ans NOCMNeayoLLEro penmsa u
pasBépTbiBaHus. Pa3paboTka Takke ncnonb3yeTcs
ans ob6o3HaveHusa ponu nnm QyHKLmu,
OCYLLeCTBRsOLWEN AeAaTensHOCTb No pa3paboTke.
OTOT npoLecc He onucbiBaeTcH AeTarnbHo B
OCHOBHbIX ny6nukaumsx ITIL.

development
environment

cpena pa3paboTku

(ITIL Service Design) An environment used to create
or modify IT services or applications. Development
environments are not typically subjected to the same
degree of control as test or live environments. See
also development.

(ITIL Service Design) Cpeaa, ncrnonb3yemas gns
co3gaHunsa unu moandumkaumm AT-yenyr nnu
npunoxerHui. Cpenbl pa3pabdoTku 06bIYHO He
ABNSAIOTCA NPEAMETOM TaKOro Xe YPOBHSI KOHTPOIS,
Kak cpefbl TECTUPOBaHUS Unn cpeabl
NPOMbILLNIEHHON aKcnnyaTaumum. Cm. mx.
pa3paboTka.

diagnosis

OVarHoCTuka

(ITIL Service Operation) A stage in the incident and
problem lifecycles. The purpose of diagnosis is to
identify a workaround for an incident or the root
cause of a problem.

(ITIL Service Operation) CTagms Xn3HEHHOro umkna
WHUMAeHTa unu npobnemel. HasHayeHne
ONarHoCTUKN — HanT 06X0AHOE peLleHne Ans
WHUMAEHTa UK onpegenutb KOPHEBYIO NPUYNHY
npo6nemsl.

diagnostic script

CuEeHapuin OuarHoCTUKN

(ITIL Service Operation) A structured set of
questions used by service desk staff to ensure they
ask the correct questions, and to help them classify,
resolve and assign incidents. Diagnostic scripts may
also be made available to users to help them
diagnose and resolve their own incidents.

(ITIL Service Operation) CTpyKTypUpOBaHHbIN
Habop BONPOCOB, NCMOMb3yeMbIX MEPCOHaNoMm
cnyx06bl noaaepxkn, obecneynsaroLLmn
NpaBuUibHOCTb 3a4aBaeMbiX BOMPOCOB U
nomMoraroLmin KnaccuguumpoBaTb, paspeLllaTtb 1
HasHa4yaTb MHUMAeHTbl. CueHapum AnarHOCTUKN
MOTyT ObITb 4OCTYMNHbI NOMb30BaTENsIM B Ka4ecTBe
MOMOLLY MPU CaMOCTOSITENBHOW ANAarHOCTUKE U
paspeLLeHny CBOUX NHLMAEHTOB.
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AHMMUACKNA TEPMUH

differential charging

Pycckui TepMuH

anddepeHumpoBaHHoe
B3MMaHue onnaTbl

OnpepeneHne Ha aHTNIMACKOM

A technique used to support demand management
by charging different amounts for the same function
of an IT service under different circumstances. For
example, reduced charges outside peak times, or
increased charges for users who exceed a
bandwidth allocation.

OnpepeneHne Ha PycCKOM

TexHuka, ncnonb3yemas B ynpasrieHUn Crpocom U
3aKnyaLWwascs B TOM, 4TO 3a UCMONb30BaHNe
OOHOW 1 ToW xe dyHKuun NT-ycnyrn B pasHbix
obcTosATENbCTBAX B3MMAETCH pasnuyHas onnarta.
Hanpumep, CHWKeHHast CTOMMOCTb BHE NMKOBOTO
BPEMEHU UMK yBEeNnYeHHas CTOMMOCTb Ans
nonb3oBaTenen, ncHepnasLUMX BblAENeHHbIV IMMUT
Yyero-nunoo.

direct cost

npsiMble 3aTpaTsbl

(ITIL Service Strategy) The cost of providing an IT
service which can be allocated in full to a specific
customer, cost centre, project etc. For example, the
cost of providing non-shared servers or software
licences. See also indirect cost.

(ITIL Service Strategy) 3aTpaTbl Ha
npepoctasneHne NT-ycnyru, KOTopble NOMHOCTLI0
MOryT OblTb OTHECEHbI HAa ONpPeaenéHHOro
3akas4uka, LleHTp 3aTpaT, NpoekT u T.n. Hanpumep,
3aTpaTbl Ha 3KCnnyaTauuio BblAeNeHHbIX CEPBEPOB
WK NULLIEH3UIA Ha NporpaMmHoe obecneveHune. Cwm.
M. KOCBEHHbIE 3aTpaTbl.

directory service

cnyx6a kaTtanoros

(ITIL Service Operation) An application that
manages information about IT infrastructure
available on a network, and corresponding user
access rights.

(ITIL Service Operation) MNpunoxeHue, KOTopoe
ynpasnsiet nHdpopmavrmen o KomnoHeHTax UT-
WMHPaCTPYKTYpbl, 4OCTYMHbIX Yepes ceTb, U
COOTBETCTBYIOLLMMU NpaBamMm JOCTYyNa
nonb3oBartens.

document

[OKYMEHT

Information in readable form. A document may be
paper or electronic — for example, a policy
statement, service level agreement, incident record
or diagram of a computer room layout. See also
record.

WHdopmauus, npeacrasneHHas B yaobHom ang
yTeHust popme. [JokyMeHT MOXET ObITb BYMaXkHbIM
UK 3NEKTPOHHBLIM. Hanprmep, nonuTuka,
cornaweHune o6 ypoBHe ycnyru, 3anncb ob
WHUMAEHTE UMK NnaH KoMMboTepHOro 3ana. Cw.
M. 3anuce.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

downtime BpeMs NpocTos (ITIL Service Design) (ITIL Service Operation) The (ITIL Service Design) (ITIL Service Operation)
time when an IT service or other configuration item [Mepuopn B pamkax cornacoBaHHOro BpeMeHH
is not available during its agreed service time. The npefocTaBneHns ycnyru, B Te4eHne KoToporo
availability of an IT service is often calculated from KOHdurypauuoHHasa eamHuua unm UT-yenyra He
agreed service time and downtime. poctynHa. JoctynHoctb UT-ycnyrmn yacto
BbIYMCMSIETCH Yepes CornacoBaHHOE BPeEMS
npegocTaBneHUs yCnyru n NpocTon.
driver OBWXyLLasi cuna Something that influences strategy, objectives or HeuTo, BusatoLlee Ha cTpaTernto, Lenm unm

requirements — for example, new legislation or the
actions of competitors.

Tpe6oBaHusA. Hanprmep, HOBOe 3aKOHOAATENBCTBO
WNn AENCTBUS KOHKYPEHTOB.

early life support (ELS)

nepBUYHas nogaepxka

(ITIL Service Transition) A stage in the service
lifecycle that occurs at the end of deployment and
before the service is fully accepted into operation.
During early life support, the service provider
reviews key performance indicators, service levels
and monitoring thresholds and may implement
improvements to ensure that service targets can be
met. The service provider may also provide
additional resources for incident and problem
management during this time.

(ITIL Service Transition) CTagms XU3HEHHOro Uukna
YCIyrn B KOHLIE pa3BepTbiBaHWs Nepes NosHbIM
npuémom ycnyru B akcnnyatauuio. Bo spems
nepBUYHOM NoaaepXku noctasLmk UT-yenyr
npoBoanT 0630p KOYEBLIX NOKa3aTenemn

3P PeKTUBHOCTH, YPOBHEN YCNYrn N NOPOroBbIX
3Ha4YeHUN AN MOHUTOPUHIA, N MOXET BHECTHU
ynydwieHus ana obecnevyeHms COOTBETCTBUSA
TpeboBaHusIM K ynyre. MNMocTaBLMK YCIyr Takke
MOXET BblAENNTb AOMNOSNTHUTENbHbLIE PECYPCHI ANs
ynpaBreHns MHUMAEHTaMN 1 ynpaBrieHus
npobnemamum Ha 3TOT NepuoA.

economies of scale

3KOHOMUS 3a CHET
MacwTaba

(ITIL Service Strategy) The reduction in average
cost that is possible from increasing the usage of an
IT service or asset. See also economies of scope.

(ITIL Service Strategy) YMeHbLUEHVE CpeaHNX
3aTparT 3a CYET yBenu4yeHusi o6bEma noTpebneHus
UT-ycnyrn unn aktuBa. Cm. m>x. 3KOHOMUSI Ha
oxsarTe.
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AHIIIMNCKNA TEPMUH

economies of scope

Pycckun TepmuH

9KOHOMMUS 3a CYET
oxBaTa

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) The reduction in cost that is
allocated to an IT service by using an existing asset
for an additional purpose. For example, delivering a
new IT service from an existing IT infrastructure.
See also economies of scale.

On peneneHne Ha pycCKoM

(ITIL Service Strategy) YMeHbLUEHWE 3aTpaT,
OTHECEHHbIX Ha UT-ycnyry, 3a CH4ET UCNOSIb30BaHNA
CYLLECTBYIOLLErO akTMBa Ans peLleHns
JononHuTenbHbIX 3agay. Hanpumep,
npegoctasneHue Hosow UT-ycnyru Ha 6ase
cywiectBytowen NT-uHdpacTpykTypbl. Cm. mx.
9KOHOMUS Ha MacLuTabe.

effectiveness pe3ynbTaTMBHOCTb (ITIL Continual Service Improvement) A measure of | (ITIL Continual Service Improvement) Mepa
whether the objectives of a process, service or [OCTWXEHWS Lieneii npouecca, ycnyru unm
activity have been achieved. An effective process or | qegrenbHocTu. Mpouecc nnn AesTenbHOCTL
activity is one that ach|eve§ its agreed objectives. PEe3yNbTaTUBHbI, €CIN LOCTUIHYTHI MOCTABNEHHbIe
See also key performance indicator. Lenn. CM. M. KIIoYEBOi NOKA3aTeb
3 HEKTUBHOCTH.
efficiency 3P PEKTUBHOCTb (ITIL Continual Service Improvement) A measure of | (ITIL Continual Service Improvement) Mepa

whether the right amount of resource has been used
to deliver a process, service or activity. An efficient
process achieves its objectives with the minimum
amount of time, money, people or other resources.
See also key performance indicator.

LenecoobpasHOCTU UCNONb30BaHUSA PECYPCOB AN
peanusauum npolecca, ycnyru unu AedatensHoCcTu.
O deKTUBHBINA NPOLIECC OOCTUrAET CBOUX LiENen ¢
MWHUManbHbLIMKU 3aTpaTamMu BPEMEHN, AEHET,
NOACKNX U OpYrux pecypcoB. CM. mxK. KMoYeBOn
nokasartesnb 9 PEKTUBHOCTM.
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AHIIIMNCKNA TEPMUH

emergency change

Pycckun TepmuH

OKCTPEHHOE N3MEeHEHNe

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A change that must be
introduced as soon as possible — for example, to
resolve a major incident or implement a security
patch. The change management process will
normally have a specific procedure for handling
emergency changes. See also emergency change
advisory board.

On peneneHne Ha pycCKoM

(ITIL Service Transition) UsmeHeHue, koTOpOE
[OJIDKHO ObITb BHEAPEHO Kak MOXHO BbICTpee,
HanpuMep, ANg paspeLlleHnsi 3Ha4YUTENbHOro
WHUMAEHTA UK YCTAHOBKM OBHOBIEHNS
BesonacHocTu. lNpoLecc ynpaBneHsi U3MEHEHUSMHN
00bI4HO NpesycMaTpmBaeT cneunarnbHyr
npouenypy Ansa ynpaBneHus 3KCTPEHHbIMM
n3meHeHnsiMn. CM. m>x. COBET MO 3KCTPEHHbLIM
N3MEHEHUSAM.

emergency change
advisory board (ECAB)

COBET M0 3KCTPEHHbIM
nameHeHnsam (ECAB)

(ITIL Service Transition) A subgroup of the change
advisory board that makes decisions about
emergency changes. Membership may be decided
at the time a meeting is called, and depends on the
nature of the emergency change.

(ITIL Service Transition) 'pynna niogen B coctaBe
COBETA M0 U3MEHEHUSAM, KOTOPbIE NPUHUMAIOT
pELUEHNS MO SKCTPEHHBIM U3MEHEHUsIM. PelueHune o
COCTaBe Y4aCTHWKOB COBETA MO 3KCTPEHHbIM
N3MEHEHUSIM MOXET BbITb MPUHATO
HenocpeaCcTBEHHO NPW OpraHn3aLnm CoBELLaHNS.
HeobxooumocTb yyacTusi onpeaensieTcs UCXoasn n3
CYTU CPOYHOIrO N3MEHEHMS.

enabling service

BCMOMOraTersHas
ycnyra

(ITIL Service Strategy) A service that is needed in
order to deliver a core service. Enabling services
may or may not be visible to the customer, but they
are not offered to customers in their own right. See
also enhancing service.

(ITIL Service Strategy) Ycnyra, koTopas
HeobxoavMa Anis npegocTaBneHns OCHOBHOWM
ycnyru. BcnomoratenbHble yCnyrn MoryT ObiTb
BUAMMbIMU UM HEBUAMMbIMU A1 3aKa34urka, HO
OHW He NPefoCTaBNAKTCSA eMY Kak
camocTosiTenbHble ycnyrn. Cm. mxx. ynydwatoLas
ycnyra.
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AHMMUACKNA TEPMUH

enhancing service

Pycckui TepMuH

JOomMonHsLLasa ycnyra

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A service that is added to a
core service to make it more attractive to the
customer. Enhancing services are not essential to
the delivery of a core service but are used to
encourage customers to use the core services or to
differentiate the service provider from its
competitors. See also enabling service; excitement
factor.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) Ycnyra, nobasnsemas K
OCHOBHOW AN Toro, Ytobbl caenaTb eé bonee
npusnekaTesnibHON AN4 3aKkasyuka. YnyJwawwme
YCNyrn He SBNAITCA 0653aTenbHbIMK
COCTaBMSIOLLMMN OCHOBHbIX YCIYT, OHU
MCNonb3yloTCs ANs TOro, YTobbl MOTUBMPOBAaTL
3aKa34MKOB UCMOMb30BaTb OCHOBHbIE YCNyrn, NnMbo
ans obecneyeHnst KOHKYPEHTHbIX NPENMYLLECTB
noctasLmka ycnyr. Cm. mxx. BCcoMoraTterbHas
ycnyra; akTop BOCXULLEHMS.

enterprise financial KoprnopaTtnBHoe (ITIL Service Strategy) The function and processes (ITIL Service Strategy) ®yHKLMA 1 NPOLIECCHI,
management ynpasneHue responsible for managing the overall organization’s | orsevatowe 3a ynpaBneHue Tpe6oBaHUSMM K
brHaHcamu budgeting, accounting and charging requirements. BHOKETUPOBAHMIO, YUETY U B3UMAHMIO ONNaThl B
Er]lterp(r:;se flnaECI?J manage,rr;.ent is sloc;neUmes OpraHM3aLMi B LierioM. CM. mi. ynpasreHue
referred to as the ‘corporate’ financial department. chvHaHcamn ans UT-ycnyr.
See also financial management for IT services.
environment cpeqa (ITIL Service Transition) A subset of the IT (ITIL Service Transition) MoamHoxecTso UT-

infrastructure that is used for a particular purpose —
for example, live environment, test environment,
build environment. Also used in the term ‘physical
environment’ to mean the accommodation, air
conditioning, power system etc. Environment is used
as a generic term to mean the external conditions
that influence or affect something.

WMH(PACTPYKTYpPbI, KOTOPOE UCMONb3YyeTCcs ANs
onpeaenénHon uenun. Hanpumep, cpena
NPOMBILLIIEHHON 3KCNyaTaumm, cpega
TECTUpPOBaHus, cpeaa cbopkn. Takke ncnonb3yeTcs
B COCTaBe TepMuUHa «dusnyeckas cpegay ans
0003Ha4YeHus NOMeLLEHMS1, KOHANLMOHMPOBaHWS,
cUCTEMbI NMUTaHKUA 1 T.N. «Cpeaa» Takke
ncnonb3yeTcs Kak obLWmi TepMUH Ans 0003Ha4YeHus
BHELLHMX YCINOBWUIA, BO3AENCTBYIOLLMX MITN
BNUSAIOLLMX Ha YTO-NnbO.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

error Owunbka (ITIL Service Operation) A design flaw or (ITIL Service Operation) N3bsaH B apxXUTEKType Unn
malfunction that causes a failure of one or more IT HeBepHoe (PyHKLMOHMPOBaHWE, Bbi3blBatoLLee cOom
services or other configuration items. A mistake OOHOW Unun Heckonbkux UT-ycnyr nnm
made by a person or a faulty process that impacts a | KoHUrypaumMoHHbIX eanHuL. HenpasunbHble
configuration item is also an error. OEeNCTBUS], COBEPLLEHHbIE COTPYLHMKOM, UK
HapyLLeHWe npoLecca, BnusioLLee Ha
KOHMUIypaLMOHHYIO eavHULY, Takke SBMASI0TCS
oLmbKamm.
escalation Ockanauyus (ITIL Service Operation) An activity that obtains (ITIL Service Operation) desiTenbHOCTb,

additional resources when these are needed to meet
service level targets or customer expectations.
Escalation may be needed within any IT service
management process, but is most commonly
associated with incident management, problem
management and the management of customer
complaints. There are two types of escalation:
functional escalation and hierarchic escalation.

HanpasneHHas Ha Nony4YyeHne AONOMHUTENbHbIX
pecypcoB, Korga 3To Heo6xoaMMo Ans AOCTMKEHUS
LeneBbIX NokasaTenen ypoBHS YCryru unm
YAOBMETBOPEHMS OXMAAHUI 3aKasymka. dckanaums
MoxeT notpeboBaTbes B pamkax noboro npoiecca
ynpasneHus UT-ycnyrammn, Ho Haubornee yacTo
accouumpyeTtcd ¢ ynpaBneHnem nHumaeHTamm,
ynpasneHuem npobnemamu 1 ynpasneHuem
xanobamwu 3aka3uuka. CyulectsyeT ABa Tuna
ackanauun: yHKUMOHanbHas ackanaums um
nepapxmyeckas ackanauusi.

eSourcing Capability
Model for Client
Organizations (eSCM-
CL)

moaenb eSCM-CL

(ITIL Service Strategy) A framework to help
organizations in their analysis and decision-making
on service sourcing models and strategies. It was
developed by Carnegie Mellon University in the US.
See also eSourcing Capability Model for Service
Providers.

(ITIL Service Strategy) Cuctema, nomoratoLas
opraHusaumam NpoBoANTb aHanus3 u NpUHMMaTb
peLleHns B HYacTu Bblbopa MoAeny NpeaocTaBreHmns
ycnyr. Mogens eSCM-CL paspaboTtaHa B
YHuepcutete KapHern-Mennona, CLUA. Cm. mx.
mopaenb eSCM-SP.
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AHMMUACKNA TEPMUH

eSourcing Capability
Model for Service
Providers (eSCM-SP)

Pycckui TepMuH

moaenb eSCM-SP

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A framework to help IT
service providers develop their IT service
management capabilities from a service sourcing
perspective. It was developed by Carnegie Mellon
University in the US. See also eSourcing Capability
Model for Client Organizations.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) Cucrtema, nomoratoLas
noctaswmkam UT-ycnyr pasBuBaTtb CNOCOBHOCTU
ynpanenusa NT-ycriyramm ¢ TOYKM 3peHuns Boldbopa
mMogenu npegoctasnexHuns ycnyr. Mogens eSCM-SP
paspaboTtaHa B YHuBepcutete KapHern-MennoHa,
CLUA. Cm. mx. mogenb eSCM-CL.

estimation npubnunanTensHas The use of experience to provide an approximate Mcnonb3oBaHue onbiTa Angd npegocTaBreHus
oLeHKa value for a metric or cost. Estimation is also used in | NpUGNM3NTENBHBLIX 3HAYEHWI METPUK UK 3aTparT.
capacity and availability management as the MpnbnnsnTenbHas oLeHKa Takke UCNoNb3yeTcs B
cheapest and least accurate modelling method. yNpaBrieHNN MOLLHOCTAMW U yrNpaBrieHum
[OOCTYMHOCTBIO Kak camas gelleBas U HanMmeHee
TOYHas MeToaMKa MOLENMPOBAHWS.
event cobbiTne (ITIL Service Operation) A change of state that has (ITIL Service Operation) M3ameHeHne cocToaHNS,
Significance for the management of an IT service or KOTOPOE UMEET 3HaYeHune AN ynpaBneHus NT-
other configuration item. The term is also used to YCIYrOi U APYToiN KOH(UIYPALMOHHOM EANHULEI.
mean an alert or npt|f|pat|0n creatgd py any IT 3TOT TEPMMH Takke UCTIONb3yeTCs AN
service, conflguratlon item or monitoring tool. Events 0BO3HAYEHIS! OMOBELLSHIS! NN YBEAOMITEHIS,
typically require IT operations personnel to take y -
actions, and often lead to incidents being logged. CO3AaHHOro ”*060'{ I/IT-ycnyr?M,
KOHOUIrypaunoHHON eanHULEN U CpeacTBOM
MOHUTOpPUHra. CobbITUst 06bIYHO TPEDYIOT OT
nepcoHana akcnnyataumm AT BbINOSTHEHUSA
OEenCTBMI, N 4acTo NPUBOSAT K perncrpaumm
WHUMOEHTOB.
event management yrnpaBneHue (ITIL Service Operation) The process responsible for | (ITIL Service Operation) Npouecc, oTBevaoLWwni 3a
coBbLITUAMU managing events throughout their lifecycle. Event ynpasrieHne cobbITUAMUN B TEYEHNE UX XKUSHEHHOTO

management is one of the main activities of IT
operations.

uMkna. YnpaeneHune cobbiTuamMm — ogHa u3
OCHOBHbIX AedTenbHoCcTen akcnnyartauumm UT.
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AHMMUACKNA TEPMUH

exception report

Pycckui TepMuH

OTYET 00 OTKINOHEHUSAX

OnpepeneHne Ha aHTNIMACKOM

A document containing details of one or more key
performance indicators or other important targets
that have exceeded defined thresholds. Examples
include service level agreement targets being
missed or about to be missed, and a performance
metric indicating a potential capacity problem.

OnpepeneHne Ha PycCKOM

[okymeHT, cogepalunin noagpodHyo nHdopmaLmo
Mo O4HOMY UITN HECKOMNBKUM KIOYEBbLIM
nokasartensim adPEKTUBHOCTM UNN OPYrMM BaXkHbIM
nokasaTensiM, KOTopble BbILUNK 3a Npeaensl
YCTaHOBIEHHbIX MOPOroBbIX 3Ha4YeHui. Mprumepamum
MOryT BblTb HEeycneLlHble Unu 6nmskne no
3HAYeHUsIM K HeycrneLUHbIM nokasaTenu
cornatueHuin o6 ypoBHe yCryr u MeTpUKK
NpPOn3BOANTENBHOCTU, AEMOHCTPUpPYLOLLNE
noTeHumanbHble Npo6remMbl C MOLLHOCTSIMU.

excitement attribute

aTpubyT BOCXMLLEHUS

See excitement factor.

Cm. haKkTop BOCXMLLEHUS.

excitement factor

hbakTop BOCXULLEHUS

(ITIL Service Strategy) An attribute added to
something to make it more attractive or more
exciting to the customer. For example, a restaurant
may provide a free drink with every meal. See also
enhancing service.

(ITIL Service Strategy) ATpnbyT, o6aBnsieMbIl K
YyeMy-nmbo anda Toro, 4Tobbl caenaTtb 310 6onee
npuTAraTenbHbIM Ans 3akas4vvka. Hanpumep,
pecTtopaH MOXEeT nogasaTtb 6ecnnaTHbIN HAaNUTOK
kaxkgomy ontogy. Cm. myx. QONONHSALLWas ycnyra.

expanded incident
lifecycle

pacLUNPEHHbIN
YKN3HEHHbIW LUK
WMHUMAEHTA

(ITIL Continual Service Improvement) (ITIL Service
Design) Detailed stages in the lifecycle of an
incident. The stages are detection, diagnosis, repair,
recovery and restoration. The expanded incident
lifecycle is used to help understand all contributions
to the impact of incidents and to plan for how these
could be controlled or reduced.

(ITIL Continual Service Improvement) (ITIL Service
Design) [eTanuanpoBaHHble CTagun XU3HEHHOTO
LMKNa nHumngeHTa. 9Tn ctagum — obHapyxeHue,
OMarHocTuka, ucrnpasrneHne, BOCCTaHOBIEHNE,
BO300OHOBIEHNE. PacLUMPEHHbIN XU3HEHHbIN LUK
WHUMAEHTa UCMOoNb3yeTcs ANA NOHNMaHus BCex
COCTaBMSOWMX BIIUAHWSA NHUMOEHTA U
NIaHNUPOBaHUSA BO3MOXHOCTEN MO X KOHTPOIO Unu
YMEHbLLEHMUIO.
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AHMMUACKNA TEPMUH

external customer

Pycckui TepMuH

BHELLIHMIM 3aKa34unk

OnpepeneHne Ha aHTNIMACKOM

A customer who works for a different business from
the IT service provider. See also external service
provider; internal customer.

OnpepeneHne Ha PycCKOM

3akasuuk, KoTopbi paboTaeT B MHTEpecax UHOro,
Mo OTHOLUEHMIO K nocTaBwmky T ycnyr, 6usHeca.
CM. M. BHELLUHWIA NOCTaBLUMK YCNYr; BHYTPEHHWUA
3aKas4uk.

external metric

BHELLHAA METPUKa

A metric that is used to measure the delivery of IT
service to a customer. External metrics are usually
defined in service level agreements and reported to
customers. See also internal metric.

MeTpuka, kOTOpas Ncnonb3yeTcs Ang uaMepeHus
npepoctaBsneHus UT-ycnyru 3aka3qmky. BHellHne
METPUKM OObIMHO onpeaeneHsbl B cornatleHmsax ob
YPOBHE YCNYr U BKMOYaTCSA B OTYEThI ANs
3aKa34yukoB. CM. M. BHYTPEHHSS MeTpuka.

external service
provider

BHELLHMI NOCTaBLUMK
ycnyr

(ITIL Service Strategy) An IT service provider that is
part of a different organization from its customer. An
IT service provider may have both internal and
external customers. See also outsourcing; Type llI
service provider.

(ITIL Service Strategy) NocTtaBwmk UT-ycnyr,
ABNSAOLLNACS YaCTbio MHOW, MO OTHOLLEHMIO K
3akas4uky, opraHusauuun. MNoctaswmk UT-ycnyr
MOXET OHOBPEMEHHO UMETb BHYTPEHHUX U
BHELLIHUX 3aKka34yukoB. CM. M. ayTCOPCUHT;
noctaswuku yenyr Il Tuna.

facilities management

yrnpaBreHue
NHXXEHEePHbIM
obecneyeHnem

(ITIL Service Operation) The function responsible for

managing the physical environment where the IT
infrastructure is located. Facilities management
includes all aspects of managing the physical
environment — for example, power and cooling,
building access management, and environmental
monitoring.

(ITIL Service Operation) ®yHKUMA, OTBEYarOLWas 3a
yrnpasneHne gnu3myeckon cpeaon, B KOTOPOn
pacnonoxeHa NT-nHdpacTpykTypa. YnpasneHue
WHXeHepHbIM obecnedYeHnem BKIOYaeT BCe
acnekTbl ynpaBneHus usnyeckomn cpenom,
Hanpumep, SNeKTponuTaHue 1 oxnaxaeHue,
yrnpaBrneHue JoCTYrnoM B 34aHUS, MOHUTOPUHT
WHXEHepPHbIX NoKasaTenemn.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

failure cbon (ITIL Service Operation) Loss of ability to operate to | (ITIL Service Operation) [NoTepsa cnocobHoCcTH
specification, or to deliver the required output. The YHKLMOHNPOBATL B COOTBETCTBUU CO
term may be used when referring to IT services, cneumdukaumnen nnu npegocTaBnaTe Tpebyembli
processes, activities, configuration items etc. A pesynbTaTt. OTOT TEPMUH MOXET BbITb NCNOMb30BaH
failure often causes an incident. no oTHoweHuto k T-ycnyram, npoLeccam,
[esATenbHOCTU, KOHPUIYPaLMOHHBIM eOUHNLIEaM U
T.n. CO0M YacTo CNYXXUT NPUYMHON MHUMAEHTA.
fast recovery ObIcTpoe (ITIL Service Design) A recovery option that is also (ITIL Service Design) Cnocob BoccTaHOBMNEHWS,
BOCCTaHOBJIEHME known as hot standby. Fast recovery normally uses | Takke U3BECTHbIN Kak ropsivyee pe3epBrMpoBaHuE.
a dedicated fixed facility with computer systems and | Npu OblcTpOM BOCCTaHOBNEHUN OObIYHO
software configured ready to run the IT services. NCNonb3yeTcs BblAENEHHbIV CTaLMOHaPHbIN
Fast recovery typically takes up to 24 hours but may | pe3epBHbI LLEHTP C KOMMNbIOTEPHBLIMU CUCTEMaMU U
be quicker if there is no need to restore data from nporpaMmHbIM obecneveHuem,
backups. CKOHUrypnpoBaHHbIMK Ans pabotel UT-ycnyr.
BbicTpoe BoccTaHOBNEHWE MOXET 3aHMMaThb 40 24
4acoB, HO MOXET OCYLLIECTBNATLCA M BbICTpee, ecnu
He TpebyeTcst BOoCCTaHOBNMBATL AaHHbIE U3
pe3epBHbIX KOMUN.
fault OoTKa3 See error. Cm. owimnbka.
fault tolerance 0TKa30yCTONYMBOCTb (ITIL Service Design) The ability of an IT service or (ITIL Service Strategy) Cioco6nocts UT-yciyru uiu

other configuration item to continue to operate
correctly after failure of a component part. See also
countermeasure; resilience.

Jpyroil KOHQUTYPAITMOHHOM €TUHUIIBI TIPOJA0IKATh
KOPPEKTHYIO paboTy mociie c0ost yacTu KOMIMOHEHTA.
CM. mx. yCTONYNBOCTb; KOHTPMEpa.
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AHMMUACKNA TEPMUH

fault tree analysis (FTA)

Pycckui TepMuH

aHanus aepesa 0TKa3oB
(FTA)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) A technique that can be used to determine
a chain of events that has caused an incident, or
may cause an incident in the future. Fault tree
analysis represents a chain of events using Boolean
notation in a diagram.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) (ITIL Continual Service
Improvement) TexHuka, KOTopasi MOXeT
MCNONb30BaTLCSA AN onpeaeneHnsa Lenoyvkm
COBbITUIN, KOTOpPbIE MPUBENU K MHUMAEHTY. AHanu3
[epeBa 0Tka3oB, ucnonb3ys bynesy HoTauwmto,
npeacTaBnsaeT Lenb cobbiTUiA B BUAE AnarpaMmmel.

financial management yrnpasrneHue (ITIL Service Strategy) A generic term used to (ITIL Service Strategy) OB TEPMUH,
dhrHaHcamm describe the function and processes responsible for I/ICI'IOJ'Ib3yeMbIIZ Ona onucaHusa q)yHKLI,I/II/I n
managing an organization’s budgeting, accounting MPOLECCOB, OTBEYAIOLLMX 38 YNpaBlieHe
and charging requirements. Enterprise fmanma] TpeBOBaHNMN K BIOKETUPOBAHMIO, YUETY U
management Is the specific term used to desc;nbe B3UMaHuto onnaTel. «KopnopaTuBHoe yrnpasneHue
the function and processes from the perspective of N
the overall organization. Financial management for (puHaHCaMU» N creynankHbI TepMH,
IT services is the specific term used to describe the | YICMIONIb3YEMBIIt ANs 0603HAEHMS
function and processes from the perspective of the | COOTBETCTBYOLUNX (DYHKLMIA N POLECCOB B
IT service provider_ opraHm3auumn BUEITOM. TepMMH «ynpaslneHune
duHaHcamu ans UT-ycnyr» obo3HavaeT
COOTBETCTBYIOLLME (DYHKLUN U NPOLLECCHI C TOYKU
3peHuns noctaswuka UT-ycnyr.
financial management yrnpasrneHue (ITIL Service Strategy) The function and processes | (ITIL Service Strategy) ®yHKUMS U

for IT services

tomHaHcamu ana UT-
ycnyr

responsible for managing an IT service provider’'s
budgeting, accounting and charging requirements.
Financial management for IT services secures an
appropriate level of funding to design, develop and
deliver services that meet the strategy of the
organization in a cost-effective manner. See also
enterprise financial management.

npoLecchl,0TBeYalLLme 3a ynpasneHne
OlompkeTnpoBaHmeM, y4ETOM B3UMaHWeEM onnarhbl
noctaswuka UT-ycnyr. YnpaesneHne puHaHCcamMu
ona UT-yenyr obecneynBaeT HeobXoaAnMBbIN
YypPOBEHb (PMHAHCUPOBAHUA ANl NPOEKTMPOBaHUS,
pa3paboTku 1 NpeaoCcTaBneHns yCnyr,
3(pPEKTUBHBIX C TOYKM 3PEHMS 3aTpaT U
oTBeYaloLMX cTpaTernm KomnaHmm. Cm. mx.
KoprnopaTuBHOE ynpasreHue rmHaHcamu.
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AHMMUACKNA TEPMUH

financial year

Pycckui TepMuH

c¢bmHacoBbIv rog,

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) An accounting period
covering 12 consecutive months. A financial year
may start on any date (for example, 1 April to 31
March).

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) OT4ETHbIN Nepuos,
nokpbiBatoLwmn 12 mecqaueB nocrneaoBaTenbHO.
Havanom dpuHaHcoBOro roga MoXeT ObiTb ntobasi
narta (Hanpumep, oH MOXeT anutbcs ¢ 1 anpenst oo
31 mapra).

first-line support

nepsasi NIUHUSA
noaaepXKu

(ITIL Service Operation) The first level in a hierarchy
of support groups involved in the resolution of
incidents. Each level contains more specialist skills,
or has more time or other resources. See also
escalation.

(ITIL Service Operation) MepBbIn YpOBEHDL B
nepapxuu rpynn noaaepXKn, BOBMEYEHHbIX B
paspelleHne uHumMaeHToB. Kaxabii nocneayrowmm
YPOBEHDb BKITHOYAET B cebs1 Goree BbICOKYHO
KBanudukaumo cneunanncTos, nnbo Gonbluee
KONMMYeCTBO BPEMEHW UIN NPOYKX pecypcoB. Cm.
M. ackanaums.

fishbone diagram

anarpaMmma npuyYnHHO-
CNeACTBEHHbIX CBSA3EN

See Ishikawa diagram.

Cwm. gnarpamma MwukaBsbl.

fit for purpose

cooTBeTCTBUNE
Ha3Ha4eHuno

(ITIL Service Strategy) The ability to meet an agreed
level of utility. Fit for purpose is also used informally
to describe a process, 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.

(ITIL Service Strategy) CnocobHocTb o6ecneunBaTtb
COrnacoBaHHbI YpoBEHb nonesHocTn. CoTBeTCTBUE
Ha3Ha4YeHuto Takke HedbopmarnbHO NCMOMb3yeTcs
Ons onucaHua npouecca, KOHUrypaumnoHHON
eauHuubl, UT-yenyrm u T.n., CnocoGHbIX
obecneuynBaTb JOCTUXKEHME CBOMX LieNen nnm
YPOBHeW ycnyr. [1ns cOOTBETCTBUSA Ha3HAYEHMIO
TpebyeTcsa Hagnexaiee NPoeKTUpOBaHe,
BHeJpeHWe, ynpaBneHme n obcnyxmnBaHue.
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AHMMUACKNA TEPMUH

fit for use

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

COOTBETCTBME (ITIL Service Strategy) The ability to meet an agreed | (ITIL Service Strategy) Cnoco6HocTb o6ecneunsatb
YCHOBUSIM level of warranty. Being fit for use requires suitable COrNacoBaHHbIN YPOBEHb rapaHTuu. [ns
NCMONb30BaHMs design, implementation, control and maintenance. COOTBETCTBUS YCIIOBUSIM UCMONb30BaHUS TpebyeTcst
Haznexallee NpoeKTUpOBaHue, BHePEeHMe,
ynpasneHue 1 06cnyxmsaHue.
fixed asset OCHOBHOE CpPE/CTBO (ITIL Service Transition) A tangible business asset (ITIL Service Transition) N3amepumbiin akTme 6uHeca,
that has a long-term useful life (for example, a KOTOPbI UMEEeT ANUTENbHbIA XU3HEHHbIN LMK
t_)uilding, a piece of Ian(_j, a server or a softvyarg (Hanpumep, 3aaHne, 3eMenbHbIN Y4acToK, CepBep
licence). See also service asset; configuration item. | -/ NULEH3Ns Ha NporpaMMHoe obecnedenie). Ci.
IMXX. CEPBUCHbIN aKTUB; KOHMUIypaLMoHHas
eanHMua.
fixed asset yrnpasrneHue (ITIL Service Transition) The process responsible for | (ITIL Service Transition) Mpouecc, oTBevatoLLui 3a
management OCHOBHbIMU tracking and reporting the value and ownership of OTCREXUBAHUE W NPeAoCTaBneHre OTYETHOCTM O
cpeacTsamm fixed assets thfough(?ut their Iifecycle: Fixed asset LIEHHOCTM U BMaJeHN OCHOBHbLIMU CPeacTBamMu Ha
management maintains the asset register and is NPOTSIKEHINM BCETO UX KM3HEHHOTO LIMKNA. B pamkax
usually carried out by thg ove_rall business, rather YNPABNEHMUS OCHOBHBIMU CPEACTBAMM BEAETCS
than by the IT organization. Fixed asset
management is sometimes called financial asset peecTp akTUBOB. 3TOT MPOLIECC OBLI4HO
management and is not described in detail within the | OCYLIECTBNAETCA BusHec-noapasaeneHnamm, a He
core ITIL publications. UT-opraHusaumeint. lMNpouecc He onucbiBaeTcs
[eTanbHO B OCHOBHbIX Nyonukaumsax ITIL.
YnpaBreHe OCHOBHbLIMI CPEACTBAMM MHOTAA TaKKe
Ha3bIBAIOT yNpaBfeHne PUHaHCOBLIMU aKTUBaMMK.
fixed cost NOCTOSIHHbIE 3aTpaTbl (ITIL Service Strategy) A cost that does not vary (ITIL Service Strategy) 3aTparthl, He 3aBucALLNE OT

with IT service usage — for example, the cost of
server hardware. See also variable cost.

ob6béma notpedbneHns UT-ycnyru. Hanpumep,
CTOMMOCTb annapaTHoro obecneyeHust cepeepa.
CM. mx. NnepeMeHHble 3aTpaTbl.
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AHIIIMNCKNA TEPMUH

fixed facility

Pycckun TepmuH

CTaLMOHapHbIf
pe3epBHbIV LIEHTP

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A permanent building,
available for use when needed by an IT service
continuity plan. See also portable facility; recovery
option.

On peneneHne Ha pycCKoM

(ITIL Service Design) KanutanbHoe cTpoeHue,
[OCTYMHOe ANs UCMOoNb30BaHUS, koraa aToro
TpebyeT nnaH HenpepbiBHOCTU UT-ycnyr. Cm. mx.
MOOBUMbHbBIV pPe3epBHbIN LEHTP; cnocob
BOCCT@HOBMEHUS.

follow the sun

cnenym 3a CosnHuem

(ITIL Service Operation) A methodology for using
service desks and support groups around the world
to provide seamless 24/7 service. Calls, incidents,
problems and service requests are passed between
groups in different time zones.

(ITIL Service Operation) Metogonorus
NCMNOMb30BaHNs CryX0Obl MOAAEPKKN
nonb3oBaTenen u rpynn NOAAEPXKM No BCEMY MUPY
ONS NpegocTaBneHns HenpepbIBHOIO
obcnyxumBaHust B pexnme 24/7. 3BOHKU, UHLNOEHTHI,
npobnembl 1 3anpockl Ha 06CnyXnBaHue
nepegalTcs Mexay rpynnamMmu, HaxoasLMMnNcs B
pasnMyHbIX BPEMEHHBIX 30HaX.

fulfilment

BbIMOSIHEHNE
(ucnonHeHue)

Performing activities to meet a need or requirement
— for example, by providing a new IT service, or
meeting a service request.

OcyuiecTBneHne aesaTenbHoCTN Ans
YyAOBEeTBOPEHUS NOTPEBHOCTN nnn TpebosaHus.
Hanpumep, npu nomoLm npegocTaBrieHnst HOBON
WT-ycnyru unu BeiNOMHEHWs 3anpoca Ha
obcnyxuBaHue.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

function dyHKUMA A team or group of people and the tools or other Komanga unu rpynna nogen, a Takke
resources they use to carry out one or more VIHCTp)/MeHTapVIVI UnNun gpyrve pecypcbl, KotTopble
processes or activities — for example, the service OHU MCMOMNb3YIOT 47151 BLINOMHEHMS] O[HOTO UMK
desk. The term also has two other meanings: HECKOMbKMX MPOLIECCOB UAM AEATENbHOCTM.
. . L Hanpumep, cnyx6a nogaepkun nonb3oBaTenem.
e Anintended purpose of a conflgqratlon item, | 5107 TEPMUH TAKKE MMEET fIpYroe 3HaueHNe:
person, team, process or IT service. For o
example, one function of an email service MPE/HA3HAUEHINE KOH(UTYPALIMOHHON EAMHILLLI,
may be to store and forward outgoing mails, Hernoseka, komanapl, npoueCf:a mnn UT-ycnyru. .
while the function of a business process Hanpumep, oana 13 dpyHKUMA ycryr aneKkTpoHHoM
may be to despatch goods to customers. MOYTbl MOXET 3aKJTio4aTbCA B COXpaHeHVIVI n
nepechbIfnke UcxogsLen noyThl, Torga kak yHKums
Bum3Hec-npouecca MOXeT 3aknoyaTbCs B OTMpaBke
TOBapoOB 3aKa34yuKam.
PYHKUMOHNPOBaHMe e To perform the intended purpose correctly, 'I|<oppe|<THoe BbINOTHEHWE I'Ip?,EI,Ha3Ha‘-IeHM$| -
as in ‘The computer is functioning.’ KOMMbIOTEP PYHKUMOHMPYET".
functional escalation yHKUMOHanNbHas (ITIL Service Operation) Transferring an incident, (ITIL Service Operation) Nepegava MHUMAEHTA,
ackanauus problem or change to a technical team with a higher | npobnemMbl nnn n3ameHeHnsa B TEXHUYECKYIO rpynmny ¢

level of expertise to assist in an escalation.

Bonee BbICOKMM YpOBHEM KOMNETEHLNN B XO4€E
aCKanauyun.

gap analysis

aHanu3 pacxoxxaeHum

(ITIL Continual Service Improvement) An activity
that compares two sets of data and identifies the
differences. Gap analysis is commonly used to
compare a set of requirements with actual delivery.
See also benchmarking.

(ITIL Continual Service Improvement)
JesaTenbHOCTb, HanpaBneHHasi Ha CpaBHEHUE OBYX
HabopOB AaHHbIX U BbISBNIEHNE pa3nnunini. AHanmns
pacxoX4eHWn 4acTo UCMOoNb3yeTCs AN CPaBHEHWS
Habopa TpeboBaHW C PaKTUHYECKMM COCTOSIHUEM.
Cm. mxX. cpaBHUTENbHAs OLEeHKa.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

governance PYKOBOACTBO Ensures that policies and strategy are actually ObecneumnBaeT TO, YTOOLI NONUTUKKN U CTpaTerus
implemented, and that required processes are OEeNCTBUTENbHO ObINN BHEAPEHbLI, U YTOObI
correctly followed. Governance includes defining Tpebyemble Npouecchl BbIMOMHANUCH KOPPEKTHO.
roles and responsibilities, measuring and reporting, PykoBoacTBo BkntovaeT B cebsa onpeageneHne ponen
and taking actions to resolve any issues identified. N OTBETCTBEHHOCTEWN, U3MEPEHME U OTYETHOCTD,
BbINOMHEHNE AENCTBUI OIS PELUEHMNS BbISIBNIEHHbIX
TpyaHOCTEN.
gradual recovery nocTeneHHoe (ITIL Service Design) A recovery option that is also (ITIL Service Design) Cnocob BoccTaHOBMNEHNS,
BOCCTaHOBJIEHME known as cold standby. Gradual recovery typically TakkKe U3BECTHLIN KaK XONOoAHOE pe3epBNpPOBaHUE.
uses a portable or fixed facility that has Mpn nocTeneHHOM BOCCTAHOBIIEHUUN 0OBbIYHO
environmental support and network cabling, but no 3a4€eNcTBOBaH MOOUIBbHbBIN UM CTaLMOHAPHbIN
computer systems. The hardware and software are pe3epBHbIN LIEHTP, OCHALLEHHbIA 3NnemMeHTamu
installed as part of the IT service continuity plan. Xn3HeobecneveHns 1 ceTeBow pa3Boakomn, 6es
Gradual recovery typically takes more than three KOMMbIOTEPHbIX cucTtemM. AnnapatHoe 1
days, and may take significantly longer. nporpaMmmHoe obecneyeHne ycTaHaBNMBalOTCS B
pamkax nnaHa HenpepbiBHOCTU UT-ycnyr.
MNMocTeneHHoe BoccTaHOBNEHME OBbIYHO 3aHMMaeT
bonee Tpéx OHEW, @ MOXET 3aHSATb U 3HAYUTENBHO
OonblUe BpeMEHM.
guideline pekoMeHaaumsi A document describing best practice, which [IOKyMEHT, OMMChIBAIOLLNIA NYYLLY NPaKTUKY,
recommends what should be done. Compliance with | koTopas pekoMmeHAyeT HeobXxoanMble AENCTBUS.
a guideline is not normally enforced. See also O6bIYHO COOTBETCTBUE PEKOMEHAALIMM HE ABNSETCS
standard. obaszatenbHbIM. CM. M. cTaHaapT.
hierarchic escalation nepapxudeckasi (ITIL Service Operation) Informing or involving more | (ITIL Service Operation) NIHdbopmuposaHme nnu
ackanauus senior levels of management to assist in an BOBIeYeHne pykoBoauTernen 6onee BbICOKOro

escalation.

YPOBHA B XO4e 3CKanauun.
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AHMMUACKNA TEPMUH

high availability

Pycckui TepMuH

BbICOKasA OOCTYNHOCTb

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) An approach or design that
minimizes or hides the effects of configuration item
failure from the users of an IT service. High
availability solutions are designed to achieve an
agreed level of availability and make use of
techniques such as fault tolerance, resilience and
fast recovery to reduce the number and impact of
incidents.

OnpepeneHne Ha PycCKOM

(Service Design) MNMoaxon nnun apxutekTypa,
KOTOPble MUHUMU3NPYIOT UMK CKPbIBAIKOT
nocneacTaus c6os KOHPUrypauMoHHOW eaNHULbI
ang nons3oatenen NT-ycnyrn. PelleHns BbICOKON
OOCTYMHOCTU CNPOEKTMPOBaHbI AN1S JOCTVXEHUS
COrNacoBaHHOroO YPOBHS AOCTYMHOCTU U
NCMOMb3YIOT TaKMe TEXHUKM, Kak
OTKa30yCTOMYMBOCTb, YCTONYMBOCTb U BbICTpOe
BOCCT@HOBMEHUE AMS YMEHbLUEHWS KONM4ecTBa
WHLUMOEHTOB U UX BIIUSAHMS.

hot standby ropsyee See fast recovery; immediate recovery. Cwm. BbICTpOE BOCCTaHOBMNEHWS; HEMeANEeHHoe
pesepBupoBaHne BOCCTaHOBMEHME.
identity naeHTndmkaTop (ITIL Service Operation) A unique name that is used | (ITIL Service Operation) YHukansHoe nws,
to identify a user, person or role. The identity is used | ncnonbzyemoe ons uaeHTUMUKaL MM NnonbL3oBaTens,
to grant rights to that user, person or role. Example Yyenoseka unu ponu. NaeHtndukatop ncnonbsyercs
identities might be the username SmithJ or the role ON4a npegocTaBneHns npas nonb3oBaTesnto,
‘change manager’. yenoseky unu ponu. Npumep naeHTNUKaTopoB —
1UMS nonb3oBaTens «i_ivanov» unu ponb
«MeHeKep U3SMEHEHUNY.
immediate recovery HemeneHHoe (ITIL Service Design) A recovery option that is also (ITIL Service Design) Cnocob BoccTaHOBMNEHNS,
BOCCTaHOBJIEHME known as hot standby. Provision is made to recover | Takke U3BECTHbIN Kak ropsvyee pe3epBrMpoBaHueE.

the IT service with no significant loss of service to
the customer. Immediate recovery typically uses
mirroring, load balancing and split-site technologies.

MpenycmatpuBaeTca BoccTaHoBneHne AT-ycnyru
0€e3 3HauYMTEeNbHOro NPepbIBaHNS YCIyTu.
HemenneHHoe BOCCTaHOBMEHUE OObIYHO
nucnonb3yeT TEXHOMOrMM 3epkannupoBaHus,
©anaHCMpOBKM 3arpy3ku 1 pasgeneHns nnowanok
yCTaHOBKM 060pya0BaHuS.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

impact BNUsiHME (ITIL Service Operation) (ITIL Service Transition) A (ITIL Service Operation) (ITIL Service Transition)
measure of the effect of an incident, problem or Mepa Bo3gencTBms MHUMOEHTa, Npobnembl unu
change on business processes. Impact is often u3aMeHeHuns Ha BusHec-npouecc. BnusaHune yacto
based on how service levels will be affected. Impact | ocHoBaHO TOM, Kak 6yAYyT 3aTPOHYTbI YPOBHU
and urgency are used to assign priority. YCIYrn. BIUSIHNE N CPOYHOCTb UCMONb3YOTCH Ans
onpegerneHnsi npuoputeTa.
incident NHUNOEHT (ITIL Service Operation) An unplanned interruption (ITIL Service Operation) HesannaHuposaHHoe
to an IT service or reduction in the quality of an IT npepbiBaHWE UK CHXXeHne kavecta UT-ycnyru.
service. Failure of a configuration item that has not C6on KOHUrypauMoHHOW eanHWLbI, KOTOPLIN eLle
yet affected service is also an incident — for He MOBMUAN Ha YCNyry, Takke siBnsieTcs
example, failure of one disk from a mirror set. WHLUWOEHTOM, KakK, Hanpumep, cbon ogHoro amcka m3
MaccuBa 3epKanupoBaHus.
incident management yrpaBneHue (ITIL Service Operation) The process responsible for | (ITIL Service Operation) Npouecc, oTBevaoLWwmi 3a
MHUMOEHTaAMK managing the lifecycle of all incidents. Incident yrpaBneHne >XM3HEeHHbIM LIMKITOM BCeX MHUNOEHTOB.

management ensures that normal service operation
is restored as quickly as possible and the business
impact is minimized.

YnpaBneHne nHungeHtammu obecneymsaet
MUHUMU3ALMIO BNUAHUSA Ha BM3HeC n
BOCCTaHOBEHWE HOPMarbHOro yHKLMOHNMPOBaAHUSA
ycnyrn Hambornee B6bICTpbIM CnocobomMm.

incident record

3anncb 06 MHUNOEHTEe

(ITIL Service Operation) A record containing the
details of an incident. Each incident record
documents the lifecycle of a single incident.

(ITIL Service Operation) 3anuck, cogepxallas
JeTanbHoe onnucaHue uHumaeHTa. Kaxaas 3anucb
00 MHUMAEHTE ONUCLIBAET KMU3HEHHbIW LMK TOMbKO
OOHOTO MHUMAEHTA.

indirect cost

KOCBEHHbIE 3aTpaThbl

(ITIL Service Strategy) The cost of providing an IT
service which cannot be allocated in full to a specific
customer — for example, the cost of providing shared
servers or software licences. Also known as
overhead. See also direct cost.

(ITIL Service Strategy) 3aTpatbl Ha
npegoctasneHue UT-ycnyrun, KOTopble HE MOTyT
ObITb MONTHOCTBIO OTHECEHBI HA KOHKPETHOTO
3akas4uvka. Hanpumep, 3aTpaThbl Ha obLime cepsepsl
U NULEH3NK NporpammMHoro obecneyeHus. Takke
M3BECTHbI Kak n3gepxku. CMm. mx. npsiMmble 3aTparthbl.
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AHMMUACKNA TEPMUH

information security
management (ISM)

Pycckui TepMuH

ynpaBneHue
WMHPOPMAaLIMOHHON
6e3onacHocTbio (ISM)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) The process responsible for
ensuring that the confidentiality, integrity and
availability of an organization’s assets, information,
data and IT services match the agreed needs of the
business. Information security management
supports business security and has a wider scope
than that of the IT service provider, and includes
handling of paper, building access, phone calls etc.
for the entire organization. See also security
management information system.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) NMpouecc, oTBevaroLwmi 3a
obecneyveHne COOTBETCTBUS KOH(PMAEHLMANbHOCTH,
LLeNTOCTHOCTM M LOCTYMHOCTU aKTUBOB,
WHpopmaLmn, AaHHbIX U UT-ycnyr KomnaHum
cornacoBaHHbIM TpeboBaHuAM G13Heca.
YnpaBneHne MHOpMaLNOHHOM 6e30NacHOCTLIO
nogaepxuBaeT 6e3onacHoOCTb Anst busHeca
nogaepxuaeT 6e3onacHOCTb bM3Heca,u umeet
Bornee WMpokyto 0bNacTb OXBaTa YEM aHANOMMYHBIN
npouecc nocrtaswumka NT-ycnyr, Bknovas B
cebsacebsa 06paboTky GyMarkHbIX AOKYMEHTOB,
[0CTyn B 3aaHust, TenedOoHHbIe 3BOHKU U T.M., ANs
BCen opraHmsauun. Cm. mxx. nHpopmaumoHHas
cuctema ynpasneHus 6€30nacHOCTbIO.

information security
management system
(ISMS)

cucTema ynpasneHus
WMHPOPMaLIMOHHON
6esonacHocTbio (ISMS)

(ITIL Service Design) The framework of policy,
processes, functions, standards, guidelines and
tools that ensures an organization can achieve its
information security management objectives. See
also security management information system.

(ITIL Service Design) Cnctema NonuTuK,
npoLieccos, (pyHKLMIA, CTaHAAPTOB, peKoOMeHaaLmMn
M cpencTs, koTopas obecneumBatoT AOCTMXKEHNE
uenen ynpasreHus MHOpMaLMOHHOMN
©e3onacHOCTLIO opraHmM3aunn. Cm. mx.
MHpOpPMaLMOHHas cMcTeMa yrnpaBrieHus
©e30MnacHOCTLHO.

information security nonuTrka (ITIL Service Design) The policy that governs the (ITIL Service Design) MNMonutuka, koTopas

policy NHOPMaLIMOHHOM organization’s approach to information security onpegensieT NoAxo opraHM3auum K ynpaBrieHuo
BesonacHocTH management. WHpOpMaLIMOHHON 6e30MaCHOCTLIO.

information system UHOpPMaLIMOHast See management information system. Cwm. ynpaBneH4yeckasi MHhopMaLUNOHHasi cucTema.
cuctema
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AHMMUACKNA TEPMUH

information technology

(IT)

Pycckui TepMuH

NHOPMALMOHHBIE
TexHonorum (UT)

OnpepeneHne Ha aHTNIMACKOM

The use of technology for the storage,
communication or processing of information. The
technology typically includes computers,
telecommunications, applications and other
software. The information may include business
data, voice, images, video etc. Information
technology is often used to support business
processes through IT services.

OnpepeneHne Ha PycCKOM

Mcnonb3oBaHne TeXHONOrMM Ansi XpaHeHus,
obmeHa nepenayv unu obpaboTkun nHopmaLmu.
TexHonoruu obbI4HO BKMOYaOT B cebs
KOMMbIOTEPbI, TENEKOMMYHUKaLIMK, NPUNOXEHUS 1
npoyee nporpaMmHoe obecneyeHune. NHdopmauus
MOXeT BKMoyaTb B cebs busHec-aaHHble,
roriocoBble JaHHble, N3006paxeHus, BUAeo, u T.0.
NHdopmaunoHHbIe TEXHOMNOrMM 4acTo
MCnonb3ylTcs ANs Nogaepxkn buaHec-npoLeccos
npu nomowm NT-ycnyr.

infrastructure service UHPaCTPYKTypHas A type of supporting service that provides hardware, | Tun BcnomoratensHon ycnyru, Kotopas
ycnyra network or other data centre Components. The term npegocTaBnseT o6opy'D'OBaH|/|e’ CeTb WUnu gpyrue
is also used as a synonym for supporting service. KOMMOHEHTbI LLeHTpa 06paboTkN AaHHbIX. TOT
TEPMUWH TakKe CMHOHUM TepMuHa
«BCMoMorarenbHas ycnyray.
insourcing WHCOPCUHT (ITIL Service Strategy) Using an internal service (ITIL Service Strategy) MNoaxon, Npu KOTOPOM
provider to manage IT services. The term insourcing | ynpasnexve UT-ycnyramu ocyluecTensieT
is also used to describe the act of transferring the BHYTPEHHWIN MOCTABLUMK YCIyr. CM. M. BbIGOP
provision of an IT service from an external service MOZIeN¥ NPefoCTaBNeHIs YCIyT.
provider to an internal service provider. See also
service sourcing.
integrity LenoCTHOCTb (ITIL Service Design) A security principle that (ITIL Service Design) MNMpuHumn 6e3onacHoOCTH,

ensures data and configuration items are modified
only by authorized personnel and activities. Integrity
considers all possible causes of modification,
including software and hardware failure,
environmental events, and human intervention.

obecnevnBaOLLNn MOOMEPUKALMIO AAHHBIX U
KOHQUrypaLMOHHbIX eQUHNLL TOMBKO
aBTOPM3MPOBAHHbLIM MEPCOHANIOM Y
nedarenbHoCTb0. LlenocTHOCTb yuntbiBaeT Bce
BO3MOXHble conocodbl MmogndmKkaumm, BKoYas
nporpaMmmHble U annapaTHble cbon, BHELLHME
CcobObITUS 1 BMeLlaTeNbCTBO YeroBeka.
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AHMMUACKNA TEPMUH

interactive voice
response (IVR)

Pycckui TepMuH

MHTEpPaKTUBHaA
royiocoBad cuctema
(IVR)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) A form of automatic call
distribution that accepts user input, such as key
presses and spoken commands, to identify the
correct destination for incoming calls.

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) Pa3HOBUOHOCTb
aBTOMaTUYECKOro pacrnpeneneHnst 3BOHKOB, Npu
KOTOPOM KOMaHZbl OT NONb30BaTENsl, TAaKNE Kak
Ha)kaTus KrnaBuWLL U roSfIOCOBbIE KOMaHAbI,
NCMonNb3yTCA ANs onpeaeneHns NpaBUbHOro
HasHa4YeHNs1 BXOASLLErO 3BOHKA.

intermediate recovery

MPOMEXYTOYHOE
BOCCTaHOBIIEHNE

(ITIL Service Design) A recovery option that is also
known as warm standby. Intermediate recovery
usually uses a shared portable or fixed facility that
has computer systems and network components.
The hardware and software will need to be
configured, and data will need to be restored, as
part of the IT service continuity plan. Typical
recovery times for intermediate recovery are one to
three days.

(ITIL Service Design) Cnocob BoccTaHOBMNEHWS,
TakKe N3BECTHbLIN Kak TEnnoe pesepBupoBaHue.
Mpy NPOMEXYTOYHOM BOCCTAHOBIIEHUN OObLIYHO
ncnonb3yeTcs 0OLMIA MOBUMNBbHBIN UK
CTaUWOHapPHbIN Pe3epBHbIN LLEHTP, OCHALLEHHbIN
KOMMbIOTEPHLIMU CUCTEMAMW U CETEBLIMU
KoMnoHeHTamn. KoHdurypmpoBaHue annapaTtHoro u
nporpamMmmHoro obecneveHus, a Takke
BOCCTaHOBMEHUE AaHHbIX BbIMOMHATCA B pamKax
nnaHa HenpepbiBHOCTU UT-ycnyr.

internal customer

BHyTpeHHI/IIZ 3aKa34uk

A customer who works for the same business as the
IT service provider. See also external customer;
internal service provider.

3akasuuk, paboTatoLmin 4ns Toro xxe busHeca, 4YTo U
noctaBwmk AT-ycnyr. CM. TXK. BHYyTPEHHUI
MOCTaBLLMK YCITYr, BHELLHUIA 3aKa34uK.

internal metric

BHYTPEHHAA MEeTpPUKa

A metric that is used within the IT service provider to
monitor the efficiency, effectiveness or cost
effectiveness of the IT service provider’s internal
processes. Internal metrics are not normally
reported to the customer of the IT service. See also
external metric.

MeTpuka, kKOTOpasa Ncnonb3yeTcs noctasLwmkom UT-
ycnyr Ansg MOHUTOPUHra adPeKTUBHOCTH
BHYTPEHHMX NMPOLECCOB, UX Pe3yrnbTaTUBHOCTU U
apbpekTnBHOCTU 3aTpaTt. BHyTpeHHUEe MeTpukm
0ObIl4HO HE NpeaoCTaBNAKTCA 3aka3dnkam UT-
ycnyr. CM. mxX. BHELLHAA MeTpuKa.
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AHIIIMNCKNA TEPMUH

internal rate of return
(IRR)

Pycckun TepmuH

BHYTPEHHSAS HOpMma
aoxogHocTtu (BHA)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A technique used to help
make decisions about capital expenditure. It
calculates a figure that allows two or more
alternative investments to be compared. A larger
internal rate of return indicates a better investment.
See also net present value; return on investment.

On peneneHne Ha pycCKoM

(ITIL Service Strategy) TexHuka, ucnonbdyemas ans
MPUHATUSA PELUEHNIN OTHOCUTENBHO KanuTanbHbIX
3aTpart. BHyTpeHHsAs Hopma goxogHocTwu (irr) - aTo
YUCNEHHbIV NoKasaTernb AN CPaBHEHUS ABYX Ui
HECKONbKUX anbTepHaTUBHbLIX MHBECTULMI. Bonee
BbICOKWI NoKasaTernb BHYTPEHHEN HOPMBI
OOXOOHOCTU yKasbiBaeT Ha 6onee BblirogHble
nHsectTuummn. Cm. mx. Ymctas npusegeHHas
CTOMMOCTb; BO3BpaT UHBECTULINN.

internal service provider

BHYTpeHHI/II7I nocTaBLUK
ycnyr

(ITIL Service Strategy) An IT service provider that is
part of the same organization as its customer. An IT
service provider may have both internal and external
customers. See also insourcing; Type | service
provider; Type Il service provider.

(ITIL Service Strategy) MoctaBwmk NT-ycnyr,
KOTOPbIN ABNSIETCA YacTblo Ton ke OpraHusaumm,
4YTO U 3aKkas4uk. NocTaBmk NT-ycnyr MoxeT
OOHOBPEMEHHO UMETb BHYTPEHHUX N BHELLIHUX
3akas4ymkoB. CM. mx. NnocTaBLLuMK ycnyr Tuna |;
nocTasLymK ycnyr Tuna Il; MIHCOPCUHT.

International
Organization for
Standardization (ISO)

MexayHapoaHas
opraHm3auusi no
ctaHgapTtusauum (MCO)

The International Organization for Standardization
(ISO) is the world’s largest developer of standards.
ISO is a non-governmental organization that is a
network of the national standards institutes of 156
countries. See www.iso.org for further information
about ISO.

MexayHapoaHasa opraHusauus no ctaHgapTusauum
(NCO) - kpynHenLINN B Mnpe paspaboTumk
CtanpapTtoB. UCO - aTo HenpaBuTeNbLCTBEHHAA
opraHusauusi, CeTb HaUMOHamNbHbIX UHCTUTYTOB
cTaHgapTtusaumm 156 ctpaH. JJononHUTENbHYO
nHpopmaumo 06 NCO MOXHO HalTe Ha canTe

WWW.iS0.0rqg.

International Standards
Organization

OpraHnsauus no
MeXAYyHaPOLHbIM
cTaHgapTam

See International Organization for Standardization.

Cwm. MexayHapoaHasi opraHusaums no
cTaHgapTusauum
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AHMMUACKNA TEPMUH

internet service provider
(ISP)

Pycckui TepMuH

WHTEepPHEeT-NpoBangep

OnpepeneHne Ha aHTNIMACKOM

An external service provider that provides access to
the internet. Most ISPs also provide other IT
services such as web hosting.

OnpepeneHne Ha PycCKOM

BHelUHMI nocTaBLLUMK yCnyr, NpeaoCcTaBnsoLWL MM
[OCTyN K UHTEpPHET. BoNbLUMHCTBO MHTEPHET-
npoBanaepoB Takke npegocrasnget npoyne UT-
yCrnyru, Takme Kak ycnyru XoCTuHra.

invocation

akTnBauunsa

(ITIL Service Design) Initiation of the steps defined
in a plan — for example, initiating the IT service
continuity plan for one or more IT services.

(ITIL Service Design) MHMumaums waros,
onpegerneHHbIX B nnaHe. K npyumepy, nHnumnaums
nnaHa HenpepbiBHOCTU UT-ycnyr ans ogHom unu
Heckonbkux UT-ycnyr.

Ishikawa diagram

Aunarpamma Nwmnkasbl

(ITIL Continual Service Improvement) (ITIL Service
Operation) A technique that helps a team to identify
all the possible causes of a problem. Originally
devised by Kaoru Ishikawa, the output of this
technigue is a diagram that looks like a fishbone.

(ITIL Continual Service Improvement) (ITIL Service
Operation) TexHuka, nomoraroLias KomaHae
onpegennTb BCE BO3MOXHbIE MPUYNHBI NPOGembl.
lMepBoHavanbHO Obina paspaboTtaHa Kaopy
Nwwkason (Kaoru Ishikawa), pesynbtatom paboTtbl
3TON MEeTOAMKN ABNSETCA Anarpamma, noxoxas Ha
pblbuii ckener.

ISO 9000 MNCO 9000 A generic term that refers to a number of OB TEPMUH, UCTIONb3YEMbIN [Nt 0603HaYEHNA
international standards and guidelines for quality rPyMbl MeXAyHapOaHbIX CTAHAAPTOB W
management systems. See w_ww.iso.org for more peKkoMeHAaLMii AN1s CUCTEM MEHEeKMEHTa
mformatlc_)n. See also International Organization for kauecTsa. [JoNONHUTENbHYH0 MHEOPMALMIO MOXKHO
Standardization. HanTe Ha canTe Www.iso.org. Cm. mx.

MexpgyHapoaHas opraHusaumst no ctaHgapTusauun.

ISO 9001 MCO 9001 An international standard for quality management MexayHapoaHbIi cTaHAapT AN CUCTEM
systems. See also ISO 9000; standard. MeHeKMeHTa kadecTBa. Cm. mx. 1SO 9000;

cTaHgaprT.

ISO/IEC 20000 MNCO/M3K 20000 An international standard for IT service management | MexagyHapoaHbin cTaHaapT ansa ynpasneHus UT-

ycnyramu.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

ISO/IEC 27001 MCO/M3K 27001 (ITIL Continual Service Improvement) (ITIL Service | (ITIL Continual Service Improvement) (ITIL Service
Design) An international specification for information | pesign) MexayHapoaHas cneumndukaums ans
security management. The corresponding code of yNpaBnieHus MHOPMALMOHHON 6E30MacHOCTbIO.
practice is ISO/IEC 27002. See also standard. COOTBETCTBYIOLUMM NPaKTUYECKAM PYKOBOACTBOM

asnaetca MCO/M3K 27002. Cm. mx. cTaHgapT.

ISO/IEC 27002 MCO/M3K 27002 (ITIL Continual Service Improvement) An (ITIL Continual Service Improvement)

international code of practice for information security
management. The corresponding specification is
ISO/IEC 27001. See also standard.

MexagyHapoaHoe npakTuyeckoe pykoBOACTBO MO
yNpaBreHno MHPOPMaLMOHHON 6e30MaCHOCTLIO.
CooTtBeTCcTBYIOLWAA cneundgmrkaumns onpegeneHa B
NCO/M3BK 27001. Cm. mx. cTtaHaaprT.

IT accounting

y4yét 3atpart gnsa UT

See accounting.

Cm. y4éT 3aTpar.

IT infrastructure

UT-UH(paCTpyKTypa

All of the hardware, software, networks, facilities etc.
that are required to develop, test, deliver, monitor,
control or support applications and IT services. The
term includes all of the information technology but
not the associated people, processes and
documentation.

Bce annapaTtHoe 1 nporpammHoe obecneyeHme,
ceTu, NHxeHepHoe obecnevenHne u T.M0.,
HeobxoauMble Anst pa3paboTku, TECTMPOBaHMS,
npegocTaBrneHnsi, MOHUTOPWUHIa, KOHTPOMS Unx
nogaepxkn NT-ycnyr. Tepmud UT-uHdppacTpykTypa
BKMoYyaeT B cebsi BCe KOMMOHEHTbI
WHPOPMALIMOHHBIX TEXHOMOIMIN, HO He BKNOYaeT
CBSAI3aHHbIE C HUMMW NepcoHarn, NpoLecchl n
OOKyMeHTauuio.

IT operations

akcnnyatauua UT

(ITIL Service Operation) Activities carried out by IT
operations control, including console management,
job scheduling, backup and restore, and print and
output management. IT operations is also used as a
synonym for service operation.

(ITIL Service Operation) feAtensHoOCTH,
BbIMONHAEMble (DYHKLMEN KOHTPOMS 3KCnyaTaumm
WUT, B TOM Yncne KOHCOMNbHOE ynpasBneHue,
nnaHvpoBaHve 3agad, pe3epBHOe KonnpoBaHue,
BOCCTaHOBMEHWe, NevaTb 1 ynpasrieHne BbIBOLOM.
OkcnnyaTtaumsa UT Takke ncnonb3yeTcs Kak
CYHOHWM 3KChnyaTauuu ycnyr.
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AHMMUACKNA TEPMUH

IT operations control

Pycckui TepMuH

KOHTPOIb
akcnnyatauum AT

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) The function responsible for
monitoring and control of the IT services and IT
infrastructure. See also operations bridge.

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) ®yHKUMA, OTBEYarOLWas 3a
MOHUTOPWHT 1 KOHTponb UT-ycnyr n nt-
UHMPaACTPYKTYpbl. CM. MXX. LEHTP OnepaLoHHOro
yrnpaBneHus.

IT operations

yrnpasneHue

(ITIL Service Operation) The function within an IT

(ITIL Service Operation) ®yHkuMa noctasLmka UT-

management akcnnyaTauum AT service provider that performs the daily activities yCryr, KoTopasi BbIMOSHAET NOBCEAHEBHYHO
needed to manage IT services and the supporting IT | geaTenbHOCTb, Heobxoanmyto anga ynpasneHus UT-
infrastructure. IT operations management includes ycnyramu v nogaepxkn UT-uHdpacTpykTypsbl.
IT operations control and facilities management. YnpaeneHue akcnnyataumun UT BKNtoYaeT KOHTPOINb
onepauunoHHoro ynpasneHusa UT n ynpaenexHve
WHXeHepHbIM obecnedyeHnem.
IT service NT-ycnyra A service provided by an IT service provider. An IT Ycnyra, npegoctaBnsemas noctasLmkom UT-ycnyr.

service is made up of a combination of information
technology, people and processes. A customer-
facing IT service directly supports the business
processes of one or more customers and its service
level targets should be defined in a service level
agreement. Other IT services, called supporting
services, are not directly used by the business but
are required by the service provider to deliver
customer-facing services. See also core service;
enabling service; enhancing service; service; service
package.

WUT-ycnyra BkntovaeT B ceba nHpopMaLMOHHbIe
TexHonoruu, npoueccel u nogen. UT-ycnyra,
OpPVMEHTUPOBaHHAsA Ha 3aKka3yuka, HenocpeaCcTBEHHO
nogaepxuBaeT 6usHec NpoLeccbl OQHOrO UMNu
Dornee 3aka3unkoB, €€ LeneBble NokasarTenu
OOMKHbI BbITb ONpeaeneHsbl B cornaweHmmn ob
yposHe ycnyr. dpyrue NT-ycnyrn, HasbiBaemMble
NnoaaepX1BatoLWMMK, He NCMONb3yTcA BaHecom
HenocpeacTBEHHO, HO HEO6XOAUMbI MOCTaBLUUKY
ycnyr ans NnpeaocTaBneHns yenyr,
OPUEHTUPOBAHHbIX Ha 3aKasuuka.

Cm. mx. 6asoBas ycnyra; BcromoratenbHasi ycnyra;
JononHsLWwasna ycnyra; nakeT ycnyr.
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AHMMUACKNA TEPMUH

IT service continuity
management (ITSCM)

Pycckui TepMuH

ynpaBneHue
HenpepbIBHOCTbIO UT-
yenyr (ITSCM)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) The process responsible for
managing risks that could seriously affect IT
services. IT service continuity management ensures
that the IT service provider can always provide
minimum agreed service levels, by reducing the risk
to an acceptable level and planning for the recovery
of IT services. IT service continuity management
supports business continuity management.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) NMpouecc, oTBevaroLwmi 3a
yrpaBneHue puckamm, KotTopble BrnusaoT Ha T-
ycnyrn. YnpasneHue HenpepbiBHOCTbO UT-ycnyr
obecneynBaeT noctasLuky VT-ycnyr BO3MOXHOCTb
NOCTOSIHHO NPeAOCTaBNAATE MUHUMAIBHO
COrnacoBaHHbIN YPOBEHb YCMYT 3a CHET CHUXKEHME
PVCKOB A0 NPUEMIIEMOIO YPOBHSA U NIaHUPOBaHUSA
BoccTaHoBneHus UT-ycnyr. YnpasneHue
HenpepbIBHOCTBLIO T-ycnyr JOMKHO NogaepXmBathb
npouecc ynpaeneHnsi HeNpepbiBHOCTLIO OM3Heca.

IT service continuity
plan

nnaH HenpepbIBHOCTY
UT-ycnyr

(ITIL Service Design) A plan defining the steps
required to recover one or more IT services. The
plan also identifies the triggers for invocation, people
to be involved, communications etc. The IT service
continuity plan should be part of a business
continuity plan.

(ITIL Service Design) NnaH, onpegensaiowuin waru,
HeobxoauMble Anst BOCCTAHOBMEHNSA OAHON UMK
Heckonbkux UT-ycnyr. MNnaH onpenenseT cobbiTus,
KOTOpble ABNAKTCA OCHOBaHWEM ANS €ro
aKkTMBauum, nogemn, KoTopble AOMKHbI ObiTb
3aeNCTBOBaHbI, CpeacTBa KOMMYHMKALUKN U T.0.
MnaH HenpepbiBHOCTU UT-ycnyr AOmKeH SBRATLCA
YacTblo NIiaHa nnaHa HenpepbIBHOCTM BU3Heca.

IT service management
(ITSM)

ynpaeneHuve NT-
ycnyramu (ITSM)

The implementation and management of quality IT
services that meet the needs of the business. IT
service management is performed by IT service
providers through an appropriate mix of people,
process and information technology. See also
service management.

BHeapeHue u ynpasneHune kayectBeHHbIMU UT-
ycrnyramu, KoTopble COOTBETCTBYIOT NOTPEOHOCTSM
OusHeca. YnpaeneHue UT-ycnyrammn peanunsyertcs
noctaswukamm UT-ycnyr nyTem ncnonb3oBaHus
Hanbornee onTMManbHOro CoOMeTaHNsA NOeN,
npoLLeccoB 1 MHPOPMAaLMOHHBIX TeXHONornn. Cm.
TX. ynpaBreHue ycnyramu.
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AHIIIMNCKNA TEPMUH

IT Service Management
Forum (itSMF)

Pycckun TepmuH

dopym no Bonpocam
ynpasneHuns UT-
ycnyramu (itSMF)

OnpepeneHne Ha aHTNIMACKOM

The IT Service Management Forum is an
independent organization dedicated to promoting a
professional approach to IT service management.
The itSMF is a not-for-profit membership
organization 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 www.itsmf.com for more information.

On peneneHne Ha pycCKoM

®opym no Bonpocam ynpasneHus UT-ycnyramu ato
HesaBVCMMas opraHnsaums, kotopas 3aHMMaeTcs
NPOABMXEHNEM NpodeccnoHanbHoro nogxoaa K
Ynpaenexuto UT-ycnyramu. itSMF ato
HeKoMMepYecKasi opraHu3aums ¢
npeacTaBUTENbCTBaMU B OONBbLUMHCTBE CTPaH Mupa
(otaeneHus itSMF). itSMF n ee npeacraBuTenu
cnocobceTBytoT pa3utuio ITIL n cBA3aHHbIX
CcTaHAapToB ynpasneHus UT-ycnyramum.
[ononHuTenbHy0 MHGOPMAaLMIO MOXHO HaNTK Ha
cavte www.itsmf.com.

IT service provider

noctasLmk NT-ycnyr

(ITIL Service Strategy) A service provider that
provides IT services to internal or external
customers.

(ITIL Service Strategy) NocTaBLumK ycnyr,
npepoctasnstowmn UT-ycnyrn BHyTpeHHUM mnu
BHelwHMM 3aKka34dvkam.

IT steering group (ISG)

rpynna no ynpasrieHUto
UT (ISG)

(ITIL Service Design) (ITIL Service Strategy) A
formal group that is responsible for ensuring that
business and IT service provider strategies and
plans are closely aligned. An IT steering group
includes senior representatives from the business
and the IT service provider. Also known as IT
strategy group or IT steering committee.

(ITIL Service Design) (ITIL Service Strategy)
pynna, oTBeTCTBEHHAs 3a obecneyeHne B3aMMHOTO
COOTBETCTBMSA CTpaTerni u nnaHoe busHeca u
nocrasLmka NT-ycnyr. B rpynny no ynpasnexuio
T BxogaT npeacrasutenu pykosoactea busHeca u
nocrasLmka UT-ycnyr. Takke MOXET HasbiBaTbCS
«rpynna no ctpaterm NT» nnn «komuteT no
ynpasneHuo UT».
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

ITIL® ITIL® A set of best-practice publications for IT service HabGop nybnukauuin, coaepalumii nydiumne npakTuku
management. Owned by the Cabinet Office (part of B 06nacTu ynpaenexust UT-ycnyramu. ITIL
HM vaernment), ITIL givgs guidance on the COLEPXKNT PEKOMEHAALMM MO MPEefoCTaBIEHIIO
Runctions and other capabiliies needecto support | '21SCTeCHHbIx VT-yonyr, npoteccos, Gy, a
them. The ITIL framew%rk is based on a servﬁ:rt)a TAIOKE APYTUX CPEACTB, HEODXORMMBIX ANA UX
lifecycle and consists of five lifecycle stages (service noanepxku. CTpykTypa ITIL OCHOB?Ha Ha
strategy, service design, service transition, service | K13HEHHOM LM KNE yCnyriA, KOTOPbIA COCTOUT 13
operation and continual service improvement), each | MATV CTaAuii (CTpaTerns, NpoeKTMpoBaHMe,
of which has its own supporting publication. There is | MPeobpa3oBaHu1e, KcnnyaTaLys 1 NOCTOSHHOE
also a set of complementary ITIL publications coBepLUeHCTBOBaHWe). Kaxaomn 13 aTux ctaauii
providing guidance specific to industry sectors, cooTBeTcBYeT onpeaenéHHas kaura ITIL. Takke
organization types, operating models and CYLLIECTBYIOT AOMOMHUTENbHbBIE NYOMKaumm,
technology architectures. See www.itil- BxoasLme B ITIL, cogepxalume cneumpuyHble
officialsite.com for more information. peKOMEHAALMM MO UAYCTPUSIM, TUNAM KOMMNaHWI,
Mogensm paboTbl U TEXHONOTMYECKNM
apxutektypam.llpaBa Ha ITIL npuHagnexar
cekpeTapuaTy kabuHeTa MMHUCTPOB NPaBUTENbCTBA
BenukobputaHun. [JononHUTENbHYO MHGOpMaL Mo
MOXHO HanTe Ha canTe www.itil-officialsite.com.
job description OOJPKHOCTHas A document that defines the roles, responsibilities, IIoKyMEeHT, KOTOpbIV onpeaenseT ponu, 30HbI
NHCTPYKLUUS skills and knowledge required by a particular person. | OTBETCTBEHHOCTU, HaBbIKM U 3HaHUS, TpeOyeMbie OT

One job description can include multiple roles — for
example, the roles of configuration manager and
change manager may be carried out by one person.

onpeferneHHoro coTpyaHuka. [JormkHOCTHas
WHCTPYKLUS MOXET BKITHOYaTb HECKOIBLKO ponewn,
Hanpumep ponu MeHemxep KoHUrypaumm un
MeHenxep M3MEHEHUIN MOTYT BbINMOMHATLCS OOHUM
COTPYOHUNKOM.
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AHMMUACKNA TEPMUH

job scheduling

Pycckui TepMuH

nnaHnposaHmne 3agavd

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) Planning and managing the
execution of software tasks that are required as part
of an IT service. Job scheduling is carried out by IT
operations management, and is often automated
using software tools that run batch or online tasks at
specific times of the day, week, month or year.

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) NnaHupoBaHue K
yrnpasneHne paboTomn nporpaMmmHoro obecneyeHuns
cocTtasnstoLero Yactb UT-ycnyru. MNnaHnposaHne
3aJad Npom3BOAUTCH B pamMKax yrnpaBneHus
akcnnyaTaumen NT, n yacto aBToMaTusnpyeTca
nocpeacTBOM MPOrpaMMHbIX CpeacTB, KOTOpbIe
BbIMOMHSAIOT 3aMycK B yKazaHHOE BpeMSs OHS,
HeZenu, Mecsua unu roga.

Kano model

moaenb KaHo

(ITIL Service Strategy) A model developed by
Noriaki Kano that is used to help understand
customer preferences. The Kano model considers
attributes of an IT service grouped into areas such
as basic factors, excitement factors, performance
factors etc.

(ITIL Service Strategy) Mogenb, paspabotaHHas
Hopuaku KaHo (Noriaki Kano). Mogenb
ucnone3yeTtca Ans obneryeHns NoOHMMaHus
npeanoyTeHun 3akazyuka. Mogenb KaHo yynthiBaeT
aTpubyTtbl UT-ycnyru, crpynnupoBaHHble no
0obnacTsiM: OCHOBHbIE (bakTopbl, hakTopbI
BOCXULLEHWS, pakTopbl MPON3BOAUTENBHOCTM U T.1.

Kepner and Tregoe
analysis

aHanus KenHepa un
Tpero

(ITIL Service Operation) A structured approach to
problem solving. The problem is analysed in terms
of what, where, when and extent. Possible causes
are identified, the most probable cause is tested,
and the true cause is verified.

(ITIL Service Operation) CucteMHbIn Noaxon K
paspeLueHuto MNMpobnem. MNpobnema aHanusupyetcs
B TepMuHax "4Tto", "roe", "korga" u "ckonbko".
OnpepgensatoTca BO3MOXHbIe NpU4MHbI. Hanbonee
BEpOSATHasA Npu4YnHa npoeepseTcs. Takum obpasom,

onpenenaeTca UCTUHHaA NpuynHa.
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AHMMUACKNA TEPMUH

key performance
indicator (KPI)

Pycckui TepMuH

KIMoYeBOW NokasaTernb
acpdekTnBHocTH (KIM3I)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) A metric that is used to help manage an IT
service, process, plan, project or other activity. Key
performance indicators are used to measure the
achievement of critical success factors. Many
metrics may be measured, but only the most
important of these are defined as key performance
indicators and used to actively manage and report
on the process, IT service or activity. They should
be selected to ensure that efficiency, effectiveness
and cost effectiveness are all managed.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) MeTpuka, koTopasi Mcrnosnb3yeTcs A5is
ynpasneHusa UT-ycnyroi, npoueccom, nnaHom,
NPOEKTOM UKW ApPYron AesaTenbHOCTbI0. Knouesble
nokasatenu adEeKTMBHOCTM UCNONb3YIOTCS ANS
N3MepeHnsl peanusauun KnoveBbiX ()akTopoB
ycnexa. TONbKO BaXXHENLIne U3 BCEX N3MEPUMBIX
MEeTPUYK ONpeaensoTCcs Kak KItoveBble nokasaTtenu
3 PeKTUBHOCTUI M UCNONBL3YHTCA AN OTYETHOCTHU
1 ynpasneHusa npoueccom, NT-ycnyron nnm
pedarenbHocTbio. KnioveBble nokasartenu

3 PEKTUBHOCTU OOMKHbI ObITb BbIOpaHbl TakUM
obpasom, 4Tobbl 06ecneunTs ynpaBneHne

3P (PEeKTUBHOCTLIO, PE3YNbTATUBHOCTLIO U

3 peKTUBHOCTLIO 3aTpar.

knowledge base

0a3a 3HaHun

(ITIL Service Transition) A logical database
containing data and information used by the service
knowledge management system.

(ITIL Service Transition) Jlorndeckasi 6asa gaHHbIX,
copepxallas AaHHble U MHopMaLmio,
ucnonb3yemble CUCTEMOW yNpaBneHUst 3HaHNAMMU
rno ycnyram.

knowledge
management

yrnpasrieHne 3HaHUSIMU

(ITIL Service Transition) The process responsible for
sharing perspectives, ideas, experience and
information, and for ensuring that these are
available in the right place and at the right time. The
knowledge management process enables informed
decisions, and improves efficiency by reducing the
need to rediscover knowledge. See also Data-to-
Information-to-Knowledge-to-Wisdom; service
knowledge management system.

(ITIL Service Transition) MNMpouecc, oTBeYvatoLwni 3a
npenocTaBfieHne 00Lero XxpaHnnuLLa To4ek
3peHus, naewn, onbita, MHGopmaumm n obecneveHme
WX OOCTYMHOCTU, KOorga aTo HeobxoaMMO.
YnpaBneHue 3HaHUSMKN CNOCOBCTBYET NPUHATUIO
WHPOPMUNPOBAHHBIX pELLEHUI 1 NOBbILLAET
3(pPEKTUBHOCTL, CHMXKasi HEOOXOAMMOCTL B
NMOBTOPHOM Moucke 3HaHUn. CM. mx. [JaHHble-
UHdpopmauma-3HaHns-MygpocTb, Cuctema
ynpaBneHus 3HaHUAMM No ycnyram.
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AHMMUACKNA TEPMUH

known error

Pycckui TepMuH

n3BecTHas owmnbka

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) A problem that has a
documented root cause and a workaround. Known
errors are created and managed throughout their
lifecycle by problem management. Known errors

may also be identified by development or suppliers.

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) Npobnema, nmetoas
33J0KYMEHTUPOBAHHbIE KOPHEBYIO MPUYMHY U
obxopgHoe pelleHne. N3BecTHbIE OLLNGKK
CO3[al0TCs U YNPaBnsATCS Ha NPOTSHKEHUU X
XKM3HEHHOTO LMKa B paMKax npouecca ynpasreHuns
npobrnemamu. N3BecTHbIE OLLIMOKN Takke MOryT
ObITb BbISIBIIEHBI pa3paboTynkamm unm
noapsg4vKamu.

known error database
(KEDB)

0a3a U3BeCTHbIX
owmnbok (KEDB)

(ITIL Service Operation) A database containing all
known error records. This database is created by
problem management and used by incident and
problem management. The known error database
may be part of the configuration management
system, or may be stored elsewhere in the service
knowledge management system.

(ITIL Service Operation) basa gaHHbIX,
cogepxawas Bce 3anucu o6 n3BeCTHbIX OLInbKax.
OTa 6a3a gaHHbIX cO34aeTcs B pamkax npoiecca
YnpaeneHus npobrnemammu u ncnonb3yeTcs
npoueccamMmu YnpaBrneHust HUnOeHTaMmmn un
npobnemamun. basza n3BeCTHbIX OLLMOOK MOXET ObITb
4YacTbl0 CUCTEMbI YNpaBneHUs KOHpUrypaumnsimm
U1 MHbIM 06pa3oM BXOAUTb B COCTaB CUCTEMBI
yrpaBreHust 3HaHUSIMM MO yCrnyram.

known error record

3anucb 06 n3BecTHOM
oLnbke

(ITIL Service Operation) A record containing the
details of a known error. Each known error record
documents the lifecycle of a known error, including
the status, root cause and workaround. In some
implementations, a known error is documented
using additional fields in a problem record.

(ITIL Service Operation) 3anunck, cogepxallas
JeTtanbHoe onucaHue M3sectHom ownbkun. B
kaxgon 3anmcu o6 n3BecTHom oLndke
JOoKyMeHTupyeTcsa XKM3HEeHHbIN uunkn N3BecTHOM
owmnbku, Bkntovas Ctatyc, KopHeBYO NMpuunHy m
O6xoaHoe pelueHune. B HEKOTOpbIX peanu3auusix
npotiecca V3BecTHas oimbka JOKYyMEHTUpyeTCs C
ncnonb3oBaHnemM OONONHUTENbHbIX nonen B 3anucu
o npobneme.
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AHMMUACKNA TEPMUH

lifecycle

Pycckui TepMuH

YKU3HEHHbIN LMKIT

OnpepeneHne Ha aHTNIMACKOM

The various stages in the life of an IT service,
configuration item, incident, problem, change etc.
The lifecycle defines the categories for status and
the status transitions that are permitted. For
example:

e The lifecycle of an application includes
requirements, design, build, deploy,
operate, optimize

e The expanded incident lifecycle includes
detection, diagnosis, repair, recovery and
restoration

e The lifecycle of a server may include:

ordered, received, in test, live, disposed etc.

OnpepeneHne Ha PycCKOM

PaanuyHble ctagum B XusHum UT-ycnyru,
KOH(UrypauMoOHHOW eguHULbI, MHLUNOEHTA,
npobnembl, U3BMeHeHust U T.4. KU3HEHHbIN LUK
onpefensieT kKateropun Ans cratyca u
paspeLleHHble nepexoabl Mexay ctatycamu.
Hanpumep:

e XKUM3HEHHbIN UUKN NPUIIOXEHUS BKIOYaeT B
cebs popmmpoBaHme TpeboBaHui,
NpoeKTMpoBaHne, COOPKY, pasBEpTbiBaHME,
3KCMnyaTauuo, oNnTUMMU3aLMIo.

e PaclmnpeHHbIN XXM3HEHHbIM LIMKN MHUMAEHTA
BKIoYaeT B cebsi oGHapyxeHne, peakumtio,
ONarHoCTUKY, NCMNpaBrieHune,
BOCCTaHOBMNEHNE U BO30OOHOBIEHME.

e KM3HEHHbIN LMKN cepBepa MoXeT
BKMoYaTb B cebs 3akas, nonyveHuve,
TECTUPOBaHME, NPOMbILLSIEHHYIO
aKCnnyaTaumio, BbIBOA N3 3KCNnyaTauum un
T.0.

line of service (LOS)

NUHenka ycnyr

(ITIL Service Strategy) A core service or service
package that has multiple service options. A line of
service is managed by a service owner and each
service option is designed to support a particular
market segment.

(ITIL Service Strategy) OcHoBHas ycnyra unu naket
ycnyr ¢ Habopom onuumi. JlnHenka ycnyr
ynpaBnsieTcd Brnagenbuem ycnyru. Kaxxgasa onuusi
YCIyrn NpoeKkTUpyeTCs AN NOAAEPXKKA
onpefenéHHoro cerMeHTa pbiHKa.
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AHMMUACKNA TEPMUH

live

Pycckui TepMuH

pexmnm npom bILLSIEHHOWN
aKcnnyatauunn

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) Refers to an IT service or
other configuration item that is being used to deliver
service to a customer.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) NpumeHsieTcsa no
OTHoLeHuo K NT-ycnyre nnm koHurypaumoHHon
eiMHuLEe, KOTopble UCNOoNb3YyTCA ANs
npeaocTaBneHnst yCnyr 3akas4uky.

live environment

cpena NPOMBbILLNIEHHON

(ITIL Service Transition) A controlled environment

(ITIL Service Transition) YnpaBnsiemas cpeaa,

aKcnnyaTauum containing live configuration items used to deliver IT | cogepxalias KOHUrypaLNOHHbIE eOUHULBI,
services to customers. HaxoasaLwmMecs B peXxume NPOMbILLIIEHHON
3KCnnyaTaumm n ucnonb3yemMble Ang
npegoctasneHus UT-ycnyr 3akasymkam.
maintainability COMNpOBOXOAaeMOCTb (ITIL Service Design) A measure of how quickly and | (ITIL Service Design) Mepa Toro, Hackonbko 6bICTPO

effectively an IT service or other configuration item
can be restored to normal working after a failure.
Maintainability is often measured and reported as
MTRS. Maintainability is also used in the context of
software or IT service development to mean ability
to be changed or repaired easily.

1 3 PEKTMBHO MOXET BbITb BOCCTAHOBIEHA
HopmanbHas pabota T-ycnyru unu gpyrom
KOHGUrypaLmoHHon nocne cbos.
ConpoBoXxaaemMocTb 4acTo U3MepsSeTcs 1
BKMOYaeTcsa B OTYETHOCTb kKak MTRS. TepmuH
«COMPOBOXAAEMOCTb» TaKKe UCMONb3yeTCsl B
KOHTeKCTe pa3paboTkun nporpaMMHOro obecneyeHuns
unn UT-ycnyrmn ana obo3HaveHns NpocToThl
N3MEHEHWST UINN NCTPaBEHMS.

major incident

3HAYUTENbHbIN

(ITIL Service Operation) The highest category of

(ITIL Service Operation) HauBbicLlas kaTteropus

MHUNOEHT impact for an incident. A major incident results in BNUSAHWS, NPUMEHSAEMAsa MHUMAEHTA. 3HaUNTENbHbIN
significant disruption to the business. WHLUWOEHT BbI3bIBAET CYLLECTBEHHbIE NOTEPU ANs
OusHeca.
manageability yrnpaBnsaemocTb An informal measure of how easily and effectively HedopMmanbHas mepa npocToTbl 1 3MEKTUBHOCTH

an IT service or other component can be managed.

ynpasneHus UT-ycnyron unv Apyrum KOMMNOHEHTOM.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

management yrpasneH4eckas Information that is used to support decision making MHdopmauus, koTopas ncnonssyeTcsa ans
information nHopmMaLms by managers. Management information is often noaaepXKn NPUHATUS peLUeHNA pyKOBOOUTENAMU.
generated automatically by tools supporting the YnpasneHyeckas nHpopmaums 4acTo
various IT service management processes. aBTOMaTUYeCKN CO3[aeTcs CucCTeMamu,
Management information often includes the values noaaepXuBaroLwMMn pasnuyHble MNpouecchi
of key performance indicators, such as ‘percentage | ynpaBnenus UT-ycnyramu. YnpaBneH4eckas
of changes leading to incidents’ or ‘first-time fix rate’. | HpopmMauUmsi YacTo BKIOYAET 3HAYEHUS KITHOYEBbIX
nokasartesnien apPeKTUBHOCTU , Takme Kak «[MpoueHT
N3MEeHEeHW, NpnBoaALWMNX K MHUMaeHTamy, nnm
«MPOLEHT peLLEeHNi C NepBOro pasa.
management yrnpaeneH4eckas (ITIL Service Design) A set of tools, data and (ITIL Service Design) HaGop MHCTPYMEHTOB,
information SyStem MHq)OpMaU,I/lOHHaﬂ information that is used to Support a process or JaHHbIX U I/IH(bOpMaLI,I/II/I, KOTOprlZ ncnonb3yeTtcst

(MIS)

cuctema (YUC)

function. Examples include the availability
management information system and the supplier
and contract management information system. See
also service knowledge management system.

ansa nogaepxku npouecca nnm oyHkummn. MNpumepsl
yrnpaBneH4yeckon MHPOPMALIMOHHON CUCTEMbI —
cucTema ynpasreHus JOCTYMHOCTbIO, cucTema
yrnpasneHus noapsiaymMkamMmm n KOHTpakTaMmu.

Management of Risk
(M_o_R®)

mMeToaonorvs
ynpaBrieHusi puckamm
M o R(M_o R®)

M_o_R includes all the activities required to identify
and control the exposure to risk, which may have an
impact on the achievement of an organization’s
business objectives. See www.mor-officialsite.com
for more details.

MeTogonoruns ynpasneHus puckamm M_o_R
onncbiBaeT BCe AENCTBUSA, Heobxoanmble Ans
WHAEeHTUMKaUMm n ynpaBneH1s puckamu, KoTopble
MOTYT UMETb BNUAHME Ha SOCTUXKeHne busHec-
uenen opraHnsaymun. JonoNHUTENbHYIO
WMHpOPMaLIMIO MOXHO HaWTK Ha canTe WwWw.mor-
officialsite.com.
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AHIIIMNCKNA TEPMUH

management system

Pycckun TepmuH

cucTema ynpaJieHust

OnpepeneHne Ha aHTNIMACKOM

The framework of policy, processes, functions,
standards, guidelines and tools that ensures an
organization or part of an organization can achieve
its objectives. This term is also used with a smaller
scope to support a specific process or activity — for
example, an event management system or risk
management system. See also system.

On peneneHne Ha pycCKoM

CwucTtema nonnTmK, NPOLEcCcoB, PyHKLNNA,
CTaHO4apTOB, PEKOMeHAALMN U UHCTPYMEHTOB,
KoTopble obecneunBaloT AOCTUXKEHNE opraHu3aumen
(Mnn eé yacTblo) NocTaBEHHbIX Lenen. 3ToT
TEPMUH Talkke UCNonb3yeTcs B Y3KOM CMbICNe Ans
OTAENbHbIX MPOLLECCOB UNKN AEATENBHOCTU —
Hanpumep, «cmuctema ynpasneHust cobbITUAMU» Unu
«cucTema ynpasneHusi puckamm». Cm. mx.
cuctema.

manual workaround

py4Hoe obxoaHoe
peLueHne

(ITIL Continual Service Improvement) A workaround
that requires manual intervention. Manual
workaround is also used as the name of a recovery
option in which the business process operates
without the use of IT services. This is a temporary
measure and is usually combined with another
recovery option.

(ITIL Continual Service Improvement) ObxoaHoe
peLueHne, KoTopoe TpebyeT py4HOro
BMelLaTenbCcTBa. PyyHoe 06X0HOE peLleHne Takke
ucnonb3yetcs ans obo3HayveHuss cnocoba
BOCCTAHOBMEHWS, NPY KOTOPOM BbIMOSTHEHNE
BusHec-npouecca npoucxoauT 6e3 Ncnonb3oBaHUs
NT-ycnyr. 9To BpeMeHHas Mepa 1 06bIYHO OHa
NPUMEHSIETCA COBMECTHO C APYrMuM criocobamu
BOCCTaHOBIIEHUA.

marginal cost

npenenbHble N3aepP>XXKN

(ITIL Service Strategy) The increase or decrease in
the cost of producing one more, or one less, unit of
output — for example, the cost of supporting an
additional user.

(ITIL Service Strategy) ameHeHne 3aTpaT npu
NPOW3BOACTBE OAHOW €AMHULbI NPOAYKTa Uik
ycnyru. Hanpmumep, cTOMMOCTb NogaepXku ogHoro
nonb3oBaTternsi.
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AHMMUACKNA TEPMUH

market space

Pycckui TepMuH

NoTeHUnanbHbIN PbIHOK

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) Opportunities that an IT
service provider could exploit to meet the business
needs of customers. Market spaces identify the
possible IT services that an IT service provider may
wish to consider delivering.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) Bce BO3MOXHOCTU, KOTOpbIE
nocrasLmk NT-ycnyr MoxeT NCNonb3oBaThb Anst
YAOBETBOPEHMS NOTPEOHOCTEN 3aKa34MKOB.
MoTeHLManbHbIV PbIHOK onpeaensieT BO3MOXHbIE
NT-ycnyru, pelueHne o npeaocTaBneHMN KOTOPbIX
MOXET NPUHATL nocTaBwmk UT-ycnyr.

maturity

3penocTb

(ITIL Continual Service Improvement) A measure of
the reliability, efficiency and effectiveness of a
process, function, organization etc. The most mature
processes and functions are formally aligned to
business objectives and strategy, and are supported
by a framework for continual improvement.

(ITIL Continual Service Improvement) Mepa
HaOEXHOCTU, 3(P(PEKTUBHOCTN U pe3ynbTaTUBHOCTH
npouecca, pyHKUMN, opraHuauum u 1.n. Hanbonee
3pernble npouecchl N PyHKUUK dhopManbHO
cornacoBaHbl ¢ OM3Hec-Lensammn n cTpaTermen, u
noaaep>XMBatoTca CUCTEMOMN NOCTOSIHHOMO
COBEpPLUEHCTBOBaHWS.

maturity level

YPOBEHb 3penocTu

A named level in a maturity model, such as the
Carnegie Mellon Capability Maturity Model
Integration.

MmeHOBaHHbIN YypOBEHb B MOAENW 3PEriOCTH, Takom
Kak komnnekcHas mogerns 3pernoctn CMMI.

mean time between
failures (MTBF)

cpefHee Bpemsl Mexay
cbosmmn (MTBF)

(ITIL Service Design) A metric for measuring and
reporting reliability. MTBF is the average time that
an IT service or other configuration item can perform
its agreed function without interruption. This is
measured from when the configuration item starts
working, until it next fails.

(ITIL Service Design) MeTpuka ons uamepeHust 1
nony4yeHnst OTHETHOCTM No HagexHocTn. MTBF aTo
cpeaHee Bpems, KOTopoe KOHUrypaumoHHast
eguHuua unu NT-ycnyra MOXeT BbIMONHATbL CBOU
dyHKUMM 6e3 npepbiBaHus. MIamepsieTcst oT Havana
paboTbl KOHPUIypaUMOHHON eauHnLbl Unn UT-
ycnyrm 0o MOMeHTa cnegyoulero cbos.

mean time between
service incidents
(MTBSI)

cpenHee BpeMsi Mexay
nHumngeHtamm (MTBSI)

(ITIL Service Design) A metric used for measuring
and reporting reliability. It is the mean time from
when a system or IT service fails, until it next fails.
MTBSI is equal to MTBF plus MTRS.

(ITIL Service Design) MeTpuka ons nsmepeHus un
nony4eHnst OTYETHOCTM No HagexHocTn. MTBSI aTo
cpegHee BpeMsi OT MoMeHTa cbosi cuctembl nnu UT-
ycnyru o cnegytoulero c6oss. MTBSI paBHo cymme
MTBF n MTRS.
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AHMMUACKNA TEPMUH

mean time to repair
(MTTR)

Pycckui TepMuH

cpefHee Bpems
ncnpasnexus (MTTR)

OnpepeneHne Ha aHTNIMACKOM

The average time taken to repair an IT service or
other configuration item after a failure. MTTR is
measured from when the configuration item fails
until it is repaired. MTTR does not include the time
required to recover or restore. It is sometimes
incorrectly used instead of mean time to restore
service.

OnpepeneHne Ha PycCKOM

CpepnHee Bpems, Heobxoanmoe ans ucrnpaereHns
UT-ycnyru unu apyron KOHUrypaLmoHHON
eanHunubl nocne cbos. MTTR namepsietcs ot
MOMeHTa cb60s KOHGUrypaLMOHHOW eaNHNLIbI Unn
NT-ycnyrm 4O MOMEHTa 3aBepLUEHNSI UCNIPaBIEHNS.
B MTTR He BkntovaeTcs Bpemsi, Tpedyemoe ans
BoccTaHoBneHusa u Bo3obHoBneHus. MTTR mnHorga
HEKOPPEKTHO TPaKTyeTCs Kak cpegHee Bpems
BoccTaHoBneHus ycnyru (MTRS).

mean time to restore
service (MTRS)

cpegHee Bpems
BOCCTaHOBEHMWSA
ycnyrm (MTRS)

The average time taken to restore an IT service or
other configuration item after a failure. MTRS is
measured from when the configuration item fails
until it is fully restored and delivering its normal
functionality. See also maintainability; mean time to
repair.

CpegaHee Bpems, Tpebyemoe s BOCCTaHOBMEHUS
KOHMrypaunoHHon eamHuusl unn UT-yecnyrmn nocne
Cb6os. MTRS namepsaetcsa oT MomeHTa Cbosa KE nnu
WT-ycnyrn oo momeHTta nonHoro BocctaHoBneHus u
BO3BpaTa kK HopMarnbHOW (PyHKLMOHANbHOCTUN. CMm.
M. CONpPOBOXAAaeMOCTb; cpeHee BpeMsi
nucnpasreHus.

metric MeTpuKa (ITIL Continual Service Improvement) Something (ITIL Continual Service Improvement) Uamepsiembiii
that is measured and reported to help manage a Y UCTONb3YeMblil B OTYETaxX nokasaTenb Ans
process, IT sgrvi'ce or activity. See also key yrnpaBreHus npoLeccom, UT-ycnyrom unm
performance indicator. LesiTeNlbHOCTb0. CM. M. KNoYeBoi nokasaTesb
appeKkTUBHOCTH.
middleware cBsA3yoLLlee (ITIL Service Design) Software that connects two or | (ITIL Service Design) MporpamMmmHoe obecneveHue,
nporpamMmmHoe more software components or applications. KOTOpoe CBsA3biBAEeT ABa Unu bonee NporpamMmmHbIX
obecneyeHne Middleware is usually purchased from a supplier,

See also commercial off the shelf.

rather than developed within the IT service provider.

KOMMOHeHTa 1unu npunoxexus. CesasytoLlee
nporpaMmHoe obecneyeHne obbIYHO NoKynaeTcs y
noapsiAYvka, a He paspabaTbiBaeTcs NOCTaBLLNKOM
WNT-ycnyr camoctoaTenbHo. CM. mxx. KopobovHoe
KOMMepYecKkoe peLleHune.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

mission Muccust A short but complete description of the overall KpaTkoe, HO nosfHoe onucaHue o6LLero
purpose and intentions of an organization. It states npegHa3HauYeHUst ¥ HaMepeHWUii OpraH13aLmm.
what is to be achieved, but not how this should be Muccust 3asiBRSIET, YTO AOIKHO BbITb 4OCTUMHYTO
done. See also vision. HO He onpeaensieT, Kakum o6pasom. CM. mx.
BUOEHME.
model Mogernb A representation of a system, process, IT service, MpencraBneHue cuctemsl, npouecca, NT-ycnyru,
configuration item etc. that is used to help KOH(UIypaLMOHHOW eanHNLbI U T.MN. KOTOpOe
understand or predict future behaviour. ucnonb3yeTtcs ans obneryeHms NOHMMaHUSA Unu
NpPOrHO3MpoBaHuns ByayLero NoBeAeHUs.
modelling MozenMpoBaHune A technique that is used to predict the future TexHuka, ncnonb3yemasi Ansi npenckasaHust

behaviour of a system, process, IT service,
configuration item etc. Modelling is commonly used
in financial management, capacity management and
availability management.

OyayLiero noBeaeHnsa cuctemsl, npouecca, UT-
yCnyru, KOHUrypaumoHHON eanHULbI 1 T.0.
MopenupoBaHue 06bI4HO UCNONb3YeTCH B
ynpasneHun prHaHcamu, ynpasneHum
MOLLHOCTAMU U ynpaBrneHun A0CTYMNHOCTbIO.

monitor control loop

UUKIT MOHUTOPUHIA N

(ITIL Service Operation) Monitoring the output of a

(ITIL Service Operation) MOHMTOPWHT pe3yrnbTaTa

yrpasneHus task, process, IT service or other configuration item; | 3agaHus, npouecca, UT-ycnyrn nnu apyron
comparing this output to a predefined norm; and KOH(UrypaLMOHHOW eanHNLIbI, CPaBHEHWE
taking appropriate action based on this comparison. | pesynbTata ¢ NpeaycTaHOBIEHHOW HOPMOW U
BbIMOSIHEHNE COOTBETCTBYHIOLLMX AEACTBUN Ha
OCHOBE CpaBHEHWUS.
monitoring MOHUTOPWHT (ITIL Service Operation) Repeated observation of a | (ITIL Service Operation) NocTosiHHOe HabnaeHne

configuration item, IT service or process to detect
events and to ensure that the current status is
known.

3a KOHUrypaunoHHon eguHunuen, NT-ycnyron nnum
MPOLIECCOM C LIENbIO OOHApPYXeHUs COObITUI 1
obecneyeHnsi MUHPOPMUPOBAHHOCTU O TEKYLLEM
COCTOSIHUMU.
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AHMMUACKNA TEPMUH

near-shore

Pycckui TepMuH

HuapLuop
(6nnskopacnonoXeHHbl
n)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) Provision of services from a
country near the country where the customer is
based. This can be the provision of an IT service, or
of supporting functions such as a service desk. See
also offshore; onshore.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) NMpepnocTtaBneHune ycnyr ns
CTpaHbl, pacnosioKEeHHON HeJaneko OT CTpaHbl
HaxoxgeHus 3aka3uymka. MoxeT OTHOCUTBCS Kak K
UT-ycnyre, Tak 1 K nogaepXmBaroLLmMmM PyHKLMAM,
TakuM Kak cnyxba nopaepxku nonb3oparenen. Cum.
m>K. OHWOop (MeCTHbIN); odoLUOop.

net present value (NPV)

ynucTasi npuBeaeHHas
ctommocTb (NPV)

(ITIL Service Strategy) A technique used to help
make decisions about capital expenditure. It
compares cash inflows with cash outflows. Positive
net present value indicates that an investment is
worthwhile. See also internal rate of return; return on
investment.

(ITIL Service Strategy) TexHuka, ucnonbdyemas ans
NPUHSTUSA PELLEHUN OTHOCUTENBHO KanuTanbHbIX
3aTtpart. B pamkax Heé cpaBHUBAOTCS BXOAALLNIA U
MUCXOOALWMN OeHeXHble NOToKU. MNonoxutensHoe
3Ha4YeHue YNCTOon NpMBEAEHHON CTOMMOCTM
yKasblBaeT Ha onpaBAaHHOCTb MHBECTULMIA. CMm.
M>K. BHYTPEHHSI HopMma NpubbInyM AOXOOHOCTY;
BO3BpaT UHBECTULMN.

normal change HopMansHoe (ITIL Service Transition) A change that is not an (ITIL Service Transition) MameHeHune, He
“3MeHeHve emergency change or a standard change. Normal SIBNSIIOLLLEECS! CPOYHBIM UMW CTAHAAPTHBIM.
changes follow the defined steps of the change HopmaribHble nameHeHns 06pabaTbiBaoTCsi Mo
management process. onpeaenéHHbLIM Liaram NpoLecca ynpasneHust
N3MEHEHUSIMN.
normal service HOpMarnbHoe (ITIL Service Operation) An operational state where | (ITIL Service Operation) CocTosiH/e 3KcnnyaTaumm,
operation q)YHKLI,I/IOHI/IpOBaHI/Ie services and Configuration items are performing B KOTOPOM YCIyTn U KOH(*)I/IrypaLI,I/IOHHbIe eauHuLbI
yenyr within their agreed service and operational levels. paboTaloT B pamkax CornacoBaHHbIX YPOBHEN YCIIyT.

ITIL® Glossary of Terms English - Russian v.1.0
© AXELOS Limited 2013
Bce npaBa 3awwmiieHbl

BocnpousseneHunst matepuana BO3MOXHO TONbKO ¢ paspeluerns AXELOS Limited
Buxpeson norotun (Swirl logo™) siBnsieTcst Toprosow mapkon AXELOS Limited
ITIL® sBnsieTca 3aperncTpmpoBaHHon Toprosoi mapkon AXELOS Limited

94




AHMMUACKNA TEPMUH

notional charging

Pycckui TepMuH

HOMWHarbHoOE
B3MMaHue onnarthbl

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) An approach to charging for
IT services. Charges to customers are calculated
and customers are informed of the charge, but no
money is actually transferred. Notional charging is
sometimes introduced to ensure that customers are
aware of the costs they incur, or as a stage during
the introduction of real charging.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) Noaoxoa k BO3MELLEHMIO
3atpat 3a UT-ycnyru. PaccumTbiBaloTCs CyMMbI K
BO3MELLIEHWNIO, 3aKa34mK MHCPOPMUPYETCS O
HeoOX04MMOCTM onnaThbl YCNyr, HO akTUYeCKU
OeHbr He B3nMaroTcs. HommHaneHoe B3uMaHue
onnaTbl MHOrAa ucnonb3yeTtcst Ans obecneyeHus
OCBEJOMJIEHHOCTUN 3aKa34yuKa O ero pearbHbIX
3aTpartax unu Kak ctagusi nepes nepexonom K
MOMHOLEHHOMY B3MMaHuIo onnaThbl.

objective

uenb

The outcomes required from a process, activity or
organization in order to ensure that its purpose will
be fulfilled. Objectives are usually expressed as
measurable targets. The term is also informally used
to mean a requirement.

KoHeuHble pe3ynbTaThl paboThl NpoLecca,
0EeATENbHOCTM UMW OpraHn3auumn, onpeaenstoLime
MX COOTBETCTBUE Ha3HayeHuto. Llenn obblvHO
BblpaXkaloT B M3MEPUMbIX NokasaTensx. TepMuH
«uenb» Takke HedopMarnbHO UCNoNbL3yeTcs Ans
0bo3HayveHus TpeboBaHus.

off the shelf

rOTOBbIE peLleHnA

See commercial off the shelf.

CM. KOMMEPYECKUIN KOPOBOYHbIA NPOAYKT.

Office of Government
Commerce (OGC)

0OGC

OGC (former owner of Best Management Practice)
and its functions have moved into the Cabinet Office
as part of HM Government. See
www.cabinetoffice.gov.uk

OGC (6biBLIMIA BNagenew nopTdens nyymx
npakTuK ynpaeneHus Best Management Practice) u
BbINOSHAEMbIE UM PYHKLMM BbINn nepeaaHsbl
cekpeTapuaTy kabuHeTa MUHUCTPOB NPaBUTENBLCTBA
Benukobputanmn. Cm. www.cabinetoffice.gov.uk.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

offshore odpLiop (ITIL Service Strategy) Provision of services from a | (ITIL Service Strategy) MpenocrasneHve ycnyr u3
location outside the country where the customer is reorpachuyeckmn yaaneHHo! OT 3aKasumka CTpaHbi,
based, often in a different continent. This can be the | yacro ¢ gpyroro koHTUHEHTa. MoXeT OTHOCHTLCS
provision of an IT service, or of supporting fu.nct|ons kak k VI T-ycryre, Tak v K NofAep 1BaloLMM
?)lrﬁﬂc?rsea service desk. See also near-shore; DYHKUMSIM, TaKIM KaK CIIyK6a NOAAepxKM
' nonb3oBatenen. CM. n>x. HnapLop
(6nm3kopacnonoXeHHbIN); OHLOP (MECTHbIN).
onshore OHLLIOP (MECTHbIN) (ITIL Service Strategy) Provision of services from a (ITIL Service Strategy) NMpenoctaBneHune ycnyr n3
location within the country where the customer is TOYKM, PACMONIOXKEHHON B TOM € CTpaHe, rae
based. See also near-shore; offshore. pacnonaraeTtcd 3aka3uuk. CM. mx. HnapLiop
(6rim3kopacnonoXeHHbINn); odLLop.
operate paboTatb To perform as expected. A process or configuration | ®PYHKUMOHUPOBATL B COOTBETCTBUU C OXKMAAHUSMU.
item is said to operate if it is delivering the required Mpouecc unu KoHdurypalmoHHas eaHula
outputs. Operate also means to perform one or paboratoT, ecnv BeinatoTcs Tpebyembie
more operations. For example, to operate a pesynbTarsi.
computer is to do the day-to-day operations needed _
aKcnnyaTMposaThb for it to perform as expected. BbInonHATe ogHy vnu 6onblue onepauuii.
Hanpumep, OkcnnyaTtnposaTb paboyyto CTaHUuIo —
3TO BbINOMHATL €XeAHEeBHbIE onepauuy,
HeobxoauMmble Ans paboTbl B COOTBETCTBUM C
OXMAAHUSAMW.
operation aKkcnnyaTaums (ITIL Service Operation) Day-to-day management of | (ITIL Service Operation) ExxegHeBHOe ynpaBneHue

an IT service, system or other configuration item.
Operation is also used to mean any predefined
activity or transaction — for example, loading a

WNT-ycnyron, Cuctemon nnu apyrumm
KoHdurypaunoHHbIM1U eAnHULAMN.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

onepauus

OnpepeneHne Ha aHTNIMACKOM

magnetic tape, accepting money at a point of sale,
or reading data from a disk drive.

OnpepeneHne Ha PycCKOM

Jliobas npegonpeaeneHHas AesaTenbHOCTb UMK
TpaH3akums. Hanpumep, 3arpyska MarHuTHON
NEHTbI, NPUHATUE OeHEr B TOYKe Npoaax Unm
YTeHMe AaHHbIX C AMCKa.

operational

onepaumoHHbIN

The lowest of three levels of planning and 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 is also a
synonym for live.

aKcnnyaTaunmoHHbIN

HWKHUIM 13 TpEX YPOBHEN NNaHNPOBaHUSA U
npegocTaBneHns ycnyr (CTpaTernyeckun,
TaKTUYECKMI, OnepaunoHHbIn). OnepaumoHHas
OesTeNnbHOCTb BKIOYaeT eXXeaHeBHOE Nnu
KpaTKOCPO4HOE MMaHupoBaHue unm
npegocTtaBneHue busHec-npoLecca unm npouecca
ynpasneHnus UT-ycnyramu.

CM. pexXxMm NPOMBILLIIEHHON SKCMyaTaumm

operational cost ornepaulmoHHble The cost resulting from running the IT services, 3aTtparbl, BO3HMKaKoLMe npy akcnnyaTauum UT-
3aTpatbl which often involves repeating payments — for YCIYr, 3a4aCTy0 ABMSIOLIMECA MOBTOPAILLMMUCS
example, staff costs, hardware maintenance and nnaTexamu. Hanpumep, sapa6oTHas nnata, onnata
electricity (also known as current expendnure or 0BCRYXMBaHMS annapaTHOro obecreyeHus u
revenue expenditure). See also capital expenditure. SNEKTPUYECTBA (TAKKE MOTYT HA3LIBATHCH «TEKYLLME
nsgepxkun»). CM. M. kanuTarnbHble 3aTpaTbl.
operational expenditure | onepaLmoHHbIe See operational cost. Cm. onepauunoHHble 3aTparhbl.

(OPEX)

nagepxkn (OPEX)
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AHMMUACKNA TEPMUH

operational level
agreement (OLA)

Pycckui TepMuH

cornaweHune
onepaunoHHOro ypoBHA
(OLA)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) An agreement between an IT service
provider and another part of the same organization.
It supports the IT service provider's delivery of IT
services to customers and defines the goods or
services to be provided and the responsibilities of
both parties. For example, there could be an
operational level agreement:

e Between the IT service provider and a
procurement department to obtain hardware
in agreed times

e Between the service desk and a support
group to provide incident resolution in
agreed times.

See also service level agreement.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) (ITIL Continual Service
Improvement) CornalwueHne mexay nocTaBLUMKOM
UT-ycnyr n apyromn 4yacTblo TOM XXe opraHusauum.
370 cornalleHne nogaep>xxueaet nocrasLymka UT-
ycnyr B npegoctasneHun NT-ycnyr 3akasdmkam.
CornalleHue onepauMoHHOro ypoBHS onpeaenseT
npepocTaBnsemMble ToBapbl UK YCnyru n
OTBETCTBEHHOCTb 06eunx CTOpoH. Hanpumep,
cornatleHunsi onepaunoHHOro YpoBHS MOryT BbiTb
3aKIYEHbI:

e Mexay noctaswmkom UT-ycnyr un
AenapTamMeHTOM CHabXeHns 0 Nony4YeHnm
annapartHoro obecneveHusi B
corfiacoBaHHoe Bpems

e Mexay cnyxboi noanepxku
nonb3oBaTenei 1 rpynnoi noaaepxXku o
paspeLleHnn HLMOEHTOB B COrMacoBaHHOe
Bpems.

Cm. mx. cornaweHue ob ypoBHe ycnyr.

operations bridge

LIeHTp onepaLnoHHOro

(ITIL Service Operation) A physical location where

(ITIL Service Operation) dunsmyeckoe

yrpaBneHus IT services and IT infrastructure are monitored and pacrnonoxeHue, oTkyaa Npon3BoguTCs MOHUTOPUHT
managed. n ynpasnexue UT-ycnyramun n UT-
WHPACTPYKTYPOMN.
operations control KOHTPOSb See IT operations control. Cm. kKOHTpOnb akcnnyaTtauuun UT.
onepawmoHHOro
ynpasneHusi
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

operations management | ynpasneHue See IT operations management. Cwm. ynpasnieHue akcnnyaTtauum UT.
onepaumnoHHoON
[EeATENbHOCTbIO
opportunity cost anbTepHaTUBHbIE (ITIL Service Strategy) A cost that is used in (ITIL Service Strategy) 3aTparthbl, KOTOpble
3arparbl deciding between investment choices. Opportunity paccmaTtpuBaloTcs npu Bolibope Mexay pasnuyHbIMm
cost represents the revenue that would have been BapvaHTaMu MHBECTULMIA. ANbTepHaATUBHbIE
generated by using the resources in a different way. | 3aTpaTbl LEMOHCTPUPYIOT A0X04, KOTOPbLIA MOT Obl
For example, the opportunity cost of purchasing a ObITb MONy4YeH Npy UCNOJIb30BaHMM PECYPCOB
new server may include not carrying out a service apyrmm cnoco6om. Hanpumep, AnbTepHaTuBHbIE
improvement activity that the money could have 3aTpaTbl NOKynkn HoBoro CepBepa MOryT He
been spent on. Opportunity cost analysis is used as | Bknto4aTb He peanvM3oBaHHYH OEATENbHOCTbL MO
part of a decision-making process, but opportunity YnyylieHnto ycnyrn Ha KoTopyto Mornu 6bl 6biTb
cost is not treated as an actual cost in any financial n3pacxofoBaHbl cpeacTea. AHanms
statement. AnbTepHaTUBHbIX 3aTpaT MOXET UCMOMNb30BaTLCSA
0N NPUHATUSA peLleHnin, Ho 3Tn 3aTpaThbl He
Yy4nTbIBAKOTCA B (PUHAHCOBOW OTYETHOCTU O
daKkTMyeckux 3aTparax.
optimize ONTUMU3NPOBAaTH Review, plan and request changes, in order to OueHunBaTb, NNaHMpoBaTh M 3anpawumsBaTb

obtain the maximum efficiency and effectiveness
from a process, configuration item, application etc.

U3MEHEHWSI C LeNblo JOCTUXKEHNS MaKCUMarbHOM
A PHEKTUBHOCTU M pe3ynNbTaTUBHOCTM NpoLecca,
KOHUIypaLVoOHHON eanHULbI, MPUIOXEHUS 1 T.M.
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AHIIIMNCKNA TEPMUH

organization

Pycckun TepmuH

opraHusaums

OnpepeneHne Ha aHTNIMACKOM

A company, legal entity or other institution. The term
is sometimes used to refer to any entity that has
people, resources and budgets — for example, a
project or business unit.

On peneneHne Ha pycCKoM

KomMmepueckas koMmnaHus, opuamnyeckoe nuuo nnm
nHoe obpasoBaHue. [pumepsbl opraHusauuin,
KOTOpble He SIBMAIOTCA KOMMaHUAMM, BKNOYaOT
MexayHapoHyo opraHm3aumio no craHgapTusaunm
unn ®opym no sonpocam ynpasneHus UT-ycnyramum
(itSMF). TepMuH «opraHnsaumsi» MHorga
ucnonbayeTtcs Ans obosHavyeHust nodoro
obpasoBaHusi, UMeLoLLLEero Naewn, pecypcbl
OlompkeTbl — Hanpumep, NpoekTa unu busHec-
nogpasgeneHus.

outcome

KOHEYHbI pe3ynbTaTt

The result of carrying out an activity, following a
process, or delivering an IT service etc. The term is
used to refer to intended results as well as to actual
results. See also objective.

PesynbTaTt BbINONHEHUSA AEATENBHOCTMH,
cnepoBaHusa npoueccy, npegoctasneHns UT-yenyru
U T.N. TEPMUH «KOHEYHbIN pe3ynbTaT»
ucnonbayeTtcs Ans obos3HaveHns Kak
npeanonaraemblx, Tak U AOCTUTHYTbIX Pe3ynbTaToB.
Cm. mx. uenb.

outsourcing ayTCOPCUHT (ITIL Service Strategy) Using an external service (ITIL Service Strategy) Micnonb3oBaHne BHELLHEro
prOVIQer to manage IT services. See also service nocTaBLLMKa yCnyr Ans ynpaBrneHus MT_ycnyraMM.
sourcing. Cm. mx. BbIGOp Modenu NpeaoCTaBneHns YCnyr.
overhead N3aepxKu See indirect cost. CM. KOCBEHHbIe 3aTpaTbl

pain value analysis

aHanns noTepb

(ITIL Service Operation) A technique used to help
identify the business impact of one or more
problems. A formula is used to calculate pain value
based on the number of users affected, the duration
of the downtime, the impact on each user, and the
cost to the business (if known).

(ITIL Service Operation) TexHuka, ncnonb3yemas
Ans vgeHTnduKkaLmm BNmsiHUA Ha 6M3HeC oaHON
UM HecKonbkux npobnem. dopmyna pacyeTta
noTepb OCHOBaHa Ha KONMMYECTBE 3aTPOHYTbIX
nonb3oBaTenemn, NPOAOIKUTENBHOCTM NPOCTOS,
BMUSIHUSI HA KAXKO0ro Nosnib3oBaTensi U CTOUMOCTU
ansa bnsHeca (ecnu n3BecTHa).
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AHMMUACKNA TEPMUH

Pareto principle

Pycckui TepMuH

npuHumn MNapeTto

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) A technique used to
prioritize activities. The Pareto principle says that
80% of the value of any activity is created with 20%
of the effort. Pareto analysis is also used in problem
management to prioritize possible problem causes
for investigation.

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) MeToguka, ncnons3yemasi
ANns npuopuTusaummn gestensHocTu. MNpuHumn
MapeTo rnacut, 4yto Ha co3gaHne 80% LIEHHOCTU
noboro Buaa geatensHocTy Tpebyetca 20%
yeunuin, AHanms NMapeTo Takke Ucnonb3yeTcs B
ynpaBrieHun npobnemamum ansi npuopuTmnsaLmm
nccnegoBaHus BO3MOXHBIX MPUYMH Npobriem.

partnership

napTHEPCTBO

A relationship between two organizations that
involves working closely together for common goals
or mutual benefit. The IT service provider should
have a partnership with the business and with third
parties who are critical to the delivery of IT services.
See also value network.

OTHOLEHMA Mexay ABYMS OpraHu3aLmsmu,
KOTOpble NpeanonaratnT TECHOE COTPYAHUYECTBO B
MHTepecax obLWwmx uenen nnnm B3amMHON BbIroAdbl.
MocTaBwunk NT-ycnyr AOmMKEH COCTOSAThL B
napTHEPCTBE C BU3HECOM U TPETBMMU CTOPOHAMMU,
KpUTUYHBIMK Ansa npegoctasneHusa UT-yenyr. Cm.
MXX. UHTErpupoBaHHas NapTHepPCKas CeTb.

passive monitoring

NaccuBHbIA MOH UTOPUHI

(ITIL Service Operation) Monitoring of a
configuration item, an IT service or a process that
relies on an alert or notification to discover the
current status. See also active monitoring.

(ITIL Service Operation) MOHUTOPUHT
KOHGUMrypaLmoHHon eanHnubl, NT-ycnyrn unu
npoLiecca, KOTOpbI OCHOBbIBAETCH Ha
OMNOBELLEHUAX UMK YBEJOMIEHUAX O TEKYLLEM
COCTOSIHUUN. CM. miK. AKTUBHbIA MOHUTOPWHT.

pattern of business
activity (PBA)

mMopenb busHec-
JeATenbHOCTH

(ITIL Service Strategy) A workload profile of one or
more business activities. Patterns of business
activity are used to help the IT service provider
understand and plan for different levels of business
activity. See also user profile.

(ITIL Service Strategy) Npodnnb paboyei Harpysku
O[HOW NI HECKONbKNX bu3Hec-aeaTensHOCTEeN.
Mogenb 6usHec-geaTenbHOCTH UCNONb3yeTcs
nocrasLmkoMm UT-ycnyr Ans NOHUMaHWS pasnmyHbIX
YPOBHEWN aKTUBHOCTU Bu3Heca v NrnaHnpoBaHus B
COOTBETCTBUU C HUMWU. CM. mxK. NpodUnb
nonb3oBaTtens.
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AHMMUACKNA TEPMUH

percentage utilization

Pycckui TepMuH

MPOLEHT 3arpysKu

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) The amount of time that a
component is busy over a given period of time. For
example, if a CPU is busy for 1,800 seconds in a
one-hour period, its utilization is 50%.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) CoBoKynHOe Bpemsi, KOTOpoe
KOMMOHEHT 3arpy>xeH B Te4YEeHNe 3a4aHHOro
nepuoga. Hanpumep, ecnu npoweccop 3arpyXeH B
TeyeHne 1800 B yac, ero NPoOLIEHT 3arpy3kn paBeH
50%

performance NpPOM3BOAUTENBHOCTb A measure of what is achieved or delivered by a Mepa Toro, Yto OCTUIHYTO UIM BbIpabOoTaHO
system, person, team, process or IT service. CUCTEMOWN, YEeNOBEKOM, KOMaHAOM, MPOLEeCCOM, UIn
UT-ycnyromn.
performance yrnpasreHue Activities to ensure that something achieves its JeatensbHocTb, obecnevmsatoas JOCTKEHME
management 3 heKTUBHOCTLIO expected outcomes in an efficient and consistent yeM-nNrMbo oXMaaemblX KOHEYHbIX pe3ynbTaToB
manner. paLUmoHanbHbIM U COrnacoBaHHbIM CrOCOBGOM.
pilot nunoT (ITIL Service Transition) A limited deployment of an | (ITIL Service Transition) OrpaHuyeHHoe
IT service, a release or a process to the live pasBépTbiBaHue - UT-ycnyr, penusa unu npouecca
environment. A pilot is used to reduce risk and to B Cpeae NPOMbILLTIEHHO aKennyaTaumu. Munot
gain user feedback and acceptance. See also MCTIONb3YeTCs A4S COKPALLEHNS PUCKOB
change evaluation; test. npoBeaeHNs NoNb30BaTENbCKOM MPUEMKN U
nony4deHnsi obpaTHOM CBsA3M OT nosnb3oBartenen. Cm.
M. OLLeHKa U3MEHEHMS; TeCTMPOBaHNeE.
plan nnaH A detailed proposal that describes the activities and | Nogpo6Hoe npegnoxeHue, KOTOPOE ONMUCbLIBAET

resources needed to achieve an objective — for
example, a plan to implement a new IT service or
process. ISO/IEC 20000 requires a plan for the
management of each IT service management
process.

OesTenbHOCTb U pecypcbl, HeobxoanmMble ANs
JoCTkeHus uenu. Hanprumep, nnaH BHeapeHus
HoBoW UT-ycnyru unu npouecca. MCO/M3K 20000
TpebyeT HanuuMsa nnaHa ynpasBreHus Ans Kaxgoro
npotiecca ynpasneHust UT-ycnyramu.
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AHMMUACKNA TEPMUH

Plan-Do-Check-Act
(PDCA)

Pycckui TepMuH

MnaHupoBaHue-
BbinonHeHme-
MpoBepka-
Koppektuposka (PDCA)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) A four-stage
cycle for process management, attributed to Edward
Deming. Plan-Do-Check-Act is also called the
Deming Cycle. Plan — design or revise processes
that support the IT services; Do — implement the
plan and manage the processes; Check — measure
the processes and IT services, compare with
objectives and produce reports; Act — plan and
implement changes to improve the processes.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) YeTbipe wara
LUKa ynpasrieHnst NpoLeccoM, pa3paboTaHHOro
Opnsapaom emuHrom (Edward Deming). Linkn
«[naHnpoBaHne- BoinonHeHne-lNpoBepka-
KoppekTupoBka» Takke Ha3bIBaloT LMKIOM
HOemuHra. NMnaHMpoBaHue — NPoOEKTUPOBaHUE Unn
nepecmoTp npoueccos, nogaepxusarowmx AT-
ycnyru. BeinonHeHune — BHeApeHve nnaHa u
ynpaBneHue npoueccom. lNMpoBepka — namepeHue
npoueccos u NT-ycnyr, cpaBHeHME C Lensmmn n
nony4deHue ot4yétHocTU. KoppekTtupoBka —
NNaHMpoBaHNe N BHegpPeHME N3MEHEHNI ANs
yny4LleHns NpoL,EeCCOB.

planned downtime

NSaHOBbIN NPOCTOM

(ITIL Service Design) Agreed time when an IT
service will not be available. Planned downtime is
often used for maintenance, upgrades and testing.
See also change window; downtime.

(ITIL Service Design) CornacosaHHoe Bpemsi, B
TeyeHne koToporo NT-ycnyra 6yaet HeaoCTynHa.
[MnaHoBbIV NPOCTOM YaCcTO UCMONb3YyeTCs ANns
TEXHUYEeCKoro obcnyxmBaHusa, 0OHOBNEHNS BEPCUN
N TECTUPOBAHUSA.CM. MXK. TEXHONOIMYECKOE OKHO
ONst UBMEHEHUIN; NPOCTON.

planning nnaHvposaHune An activity responsible for creating one or more [eaTensHOCTb NO CO34aHMI0 OAHOMO UIK
plans — for example, capacity planning. HEeCKOINbKUX NriaHoB. Hanpumep, nnaHnpoBaHne
MOLLHOCTEMN.
policy nonunTmka Formally documented management expectations 3a40KYMEHTUPOBAHHbIE YNpaBIiEHYECKME OXNOaHUS

and intentions. Policies are used to direct decisions,
and to ensure consistent and appropriate
development and implementation of processes,
standards, roles, activities, IT infrastructure etc.

1 HamepeHust. NoNUTUKM MCNonb3yTCs Anst
NPUHATUS PELLEHUIA N FrapaHTUPYHOT LENTOCTHYIO U
nocriefoBaTesnbHY0 pa3paboTKy N BHegpeHue
npoLeccoB, CTaHAapToB, posien, gesatensHocTu, NT-
WHPaCTYKTYpbl U T.N.
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AHMMUACKNA TEPMUH

portable facility

Pycckui TepMuH

MOOBUMbHbLIN pe3epBHLIN
LUeHTp

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A prefabricated building, or a
large vehicle, provided by a third party and moved to
a site when needed according to an IT service
continuity plan. See also fixed facility; recovery
option.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) C6opHoe coopyXeHune nnu
BMECTUTENbHOE TPaHCMOPTHOE CPeacTBo,
npegocraBngemMoe TpeTbeln CTOPOHON U
nepemeLLaeMoe K MECTY Ha3HayeHus npu
HeobXxoAMMOCTUN B XO4e peanusauun nnaHa
HenpepbiBHOCTU UT-ycnyr. Cm. myx. cTauMoHapHbIA
pes3epBHbI LIEHTP; CNOCO6 BOCCTAHOBMEHUS.

post-implementation

OLleHKa pe3ynbTaToB

A review that takes place after a change or a project

0O630p, BbIMNOMHAEMbIN NOCIEe BHEAPEHMS

review (PIR) BHEApPEHMS has been implemented. It determines if the change n3meHeHust unm npoekta. OueHka pe3ynbTaToB
or project was successful, and identifies BHeApeHUs onpeaenseT yCnewHocTb U3MeHeHNsI
opportunities for improvement. UIN NPOEKTA U BbISIBNSAET BO3MOXHOCTU 415
yRyudLeHus.
practice npakTuka A way of working, or a way in which work must be dakTnyeckuit cnocob BbINOMHEHUs paboTbl UMK

done. Practices can include activities, processes,
functions, standards and guidelines. See also best
practice.

cnocob, koTopbiM paboTa gomkHa ObITb BbINOMHEHA.
MpakTnkm MoryT BKNOYaTb B cebs AesaTenbHOCTb,
npoLiecchbl, PyHKUMK, CTaHAAPTbl 1 peKoMeHAaUunu.
Cm. mxx. nydlwas npaktuka.

prerequisite for success
(PFS)

Heobxoaumoe ycrosue
ycnexa

An activity that needs to be completed, or a
condition that needs to be met, to enable successful
implementation of a plan or process. It is often an
output from one process that is a required input to
another process.

[esaATenbHOCTb, KOTOPY He0BX0ANMO BbINOMHUTb,
Wnun ycrioBme, KOTOPOMY HeoB6xoauMo
COOTBETCTBOBATb, AJ1s1 YCMELHOW peanusauum
nraHa unu BHeApeHus npouecca. Heobxoanmoe
YCMOBUE ycrexa 4acTo SBMSIETCS BbIXO4OM OOHOM0
npoLecca, KoTophblii TpebyeTcs Apyromy npoueccy B
KayecTBe BXxoda.

pricing

LeHoobpasoBaHue

(ITIL Service Strategy) Pricing is the activity for
establishing how much customers will be charged.

(ITIL Service Strategy) [leAaTenbHOCTb,
onpefensoLas, kakas cymma gormkHa ObiTb
onnayeHa 3akas4mkamu.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

PRINCE2® PRINCE2® See PRojects IN Controlled Environments. Cm. MeToZOMOrMs yrnpaeneHns npoekTamm
PRINCE2.
priority npuopuTeT (ITIL Service Operation) (ITIL Service Transition) A (ITIL Service Operation) (ITIL Service Transition)

category used to identify the relative importance of
an incident, problem or change. Priority is based on
impact and urgency, and is used to identify required
times for actions to be taken. For example, the
service level agreement may state that Priority 2
incidents must be resolved within 12 hours.

KaTteropus, ncnonb3yemas gns onpegeneHus
OTHOCUTENBHON BaXXHOCTU MHUMAEHTA, Npobnemsi
unu nameHenus. MpuoputeT 6asnpyeTcst Ha
BMMSIHUWN U CPOYHOCTU M UCMONb3YeTCA Ans
onpegenenuns Tpebyemoro BpeMeHu obpaboTku.
Hanpumep, B cornaweHnm o6 ypoBHe ycrnyr MOXeT
ObITb yKasaHo, YTO MHUMAEHTLI C NPUOPUTETOM 2
OOMKHbI ObITb paspeLleHbl B TedeHne 12 yacos.

proactive monitoring

NPOAaKTUBHbIN

(ITIL Service Operation) Monitoring that looks for

(ITIL Service Operation) MOHUTOPWHT, NPU KOTOPOM

MOHWUTOPWHT patterns of events to predict possible future failures. | gepetcs nouck 3aKOHOMEpHOCTEl B COBLITUSIX AMS
See also reactive monitoring. npeackasaHusi BOAMOXHbIX ByayLuX c60eB. CMm.
M>X. peaKTUBHbBIA MOHUTOPWHT.
proactive problem npoakTnBHoe (ITIL Service Operation) Part of the problem (ITIL Service Operation) YacTb npouecca
management yrnpaeneHune management process. The objective of proactive ynpaBreHus npobnemamu. Lienbio NnpoakTMBHOIO
npobnemamu problem management is to identify problems that ynpaBreHus npobrnemamm SBMNsieTCs BbisIBIIEHNE

might otherwise be missed. Proactive problem
management analyses incident records, and uses
data collected by other IT service management
processes to identify trends or significant problems.

npobnem, KOTopble NHa4Ye Mornm Gbl ocTaThCs
He3ame4eHHbIMU. [TpoakTMBHOE ynpaBneHve
npobrnemamu aHanmMa3upyeT 3anmcy 06 MHUMAOEHTax
1 MCnonb3yeT AaHHble, COBpaHHblE NPOYNMM
npoueccamu ynpasnerua UT-ycnyramn ans
BbISIBNIEHUSI TEHOAEHLMIA UMK CYLLLEECTBEHHbIX
npobnem.
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AHIIIMNCKNA TEPMUH

Pycckun TepmuH

OnpepeneHne Ha aHTNIMACKOM

On peneneHne Ha pycCKoM

problem npobnema (ITIL Service Operation) A cause of one or more (ITIL Service Operation) MNprynHa 0gHOIo Unu
incidents. The cause is not usually known at the Heckonbkux MHungeHToB. OB6bI4HO Npu co3gaHnm
time a problem record is created, and the problem 3anvcu o npobreme nNpuyMHa HEM3BECTHA, U 3a
management process is responsible for further fanbHeviwee eé paccnegoBaHne oTBeYaeT npouecc
investigation. yrnpaBrieHus npobnemamu.
problem management yrpaBneHune (ITIL Service Operation) The process responsible for | (ITIL Service Operation) Npouecc, oTBevatoLWwni 3a
npobnemamu managing the lifecycle of all problems. Problem ynpaBrieHne XU3HEHHbIM LMKITOM BCeX Npobrem.

management proactively prevents incidents from
happening and minimizes the impact of incidents
that cannot be prevented.

YnpaeneHve npobremamu npoakTUBHO
npefoTBpaLLaeT BO3HUKHOBEHNE UHLMAEHTOB U
MUHUMMU3VPYET BNMSIHUE TEX MHLUOEHTOB, KOTOpPbIE
He MoryT GbiTb NPeAOTBPALLEHbI.

problem record

3anucb o npobreme

(ITIL Service Operation) A record containing the
details of a problem. Each problem record
documents the lifecycle of a single problem.

(ITIL Service Operation) 3anuck, cogepxallas
neTtanbHoe onucaHne npobnemsbl. Kaxxgasa sannck o
npobneme OKYMEHTUPYET XXMU3HEHHbIN LMK OOHOWN
npobnembl. CMm. mx. paboyast MHCTPYKUUSI.

procedure

npoveaypa

A document containing steps that specify how to
achieve an activity. Procedures are defined as part
of processes. See also work instruction.

[oKyMeHT, cogepXaLluii Lwarmn, KotTopble
npegnucbiBatoT cnocob BbINOMHEHUS OESATENBHOCTM.
Mpoueaypbl onpenensaTcst Kak YacTu NPOLECCOB.
Cm. mx. paboyas NMHCTPYKUUSI.
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AHMMUACKNA TEPMUH

process

Pycckui TepMuH

npouecc

OnpepeneHne Ha aHTNIMACKOM

A structured set of activities designed to accomplish
a specific objective. A process takes one or more
defined inputs and turns them into defined outputs. It
may include any of the roles, responsibilities, tools
and management controls required to reliably deliver
the outputs. A process may define policies,
standards, guidelines, activities and work
instructions if they are needed.

OnpepeneHne Ha PycCKOM

CTpyKTyppoBaHHasi COBOKYNHOCTb AENCTBUN,
CMPOEKTUPOBaHHAA ANs AOCTUXKEHUS KOHKPETHOM
uenu. Mpouecc npeobpasyeT 0ANH UMM HECKOMbKO
onpeferneHHbIX BXOA0B B ONpeaereHHble BbIXoabl.
Mpouecc moxeT BkNo4aTb B cebs nobble ponu,
OTBETCTBEHHOCTU, MHCTPYMEHTbI U KOHTPON
ynpasneHusi, HeobxoamMmble ANA HaAEXHOro
nony4eHuns Bbixoaos. Mpouecc, npu
HeobXoAMMOCTW, MOXET onpeaensaTb NONUTUKK,
CTaHAapTbl, pEKOMeHAauUmMKn, BUabl A4eATenbHOCTU 1
paboune MHCTPYKLMK.

process control

ynpasneHune npoueccom

The activity of planning and regulating a process,
with the objective of performing the process in an
effective, efficient and consistent manner.

[leaTensHOCTb Mo NNaHMPOBaHUI0 U PerynmMpoBaHuIo
npouecca, C Lenbto ero aMeKTMBHOrO,
pe3ynbTaTMBHOIO U COrMacoBaHHOIO BbIMNOMHEHUS.

process manager

MeHe[pKep npouecca

A role responsible for the operational management
of a process. The process manager’s responsibilities
include planning and coordination of all activities
required to carry out, monitor and report on the
process. There may be several process managers
for one process — for example, regional change
managers or IT service continuity managers for
each data centre. The process manager role is often
assigned to the person who carries out the process
owner role, but the two roles may be separate in
larger organizations.

Ponb, oTBevatoLasa 3a onepaunoHHOe yrnpaBreHue
npoLieccoM. B 30Hy OTBETCTBEHHOCTM MeHeKepa
npouecca BXoAnUT NNaHMpoBaHUE U KOopAMHaLKSA
BCEWN OEeATEeNnbHOCTU, Heobxoanmon ans
BbIMOJSTHEHWUS!, MOHUTOPUWHIA U NMPeLoCTaBeHUS
OTYETHOCTM No npoLeccy. B ogHoM npouecce
MOXET ObITb HECKOJTbKO MEHEKEPOB NpoLiecca,
HanpuMep, perMoHarnbHble MEHemKEPbI MO
N3MEHEHNSIM NN MEHeKepbl MO YNpaBeHnto
HenpepbIBHOCTbIO VT-ycnyr Ans Kaxaoro LeHTpa
06paboTkm aaHHbIX. Ponb MeHepkepa npolecca
4YacTo OTBOAMTCS COTPYAHUKY, BbINOMHSAOLWEMY
ponb BragenbLa npolecca, Ho B 6onee KpynHbIX
opraHusaumsx 3aTm aBe ponu MoryT 6biTb
pasgeneHsi.
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AHMMUACKNA TEPMUH

process owner

Pycckui TepMuH

Bnagenewu npouecca

OnpepeneHne Ha aHTNIMACKOM

The person who is held accountable for ensuring
that a process is fit for purpose. The process
owner’s responsibilities include sponsorship, design,
change management and continual improvement of
the process and its metrics. This role can be
assigned to the same person who carries out the
process manager role, but the two roles may be
separate in larger organizations.

OnpepeneHne Ha PycCKOM

YenoBek, OTBETCTBEHHbIN 3a obecneyeHne
COOTBETCTBUS NpoLecca CBOEMy HazHayeHuto. B
30HY OTBETCTBEHHOCTU BnajenbLa npouecca
BXOAUT CMOHCOPCTBO, MPOEKTUPOBaHME,
yrnpaBrieHne N3MeHEHNsIMN N HeNpepbIBHOE
COBEpPLLEHCTBOBAHME NpoL,ecca 1 ero METPUK.
[laHHasi porb MOXEeT Ha3Ha4yaTbCsl TOMY Xe
COTPYAHWKY, KOTOPbIA UCMOSHAET PoNnb MeHeakepa
npoLiecca, HO B KPYMHbIX OpraHM3aumsax aTn aBe
ponn MOryT ObITb pasgeneHsbl.

production environment

NPOAYKTMBHasA cpeda

See live environment.

Cm. cpena I'IpOMbILLIJ'IeHHOIZ aKcnnyatauyunn.

profit centre

LEHTp NpMobInn

(ITIL Service Strategy) A business unit that charges
for services provided. A profit centre can be created
with the objective of making a profit, recovering
costs, or running at a loss. An IT service provider
can be run as a cost centre or a profit centre.

(ITIL Service Strategy) busHec-nogpasgeneHue,
KOTOpOe B3MMaeT onnaTy 3a NpeaocTaBneHHble
ycnyrn. LleHTp npmbbinm MoxeT BbiTb CO34aH ¢
Lenblo nonyyYyeHns npubsinm, BO3MeLLeHUs 3aTpar
unu koHTpons yobiTkoB. MocTasLmk AT-ycnyr
MOXET ObITb LLEHTPOM 3aTpaT Unu LLEHTPOM
npubbInu.

pro-forma dopma A template or example document containing sample | Lla6noH nnv TMNOBOW AOKYMEHT, COAepXaLlni
data that will be replaced with real values when TUNOBbIE JaHHblE, KOTOPbIE OyAYT 3aMeHeHbI Ha
these are available. peanbHble 3Ha4YeHus, korga oHn 6ygyT OOCTYMHBI.

programme nporpamma A number of projects and activities that are planned | Pag npoekTtoB n BUAOB AeATENBHOCTU, KOTOPbIE

and managed together to achieve an overall set of
related objectives and other outcomes.

NNaHMpYyKTCS 1 YNpaBnsoTcs BMecTe Ans
[OCTWXKEHUs obero Habopa CBsI3aHHbIX Lienen un
NPOYNX KOHEYHbIX Pe3ynbTaToB.
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AHIIIMNCKNA TEPMUH

project

Pycckun TepmuH

MpPOEeKT

OnpepeneHne Ha aHTNIMACKOM

A temporary organization, with people and other
assets, that is required to achieve an objective or
other outcome. Each project has a lifecycle that
typically includes initiation, planning, execution, and
closure. Projects are usually managed using a
formal methodology such as PRojects IN Controlled
Environments (PRINCE2) or the Project
Management Body of Knowledge (PMBOK). See
also charter; project management office; project
portfolio.

On peneneHne Ha pycCKoM

BpemeHHas opraHusauus, BknovaroLasa niogen u
npoyune akTuBbl, HEOOXoANMbIE ANA OOCTUXKEHNS
Lenu unu Apyroro KOHe4YHoro pesynbtaTta. Kaxabin
NPOEKT UMeET COBCTBEHHbIN XXNU3HEHHbIN LINKIT, B
KOTOPbIN 06bIYHO BXOAUT MHULMALNS,
NnaHMpoBaHue, BbINMOMHEHUE U 3akpbiThe. [poekTbI
06bIYHO YNPaBnAKTCHA COrfacHo crneumanbHOn
MEeTOA0MorMn, HanpMMep, METOAONOMUN
ynpaerneHus npoektamn PRINCE2 nnu ctangapty
ynpasneHus npoekramn PMBOK. Cm. mx. ycTas;
oduc ynpasneHnsa npoektamm; nopTdenb NPOEKTOB.

project charter

ycTaB npoekra

See charter.

Cm. ycTasB.

Project Management
Body of Knowledge
(PMBOK)

cTaHgapT yrnpasreHust
npoektramm PMBOK
(PMBOK)

A project management standard maintained and
published by the Project Management Institute. See
www.pmi.org for more information. See also
PRojects IN Controlled Environments (PRINCE?2).

CtaHgapT ynpasneHus npoekTamu,
nogaepxueaembli U ny6rnnkyembli IHCTUTYTOM No
yrnpasneHuio npoektamu. [JononHUTENbHYO
WMHOPMaLIMIO MOXHO HaWTe Ha canTe Www.pmi.org.
Cm. mxx. MeToaonornsa ynpaeneHus npoekTamm
PRINCE2.
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AHMMUACKNA TEPMUH

Project Management
Institute (PMI)

Pycckui TepMuH

WHCTUTYT No
yrnpaBreHuio
npoektamu (PMI)

OnpepeneHne Ha aHTNIMACKOM

A membership association that advances the project
management profession through globally recognized
standards and certifications, collaborative
communities, an extensive research programme,
and professional development opportunities. PMI is
a not-for-profit membership organization with
representation in many countries around the world.
PMI maintains and publishes the Project
Management Body of Knowledge (PMBOK). See
www.pmi.org for more information. See also
PRojects IN Controlled Environments (PRINCE?2).

OnpepeneHne Ha PycCKOM

Accouuaums, CoBepLUEHCTBYLWas
npod)eccuoHarnbHy0 AeATeNbHOCTb NO YrpaBreHnto
npoeKkTamu npu NOMOLLY NOBCEMECTHO NMPU3HAHHbIX
CTaHOapToB U cepTudmKaLum, COBMECTHOW paboThl,
oBLWmMpHOM NporpamMmmbl UCCegOBaHUN U
BO3MOXHOCTEN Ans NpodeCcCnoHanbHOro pasBuTuS.
PMI — HekoMMmep4eckoe NapTHEPCTBO,
npeacTaBneHHOE BO MHOMMX CTpaHax no Bcemy
mupy. PMI nogaepxuBaeT n nybnukyet ctaHaapT
ynpasneHus npoektamm PMBOK. [JononHUTENbHY0
MHOPMaLIMIO MOXHO HalWTe Ha canTe WwWWw.pmi.org.
CmM. mx. meToaonornsa ynpasneHus npoekramm
PRINCE2.

project management
office (PMO)

ocumc ynpaeneHus
npoektamu (OYTT)

(ITIL Service Design) (ITIL Service Strategy) A
function or group responsible for managing the
lifecycle of projects. See also charter; project
portfolio.

(ITIL Service Design) (ITIL Service Strategy)
PyHKUMS unu rpynna, OTBETCTBEHHAs 3a
ynpaBfneHne >XU3HEHHbIM LIMKITOM MPOeKToB. Cwm.
mx. ycTas; nopTdernb NPOeKTOoB.
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AHMMUACKNA TEPMUH

project portfolio

Pycckui TepMuH

nopTdesib NPOEKTOB

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) (ITIL Service Strategy) A
database or structured document used to manage
projects throughout their lifecycle. The project
portfolio is used to coordinate projects and ensure
that they meet their objectives in a cost-effective and
timely manner. In larger organizations, the project
portfolio is typically defined and maintained by a
project management office. The project portfolio is
important to service portfolio management as new
services and significant changes are normally
managed as projects. See also charter.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) (ITIL Service Strategy) basa
OaHHbIX UMW CTPYKTYPUPOBAHHbBIA JOKYMEHT,
ucnonb3yemble A5 ynpaBneHns NpoekTamu B
TEeYEeHUe UX XU3HEHHoro umkna. MNoptdens
NPOEKTOB UCMONb3YyeTCa AN KoopAnHaLUum
NpoeKToB 1 obecneyeHnst CBOEBPEMEHHOIO U
3hheKTUBHOrO No 3aTpatam JOCTUXKEHUS UX Lienen.
MopTdenb npoekToB 06bIYHO onpeaensieTcs u
noggepxumeaeTcs onCoM yrnpasneHust NpoeKkTamu.
MopThenb NPOEKTOB BaXeH ANns ynpaBrieHus
noptdeneM ycnyr, Tak kak HOBbl€ YCITyri un
3Ha4YUTENbHbIE N3MEHEHNS 0ObIYHO YNPaBnsATCS
Kak npoekTbl. CM. mx. yCTaB.

projected service
outage (PSO)

0XngaemMbli NPOCTON
ycnyru

(ITIL Service Transition) A document that identifies
the effect of planned changes, maintenance
activities and test plans on agreed service levels.

(ITIL Service Transition) [lokyMeHT, onpegensawoLni
BMNUSIHWE CMITAHNPOBAHHbBIX N3MEHEHMWI, M1aHOBOIO
obcnyXmMBaHWs 1 NNaHOB TECTUPOBAHUS Ha
COrNacoBaHHbIE YPOBHU YCIyT.

PRojects IN Controlled
Environments
(PRINCE2)

mMeToaonorns
ynpaBrneHus npoekTamu
PRINCE2 (PRINCE2)

The standard UK government methodology for
project management. See www.prince-
officialsite.com for more information. See also
Project Management Body of Knowledge (PMBOK).

MeTogonorus ynpaBneHusi npoekTaMmu, npuHaTas
Kak cCTaHAapT B rocy4apCTBEHHbIX yYpexaeHuax
npaBuTenscTBa Benunkobputanun.
[JononHuTensHy MHGOPMaLMIO MOXHO HalUTK Ha
cante www.prince-officialsite.com. Cm. mx.
cTaHgapT ynpaBneHusa npoekramum PMBOK.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

qualification KBanudukaLms (ITIL Service Transition) An activity that ensures that | (ITIL Service Transition) [leaTensHocTb, KoTopas
the IT infrastructure is appropriate and correctly rapaHTupyeT, 4To UT-uHppacTpykTypa
configured to support an application or IT service. COOTBETCTBYET TPEBOBAHUSIM M KOPPEKTHO
See also validation. HacTpoeHa AN noaaepXkn npunoxeHms unu UT-
ycnyrn. Cm. mx. NoATBEpXAeHue.
quality KayecTBO The ability of a product, service or process to CnocoBHOCTL NpoayKTa, YCnyru, unu npotiecca

provide the intended value. For example, a
hardware component can be considered to be of
high quality if it performs as expected and delivers
the required reliability. Process quality also requires
an ability to monitor effectiveness and efficiency,
and to improve them if necessary. See also quality
management system.

NpefocTaBnAaTb OXuaaemyo noTpeduTenem
LeHHOCTb. Hanpumep, ka4ecTBO KOMMOHEHTA MOXET
cunTaTbCs BbICOKUM, ecnu ero paboTta
onpasAbiBaeT oXxugaHusa n obecneynBaeT
Tpebyemyto HagexHocTb. KavyecTBo npouecca
TpebyeT HanMumnsa cnocobHOCTU OTCIEXUBATb
pes3ynbTaTUBHOCTb U 3EKTUBHOCTb, a TakkKe
ynyywaTtb MX B criydae Heobxogumoctu. Cm. mx.
cucTeMa MeHeKMeEHTa KavecTsa.

quality assurance (QA)

KOHTPOJ1b Ka4yecTBa

(QA)

(ITIL Service Transition) The process responsible for
ensuring that the quality of a service, process or
other service asset will provide its intended value.
Quality assurance is also used to refer to a function
or team that performs quality assurance. This
process is not described in detail within the core ITIL
publications. See also service validation and testing.

(ITIL Service Transition) Npouecc, oTBe4varoLwmi 3a
obecneyeHre COOTBETCTBUS KavyecTBa yCcnyru,
npoLiecca unu gpyroro CEpBUCHOrO akTuBa
Tpebyemomy 3Ha4YeHut0. TEPMUH KKOHTPOIb
KayeTBa» Takke Ucnonb3yetcs ans ob6o3HayeHust
YHKUUN NN KOMaHAbl, KOTOpasi OCYLLIECTBSIET
3TOT npouecc. lNpouecc He onucbiBaeTcs AeTanbHO
B OCHOBHbIX ny6nukauuax ITIL.Cm. mx.
noaTBEPXKAEHME U TECTUPOBAHNE YCNyT.
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AHMMUACKNA TEPMUH

guality management
system (QMS)

Pycckui TepMuH

cucTemMa MeHepKMeHTa
kayectBom (CMK)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) The
framework of policy, processes, functions,
standards, guidelines and tools that ensures an
organization is of a suitable quality to reliably meet
business objectives or service levels. See also ISO
9000.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) Cuctema
NonIMTUK, npoLeccos, QYHKUNA, CTaHAApPTOB,
pekomMeHAaumMin u MHCTpYMeHTapus, oTBevaroLwas 3a
obecneyeHne HaaéxHOro COOTBETCTBUSA KayecTBa
opraHv3aummn Anst yBepeHHoro AoCTmxKeHust busHec-
uernen unum yposHen ycnyr. Cm. mxx. CO 9000.

quick win GbicTpas nobena (ITIL Continual Service Improvement) An (ITIL Continual Service Improvement)
improvement activity that is expected to provide a [eAaTensHOCTb MO COBEPLUEHCTBOBAHMIO, BO3BPAT
return on investment in a short period of time with NHBECTULMIT OT KOTOPOIl OXKUAAETCS B KpaTJaiillee
relatively small cost and effort. See also Pareto BpEMS! NP1 OTHOCHTENbHO HeBONbLUNX 3aTpaTax u
principle. yeunuax. Cm. mxx. npuHuun MNapeTo.

RACI mMaTtpuua poneun u (ITIL Service Design) A model used to help define (ITIL Service Design) Mogenb, ucnonb3yemas ans

OTBETCTBEHHOCTU
(RACI)

roles and responsibilities. RACI stands for
responsible, accountable, consulted and informed.

obneryeHvs onpeaeneHus ponen n
OtBeTcTBeHHOCTEN. RACI 03Ha4YaeT OTBETCTBEHHbIN
(responsible), yrBepxaatowwmn (accountable),
KoHCcynbTUpytowuin (consulted) n nHdopmmnpyembiin
(informed).

reactive monitoring

peakTUBHbI
MOHWUTOPWHT

(ITIL Service Operation) Monitoring that takes place
in response to an event. For example, submitting a
batch job when the previous job completes, or
logging an incident when an error occurs. See also
proactive monitoring.

(ITIL Service Operation) MOHUTOPWHT, NPU KOTOPOM
KOTOPbIN BLINOSHAETCS B OTBET Ha CobbiTue.
Hanpumep, 3anyck nakeTHOW 3agayu nocne
BbINOMHEHNs NpeablgyLlen unm permctpaums
WHUMOEHTA NPU BO3HUKHOBEHMM OLLINOKN. CM. M.
NPOAaKTMUBHbIA MOHUTOPWHT.
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AHMMUACKNA TEPMUH

real charging

Pycckui TepMuH

thakTnyeckoe BauMaHme
onnarbl

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) 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 also notional charging.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) lMonuTtuka B3MMaHus
onnarthbl, MPU KOTOPOIN NPOUCXOAMT NepeBo AeHer
3a npegocTasrieHHble NT-ycnyrn oT 3akas4dnka
noctaBwmky UT-ycnyr. CMm. nx. HOMUHaNbHoEe
B3MMaHWe onnarbl.

reciprocal arrangement

cornawleHue o

(ITIL Service Design) A recovery option. An

(ITIL Service Design) Cnocob BoccTaHOBMNEHNS.

B3aMMOMOMOLLN agreement between two organizations to share CornaweHue mexay AByMs opraHm3auusimm o
resources in an emergency — for example, high- COBMECTHOM MCMOSb30BaHNM PECYPCOB B
speed printing facilities or computer room space. 3KCTPEHHOM criyyae. Hanpumep, cornaweHne o
COBMECTHOM MCMNOMb30BaHUN MAaLMHHOTO 3ana unu
CepBEPHOW UMK CpeacTB BbICOKOCKOPOCTHOM
neyaTu.
record 3anuncb A document containing the results or other output [okymeHT, cogepxalumi pesynbTtatbl paboTbl Unu
from a process or activity. Records are evidence of MHble BbIXOAHbIE AaHHble npouecca nnm
the fact that an activity took place and may be paper | gesTenbHocTW. 3anucu cryxaT CBUAETENLCTBOM
or electronic — for example, an audit report, an (aKTUYeCKOro BbINOMHEHUS OeATENBHOCTU U MOTyT
incident record or the minutes of a meeting. ObITb NpeacTaBreHbl B GyMaXKHOM UIu
3NeKkTpoHHOM Buae. Hanpumep, oT4éTt 06 ayguTe,
3anvcb 06 MHUMAEHTE NN NPOTOKOS COBELLaHUS.
recovery BOCCTaHOBMeHWe (ITIL Service Design) (ITIL Service Operation) (ITIL Service Design) (ITIL Service Operation)

Returning a configuration item or an IT service to a
working state. Recovery of an IT service often
includes recovering data to a known consistent
state. After recovery, further steps may be needed
before the IT service can be made available to the
users (restoration).

BosBpaT KoHurypaumoHHon egmHmubl nnu UT-
ycnyrmn B pabovee coctosiHme. BocctaHoBnenne UT-
YCIyrn 4acTo BKIOYAET BOCCTAHOBIIEHME OAHHbIX K
N3BECTHOMY CTabunbHOMY cocTosiHuio. Mocne
COBCTBEHHO BOCCTAHOBMEHUS MOXET BO3HUKHYTb
NoTpebHOCTb B AOMOMHUTENbHbBIX MEPOMNPUATUSX,
HeobxoaMMbIX Ang Toro, YTobbl UT-ycnyra ctana
OOCTYMHOW ANg nonb3oBaTenen (BOCCTaHOBMEHNE).
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AHMMUACKNA TEPMUH

recovery option

Pycckui TepMuH

cnocob
BOCCTaHOBNEHUA

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A strategy for responding to
an interruption to service. Commonly used
strategies are manual workaround, reciprocal
arrangement, gradual recovery, intermediate
recovery, fast recovery, and immediate recovery.
Recovery options may make use of dedicated
facilities or third-party facilities shared by multiple
businesses.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) CtpaTterus pearmpoBaHusi Ha
npepbiBaHue ycnyru. Yacto ncnonb3yemble
cTpaterum — peanusauusi 06XO4HOrO peLleHnst
«BPYYHYIO», COrnalleHve 0 B3aumonomoLLy,
NnocTeneHHoe BOCCTAHOBIIEHUE, MPOMEXYTOYHOE
BOCCTaHOBMEHWeE, BbICTPOE BOCCTAaHOBINEHME U
HeMepnfleHHoe BoccTaHoBMeHne. Cnocobbl
BOCCTaHOBMEHMs MoryT 6asupoBaTbCs Ha
MCMNoNb30BaHMU BblAENEHHOrO 060PYA0BaHUS UK
o6opynoBaHusa TpeTbel CTOPOHbI, COBMECTHO
Mcnosib3yemMmoro pas3fimyHbiMun OusHec-
nogpasgeneHnamu.

recovery point objective
(RPO)

Luenesas Touvka
BoccTaHoBreHus (RPO)

(ITIL Service Design) (ITIL Service Operation) The
maximum amount of data that may be lost when
service is restored after an interruption. The
recovery point objective is expressed as a length of
time before the failure. 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, and used
as requirements for service design and IT service
continuity plans.

(ITIL Service Design) (ITIL Service Operation)
MakcumanbHbIn 06beM AaHHbIX, KOTOPbIE MOTyT
ObITb NOTEPSHBI MO UTOraM BOCCTaHOBIEHUS yCryrn
nocne ee npepbiBaHua. Llenesas Touka
BOCCTAHOBMNEHUS BblpaXkaeTcsl B OTPe3ke BPEMEHU
[o cbos. Hanpumep, uenesas Touka
BOCCTaHOBIEHUNSA «OAWNH AEHb» MOXET ObITb
obecrneyeHa exxeHEBHbIM PE3EPBHbLIM
KOMMpOBaHMEM, MPU 3TOM MOTYT ObITb NOTEPSIHbI
[aHHble He bonee Yyem 3a 24 yaca. [Ansa kaxgon UT-
ycrnyru Lenesas Touka BOCCTAHOBIEHUS AOSMKHA
ObITb 0DCYXKAEHA, cornacoBaHa u
3a0KYMEHTMPOBaHa, 1 B AanbHenLwem
MCNonb30BaThCs B KavecTBe TpeboBaHun aong
NPOEKTUPOBAHMSA YCNYT U NnaHa HeNnpPepbIBHOCTY
NT-ycnyr.
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AHMMUACKNA TEPMUH

recovery time objective
(RTO)

Pycckui TepMuH

LierneBoe BpeMs
BoccTaHoBreHust (RTO)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) (ITIL Service Operation) The
maximum time allowed for the recovery of an IT
service following an interruption. The service level to
be provided may be less than normal service level
targets. Recovery time objectives for each IT service
should be negotiated, agreed and documented. See
also business impact analysis.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) (ITIL Service Operation)
MakcumanbHoe Bpems, OTBEAEHHOE A4S
BoccTaHoBneHus UT-ycnyrn nocne 3a ee
npepbiBaHus. [NpegoctaBnaembii Npu 3TomM
YPOBEHb YCIyrn MOXeT OblTb HKE HOPManbHbIX
3Ha4YeHMUN LeneBbIX NoKa3aTenen ypoBHS YCnyru.
LleneBoe Bpems BOCCTAHOBMEHUS JOIMKHO BbITh
obcyxaeHo, cornacoBaHo 1 3aJ0KYMEHTUPOBAHO
ansa kaxgon NT-ycnyrn. Cm. TX. aHann3 BAUSHUA Ha
Bu3sHec.

redundancy pe3epBupoBaHue (ITIL Service Design) Use of one or more additional | (ITIL Service Design) icnonb3oBaHne 0gHOM unm
(aybnuposaHue) configuration items to provide fault tolerance. The HECKOIbKNX KOHDUIypaLMOHHbIX edeHunL, 4ns
term also has a generic meaning of obsolescence, obecneyeHns 0TKa3oyCTONYMBOCTMU.
or no longer needed.
relationship B3aMMOOTHOLLIEHNE A connection or interaction between two people or CBs3b Uy B3aUMOLENCTBUE MEXAY ABYMS JTIO4bMM

things. In business relationship management, it is
the interaction between the IT service provider and
the business. In service asset and configuration
management, it is a link between two configuration
items that identifies a dependency or connection
between them. For example, applications may be
linked to the servers they run on, and IT services
have many links to all the configuration items that
contribute to that IT service.

Unu cywHocTsMn. B ynpaeneHum
B3aMMOOTHOLLUEHNSIMU C BU3HECOM — 3TO
B3anMOZeNCTBUE MexXay nocTasLUunkom NT-ycnyr un
Ou3HecoM. B ynpaBneHun cepBCUHBIMU akTMBaMU U
KOHUrypaumsiMm — 3TO OTHOLLEHUE MeXay ABYMS
KOHUrypaLMOHHbIMWN eANHNLLAMN, KOTOPOE
onpefensiet 3aBUCMMOCTb UMK CBA3b MeXAy HUMMU.
Hanpumep, npunoxeHuns MoryTt 6biTb CBSA3aHbI C
cepBepamu, Ha KOTOPbIX OHM BbinonHsatoTed, AT-
yCnyrn UMerT MHOXECTBO CBA3EN CO BCEMMU
KOH(UrypaLMOHHbIMU eaUHULLIAMU, BHOCSLLUMUI
BKMad B UX NpegocTaBneHune.
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AHMMUACKNA TEPMUH

relationship processes

Pycckui TepMuH

npouecchl rpynnbl

OnpepeneHne Ha aHTNIMACKOM

The ISO/IEC 20000 process group that includes

OnpepeneHne Ha PycCKOM

pynna npoueccos B MICO/M3OK 20000, koTopas

B3aMMOOTHOLLEHWUI business relationship management and supplier BKItovaeT B cebs ynpaBneHue
management. B3aUMOOTHOLLEHUSIMU C BU3HECOM Y ynpaBsreHne
noapsaYvKamMu.
release penus (ITIL Service Transition) One or more changes to an | (ITIL Service Transition) OgHo nnn 6onee

IT service that are built, tested and deployed
together. A single release may include changes to
hardware, software, documentation, processes and
other components.

nameHeHnin B T-ycnyre, nOCTpoeHue,
TECTUpOBaHWE U pa3BepTbiBaHNE KOTOPbIX
BbINOMHAETCH cOBMeCTHO. OAnH penna MmoxeT
BKITIOYaThb B cebs annapaTtHoe 1 NporpaMMHoe
obecneyeHve, JONKYMeHTaLUuo, NpoLecchl u apyrue
KOMMOHEHTBI.

release and deployment
management

yrnpaBreHne penusamm
1 pa3BépTbiBaHEM

(ITIL Service Transition) The process responsible for
planning, scheduling and controlling the build, test
and deployment of releases, and for delivering new
functionality required by the business while
protecting the integrity of existing services.

(ITIL Service Transition) MNMpouecc, oTBeYvatoLWwui 3a
nnaHMpoBaHWe, COCTaBMIEHME PACMUCAHNS 1
KOHTPOJSb MOCTPOEHUS!, TECTUPOBAHUS U
pa3BEépTbIBaHWUS PENN30B, a Takke 3a
npefocTaBreHne HoOBOM OYHKLMOHANBLHOCTH,
Tpebyemon GusHecom, C CoOXpaHeHneM LIeNOCTHOCTH
CYLLECTBYIOLLNX YCHYT.

release identification

naeHTndurkaums
penusa

(ITIL Service Transition) A naming convention used
to uniquely identify a release. The release
identification typically includes a reference to the
configuration item and a version number — for
example, Microsoft Office 2010 SR2.

(ITIL Service Transition) CornaweHne o
HaVMEHOBaHUN, UCNONb3yeMoe ANSA YHVKarnbHOW
naeHTudvrkaummn penusa. geHtndpukaumnsa penuaa
00bIYHO BKItoYaeT B cebs CCbinKy Ha
COOTBETCTBYIOLLYH KOH(PUIYPALMOHHYIO eOANHULY U
Homep Bepcun. Hanpumep, Microsoft Office 2010
SR2.

release management

ynpasneHune pennsamum

See release and deployment management.

Cwm. ynpaBrieHue pennsamv U passépTbiBaHNEM.
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AHMMUACKNA TEPMUH

release package

Pycckui TepMuH

nakeTHbIA penua

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A set of configuration items
that will be built, tested and deployed together as a
single release. Each release package will usually
include one or more release units.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) Habop kKOHUrypaumoHHbIx
eOUVHWL, KOTOpble COBUPaloTCs, TECTUPYIOTCH U
BBOOATCS B 3KCMIyaTaumio BMECTE KaK eQuHbIN
penu3a. Kaxabliin nakeTHbIA penv3 o6bIYHO BKMoYaeT
B cebs HeCKONbKO eanHUL, penusa.

release record

3anuncb o pernunse

(ITIL Service Transition) A record that defines the
content of a release. A release record has
relationships with all configuration items that are
affected by the release. Release records may be in
the configuration management system or elsewhere
in the service knowledge management system.

(ITIL Service Transition) 3anucek, koTopas
onpegenseT cogepxaHue penunsa. 3annce o penuae
UMeeT B3aMMOOTHOLLEHMWS CO BCEMMU
KOHUIypaunoOHHbIMWN €AMHULLAMN, 3aTPOHYTBIMU
OaHHbIM pernun3om. 3anucu o penuaax MoryT
XPaHUTbCS B CUCTEME YNpaBrieHns
KOHGUrypaumamm unu roe-nnbo ele B cucteme
yrpaBneHns 3HaHUAMU MO ycrnyram.

release unit

enHnua pernnasa

(ITIL Service Transition) Components of an IT
service that are normally released together. A
release unit typically includes sufficient components
to perform a useful function. For example, one
release unit could be a desktop PC, including
hardware, software, licences, documentation etc. A
different release unit may be the complete payroll
application, including IT operations procedures and
user training.

(ITIL Service Transition) KomnoHeHTbl N T-ycnyrn,
KOTOpble 0OLIYHO KOMMOHYIOTCSI BMECTE U
BbIMyCKalTCA B pamKax o4Horo penusa. EguHmua
penunsa obbl4HO BKITIOYaET B Ce€0S KOMMOHEHTHI,
HeoOXxoavMble ANs BbINMOMHEHUS KAKON-NMbo
nonesHon oyHKUnn. Hanpumep, eanHuuen penmsa
MOXET ObITb HACTONbHbIN KOMMBIOTEP, BKITHOYAKOLLNA
B cebs nporpamMmHoe, annapatHoe obecneveHue,
nuueHsnn obecneyeHre, JOKYMEHTauUmo 1 T.0.
Opyrum npumepomM eguHULLLI pennsa MoxeT
CNYXWTb Lienoe NpunoXxeHne 4ns pacyeta
3apnnaTbl, BKMYas npouenypbl onepaumoHHOro
yrpaBrneHust UT U TPEHUHI U Nonb3oBaTenen.

release window

TexHosnorn4eckoe OokKHo
ana penn3os

See change window.

CM. TEXHONOrMYEeCKoe OKHO ANst UBMEHEHUNA.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

reliability HaOE&XHOCTb (ITIL Continual Service Improvement) (ITIL Service | (ITIL Continual Service Improvement) (ITIL Service
Design) A measure of how long an IT service or Design) Mepa Toro, Kak J0nro KOHUrypaLMoHHas
other configuration item can perform its agreed eauHULa unn UT-ycryra MOXeT BbINOMHSTL
function without interruption. Usually measured as cornacoBaHHbie dyHKLM 6e3 nepepbiBos. OBLIYHO
MTB'.: or MT.BSL The term can aIsQ be used_to state usmepsietcs kak MTBF nnn MTBSI. TepmuH
how likely it is that a process, function etc. will N
deliver its required outputs. See also availability. «HAAEXKHOCTLY TaKKE MOXKET ObiTb NPUMEHEH Ans
0603HavYeHns BEPOATHOCTM TOro, 4YTO NpoLecc,
dyHKUMA ¥ T.M. NponsBeayT Tpebyemble
pesynbTtatbl. CM. M. BOCTYMHOCTb.
remediation BOCCTaHOBIEHME (ITIL Service Transition) Actions taken to recover (ITIL Service Transition) [leicTBUS, BbINOMHSEMbIE
after a failed change or release. Remediation may QNst BOCCTAHOBMEHWS! NMOCIE HeYCMeLHOro
include back-out, invocation of service continuity N3MEHEHUS NN penuaa. VicnpasneHme MoxeT
plaqs, or other actions dgsigned to enable the BKMIOYaTh B ce6s BO3BPAT K NpeabiayLiemy
business process to continue. COCTOSIHWIO, MPUMEHEHUS NNAaHOB MO
HenpepbIBHOCTW YCNYr Unu apyrue OeNcTeus,
HanpasreHHble Ha BO306HOBEHNe BuU3Hec-
npowecca.
repair ncnpasneHue (ITIL Service Operation) The replacement or (ITIL Service Operation) YcTpaHeHue

correction of a failed configuration item.

HEeMCNPaBHOCTU UIM 3aMeHa OTKa3aBLUEN
KOH(UrypauMoHHON eguHULbI.

request for change
(RFC)

3anpoc Ha n3MeHeHune
(RFC)

(ITIL Service Transition) A formal proposal for a
change to be made. It includes details of the
proposed change, and may be recorded on paper or
electronically. The term is often misused to mean a
change record, or the change itself.

(ITIL Service Transition) ®opmanbHoe
npeanoxeHve Ha BbIMONHEHNE U3MeHeHus. 3anpoc
Ha n3MeHeHus BKNoYyaeT B cebs getanu
NPeAnoXeHHOro N3MeHeHUs N MOXeT BbITb 3anncaH
B ByMaxXHOM MNu aneKkTpoHHOM Buae. TepMuH
«3anpoc Ha U3MEHEHNEe» YacTo HEBEPHO
ynoTpebnseTcs B 3Ha4eHUsAX «3anncb o6
U3MEHEHUW» UNKN «M3MeHeHne» camo no cebe.

ITIL® Glossary of Terms English - Russian v.1.0
© AXELOS Limited 2013
Bce npaBa 3awwmiieHbl

BocnpousseneHunst matepuana BO3MOXHO TONbKO ¢ paspeluerns AXELOS Limited

Buxpeson norotun (Swirl logo™) siBnsieTcst Toprosow mapkon AXELOS Limited

ITIL® sBnsieTca 3aperncTpmpoBaHHon Toprosoi mapkon AXELOS Limited

119




AHMMUACKNA TEPMUH

request fulfilment

Pycckui TepMuH

ynpasreHne 3anpocamm
Ha obcnyxmnBaHue

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) The process responsible for
managing the lifecycle of all service requests.

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) MNpouecc, oTBe4vaoLWwmi 3a
ynpaBeHNe XXU3HEHHbIM LIMKITOM BCEX 3arNpoCOB Ha
obcnyxuBaHue.

request model

Mogerb 3anpoca

(ITIL Service Operation) A repeatable way of dealing
with a particular category of service request. A
request model defines specific agreed steps that will
be followed for a service request of this category.
Request models may be very simple, with no
requirement for authorization (e.g. password reset),
or may be more complex with many steps that
require authorization (e.g. provision of an existing IT
service). See also request fulfilment.

(ITIL Service Operation) MosTopsiembI cnocob
06paboTkM onpefenéHHON KaTeropumn 3anpocoB Ha
obcnyxumBaHve. Mogenb 3anpoca onpegenset
COrnacoBaHHbIe Lwaru, Kotopble OyayT BbIMOSHATLCH
Ons 3anpoca Ha obcnyXnBaHne aTON KaTeropumn.
Mopenu 3anpocoB MOryT BbITb O4EHb NPOCTLIMM, HE
TpeboBaTb cornacoBsaHus (Hanpumep, cbpoc
naponsi), unu 6onee CnoXHbIMWU, C MHOXXECTBOM
waroB, TpebyloLnx cornacoBaHus (Hanpumep,
nogkntoyeHune cywecteytowen AT-ycnyrn). Cm. mx.
ynpaereHune 3anpocamMm Ha 00CnyXnuBaHue.

requirement TpeboBaHue (ITIL Service Design) A formal statement of whatis | (ITIL Service Design) ®opmansHoe 3asBrneHune o
needed — for example, a service level requirement, a | heo6xoaumocTu Yero-nu6o. Hanpumep,
project requirement or the required deliverables for a | tpegosanue k yposHio ycryr, Tpe6osaHne npoekta
process. See also statement of requirements. unu TpeByemble peaynbTaThi npouecca. CM. mx.
nepeyeHb TpeboBaHUN.
resilience YCTOMYMBOCTb (ITIL Service Design) The ability of an IT service or (ITIL Service Design) Cnoco6HOCTb

other configuration item to resist failure or to recover
in a timely manner following a failure. For example,
an armoured cable will resist failure when put under
stress. See also fault tolerance.

KOHGUrypaLMoOHHOW eaNHULIbI UMK UT-YCRYTn
nNpoTMBOAENCTBOBATL COOKO UNKU BLICTPO
BOCCTaHaBnMBaTbCH nocne cbos. Hanpumep,
apMUPOBaHHbIN Kabenb, HaxoaaAWnMNesa nog
dusnyeckmm Bo3gencTenem, bygeTt octaBaTbest
YCTONYMBBLIM K NOBpEXAeHU0. CM. mx.
OTKa30yCTONYNBOCTb.
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AHMMUACKNA TEPMUH

resolution

Pycckui TepMuH

paspeLueHue

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) Action taken to repair the
root cause of an incident or problem, or to
implement a workaround. In ISO/IEC 20000,
resolution processes is the process group that
includes incident and problem management.

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) encTeus, NpeanpuHSaTLIE
ONS yCTpaHeHns KOPHEBOW MPUYMHBI MHUMAEHTA
unu npobnembl, NN NPUMEHeHNUs1 06X0AHOIo
pelweHun.B UCO/M3BK 20000 npoveccs! rpynnbl
paspeLleHnst — 3To rpynna npoLeccos, KoTopas
BKItovaeT B cebs ynpasneHve NHUMaeHTaMum um
ynpasneHue npobnemamu.

resolution processes

npoLecchl rpynmbl

The ISO/IEC 20000 process group that includes

Npynna npoueccor B MCO/M3K 20000, koTopas

paspeLleHnst incident and problem management. BKIoYaeT B cebs ynpaBneHne nHuMgeHTamm u
ynpaBrieHne npobnemamu.
resource pecypc (ITIL Service Strategy) A generic term that includes | (ITIL Service Strategy) OBLwnin TePMUH, KOTOPbLIN

IT infrastructure, people, money or anything else
that might help to deliver an IT service. Resources
are considered to be assets of an organization. See
also capability; service asset.

BKMo4aeT B cebst UT-uHpacTpykTypy, nogen,
OeHbIM 1 BCe, YTO MOXET cnocobcTBoBaTh
npegoctasneHuto NT-ycnyrn. Pecypchbl
paccMaTpuBaloTCs Kak akTuBbl opraHusauun. Cm.
M. CNOCOOHOCTb; CEPBUCHbIN aKTUB.

response time

BpPeMsl peakuuu

BpeM4A OTKITMKa

A measure of the time taken to complete an
operation or transaction. Used in capacity
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.

Mepa BpeMEHMN, HeobxoQMMoro Ans BbINOSHEHUS
onepauun nnn TpaH3akuunn. OToT TEPMUH
MCnonb3yeTcd B ynpasneHun NHUMgeHTaMn Kak
Mepa BpeMEHMN, HeobxogMmoro anst oTeeTa no
TeJ'Ie(bOHy nnn Hadana AnarHOCTUKN.

OTOT TEPMUH MCMOMb3yeTCs B ynpaBrieHuu
MOLLIHOCTSIMW B Ka4eCcTBe Mepbl
npoussogutensHocTn UT-UHdpacTpyKTypbI.
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AHMMUACKNA TEPMUH

responsiveness

Pycckui TepMuH

ObICTpOTa peakumu

OnpepeneHne Ha aHTNIMACKOM

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.

OnpepeneHne Ha PycCKOM

Mepa BpemeHu, Heo6xoaUMOro Ans peakumm Ha
4yT0-nNMBO. BTO MOXeT BbITb Bpems peakumm
TpaH3aKkLmMn unm ckopocTb, ¢ KoTopon MocTaBLyuk
UT-ycnyr otBevaeT Ha NHumaeHT unu 3anpoc Ha
N3MeHeHwue, 1 T.M.

restoration of service BO306OHOBNEHME See restore. Cwm. BOCCTaHOBIEHME.
obcnyxmBaHus
restore BO300OHOBNEHME (ITIL Service Operation) Taking action to return an (ITIL Service Operation) BeinonHeHne aencTeui
IT service to the users after repair and recovery from | ansa Bo3obHoBNeHus okazaHua UT-ycnyrm
an incident. This is the primary objective of incident | nonb3oBaTtensm nocne ucnpaefeHUs UM nNocre
management. BOCCT@HOBMEHUS BCIeACTBMM UMEBLLEr0 MECTO
WHUMAEHTa. OTO OCHOBHas Lenb ynpaBneHus
WHUMAEHTAMW.
retire BbIBO U3 (ITIL Service Transition) Permanent removal of an (ITIL Service Transition) OkoH4YaTenbHOE yganeHme
akcnnyaTaunm IT service, or other configuration item, from the live NT-ycnyru unu gpyrov KoHUrypaumoHHOM

environment. Being retired is a stage in the lifecycle
of many configuration items.

€VHULbI U3 cpebl NPOMbILLTNEHHON 3KCMnyaTaumm.
«BbiBeeHa 13 aKcnnyaTauum» 3To oaHa u3 as
YXU3HEHHOTO LMKNa MHOMMX KOH(UIYypaLMOHHbIX
eavHuL.

return on assets (ROA)

JOXOHOCTb aKTUBOB
(ROA)

(ITIL Service Strategy) A measurement of the
profitability of a business unit or organization. Return
on assets is calculated by dividing the annual net
income by the total value of assets. See also return
on investment.

(ITIL Service Strategy) Mepa peHTabensHocTH
BusHec-nogpasgeneHns unu opraHnsaunm.
[10XOOQHOCTb aKTUBOB BbIYMCNAETCH Kak OTHOLLEHWe
ro4oBOro NPUBEAEHHOIO YMCTOro Aoxoada K obLien
CTOMMOCTW aKTnBOB. CM. M. BO3BPAT UHBECTULINI.
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AHMMUACKNA TEPMUH

return on investment
(ROI)

Pycckui TepMuH

BO3BpaT MHBECTULMI
(ROI)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Strategy) A measurement of the expected benefit of
an investment. In the simplest sense, it is the net
profit of an investment divided by the net worth of
the assets invested. See also net present value;
value on investment.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) (ITIL Service
Strategy) Mepa oxugaembix BbIro4 OT MHBECTULINIA.
B npocreiiwem cnyvae 310 unctast npmuodbinb OT
WHBECTMUMI, NogenéHHast Ha CTOUMOCTb
WHBECTUPOBAHHbLIX akTUBOB. CM. M. YncTas
npuBegeHHas CTOMMOCTb; AobaBneHHasn LEHHOCTb
OT MHBECTULINA.

return to normal

BO3BpaT K
HOpPManbHOMY PexumMy

(ITIL Service Design) The phase of an IT service
continuity plan during which full normal operations
are resumed. For example, if an alternative data
centre has been in use, then this phase will bring the
primary data centre back into operation, and restore
the ability to invoke IT service continuity plans again.

(ITIL Service Design) ®asa nnaHa HeNpepbLIBHOCTH
UT-YCHyr, Ha KOTOPOM BO30OHOBNAETCA HOpMarnbHOe
dyHKUMOHMPOBaHWe. Hanpumep, ecnu
ucnonb3oBarcs Ayonupylowmun LeHTp oopaboTku
JaHHbIX, Ha 3ToN dha3e NPoOM3oMaEeT BO3BpaT B
paboTy OCHOBHOrO LieHTpa 06paboTkM AaHHbIX U
BOCCTaHOBEHNE BO3MOXHOCTUN CHOBA
3afencTBoBaTb NnaH obecneyeHns HenpepbIBHOCTU
UT-yCRyr.

review

0630p

An evaluation of a change, problem, process,
project etc. Reviews are typically carried out at
predefined points in the lifecycle, and especially
after closure. The purpose of a review is to ensure
that all deliverables have been provided, and to
identify opportunities for improvement. See also
change evaluation; post-implementation review.

OueHka pe3ynbTaToB U3MEHEHWs], Npobriembl,
npotecca, npoekra u 1.n. O630pbl HaCTO
BbIMOSHAOTCA B ONPeAEnEHHbIX TOYKaX >XU3HEHHOMO
LMKna, u B 0cOBEHHOCTU MOCHE 3aKpbITUS.
HasHadeHune 0630pa — yaocToBepuTbhbCs, YTO Oblnn
nony4eHbl BCe pe3dynbTaTbl, U onpeaennTb
BO3MOXXHOCTM A1 COBEPLUEHCTBOBaHNS. CM. M.
OLeHKa U3MEHEHNS; OLleHKa pe3ynbTaToB
BHEApEHNS.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

rights npaea (ITIL Service Operation) Entitlements, or (ITIL Service Operation) Habop NOHOMOYMIA, UK
permissions, granted to a user or role — for example, | paspelueHuii, NnpegoCTaBNEHHbIX NOMb30BaTENIO
the right to modify particular data, or to authorize a unu ponu. Hanpumep, npasa Ha U3MEHeHne
change. onpeferneHHbIX AaHHbIX UK Ha aBTopu3aLmio
N3MEHEHUS.
risk puck A possible event that could cause harm or loss, or BoamoxxHoe cobbiTne, KOTOPOEe MOXET HAHECTH

affect the ability to achieve objectives. A risk is
measured by the probability of a threat, the
vulnerability of the asset to that threat, and the
impact it would have if it occurred. Risk 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.

YPOH WUnn NOTEPU, NN BO3AENCTBOBATL HA
JoctmkeHue Lenen. Puck onpegensercs
BEPOSATHOCTbBIO YrPO3bl, YA3BUMOCTbIO akTuBa no
OTHOLLIEHUIO K 3TOW yrpo3e, 1 BIIUSIHUEM, ECITN 3TO
cobbiTne nponsongeT. Puck Takke MoXeT ObiTb
onpeaeneH Kak HeonpeaeneHHOCTb KOHEYHOro
pe3ynbTaTta N UCNnoJ1b30BaTbCA B KOHTEKCTE
n3MepeHna BEPOATHOCTU KaK HEraTUBHbIX, TakK 1
NO3UTUBHbIX PEe3ynbTaToB.

risk assessment

OLIeHKa PUCKOB

The initial steps of risk management: analysing the
value of assets to the business, identifying threats to
those assets, and evaluating how vulnerable each
asset is to those threats. Risk assessment can be
quantitative (based on numerical data) or qualitative.

HavanbHble Wwary ynpaBneHus puckamu: aHanms
LeHHOCTWN aKTUBOB Ansi busHeca, naeHTudmkaums
Yrpo3 Mo OTHOLLUEHUIO K 3TUM aKTMBaM U OLEHKa
YSI3BMMOCTM aKTUBOB MO OTHOLUEHUIO K 3TUM
yrpo3am. OueHka pUCKOB MOXET BbITb
KONNYECTBEHHOM (OCHOBAHHOW Ha YNCMNOBbIX
OaHHbIX) UNN KAYECTBEHHOMN.

ITIL® Glossary of Terms English - Russian v.1.0
© AXELOS Limited 2013
Bce npaBa 3awwmiieHbl

BocnpousseneHunst matepuana BO3MOXHO TONbKO ¢ paspeluerns AXELOS Limited
Buxpeson norotun (Swirl logo™) siBnsieTcst Toprosow mapkon AXELOS Limited

ITIL® sBnsieTca 3aperncTpmpoBaHHon Toprosoi mapkon AXELOS Limited

124




AHMMUACKNA TEPMUH

risk management

Pycckui TepMuH

yrpaBrieHne puckamm

OnpepeneHne Ha aHTNIMACKOM

The process responsible for identifying, assessing
and controlling risks. Risk management is also
sometimes used to refer to the second part of the
overall process after risks have been identified and
assessed, as in ‘risk assessment and management'.
This process is not described in detail within the
core ITIL publications. See also risk assessment.

OnpepeneHne Ha PycCKOM

lMpouecc, oTBevaloLWwmi 3a onpegerneHme, OLEHKY U
KOHTPOJb pUCkoB. TEPMUH «yrnpaBneHne pruckamm»
MHOr4a UCMnonb3yeTcs kak HaMMeHOBaHWe BTOPOWA
cTagum obuero npouecca (nocne naeHtTudukaunm um
OLLEHKMN PUCKOB), HanNnpumMep B COMETaHUN KOLIEHKa U
yrpaBneHue puckamm». STOT NpoLecc He
ONUCbIBaETCs AeTarnbHO B OCHOBHbIX Ny6nukaumsx
ITIL. Cm. M. OLEHKa PUCKOB.

role

porib A set of responsibilities, activities and authorities Habop oTBETCTBEHHOCTEN, OEATENBHOCTEN U
assigned to a person or team. A role is defined in a NMONTHOMOYMIA, HA3HAYEHHbBIX COTPYAHWKY UK
process or function. One person or team may have komaHge. Ponb onpegensaetcs B npouecce unm
multiple roles — for example, the roles of dyHKUnKn. OQnH COTPYAHMK UINM KOMaH4a MOXeT
configuration manager and change manager may be | umeTb Heckornbko pornen. Hanpumep, ponu
carried out by a single person. Role is also used to MeHepkepa KoHdUrypaumim n MeHemxepa
describe the purpose of something or what it is used | n3MeHeHWIA MOTyT BbINOMHATLCA OOHUM
for. COTPYOHWKOM. OTOT TEPMUH TaKkKe UCMOoNb3yeTcs

ONs onucaHus HasHaveHust Yero-nmoo.
root cause KOpHeBasi npu4vHa (ITIL Service Operation) The underlying or original (ITIL Service Operation) OcHOBHas UM UCTUHHAs

cause of an incident or problem.

npuvnHa MHUMOgeHTa nnun I'IpOGJ'IeMbI.

root cause analysis
(RCA)

NONCK KOPHEBOWN
NPUYUHBI

(ITIL Service Operation) An activity that identifies
the root cause of an incident or problem. Root cause
analysis typically concentrates on IT infrastructure
failures. See also service failure analysis.

(ITIL Service Operation) [leATensHOCTb, KOTOpas
naeHTUULMPYET KOPHEBYIO MPUYMHY MHUMOEHTA
unu npobnembl. NMonck KOPHEBOWN NPUYMHBI OOBIYHO
KOHLIeHTpupyeTcs Ha cbosx B UT-nHdpacTpykType.
Cm. mx. aHanu3 cboeB ycnyru.

running costs

Tekylue 3aTparbl

See operational costs.

Cm. onepaunoHHble 3aTpaThbl.
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AHMMUACKNA TEPMUH

Sarbanes-Oxley (SOX)

Pycckui TepMuH

3akoH CapbenHca-
Oxkcnn (SOX)

OnpepeneHne Ha aHTNIMACKOM

US law that regulates financial practice and
corporate governance.

OnpepeneHne Ha PycCKOM

AMEpPUKaHCKMIA 3aKOH, pPerynmpyoLwmnin douHaHCOBYHO
NpaKkTVKy U KopnopaTBHOE PYKOBOACTBO.

scalability MacwTabupyemocTb The ability of an IT service, process, configuration CnocobHocTtb UT-ycnyru, npouecca,
item etc. to perform its agreed function when the KOHUrypaLMoHHOW eanHULIbI U T.M., BbINOMHATb
workload or scope changes. CBOIO paHee cornacoBaHHy (PyHKLMIO, B criyvyae
n3MeHeHus1 paboyen Harpysku unu oxeara.
scope oxear The boundary or extent to which a process, "paHuLbl UNKU pamkn, B KOTOPbIX NPUMEHUMbI

procedure, certification, contract etc. applies. For
example, the scope of change management may
include all live IT services and related configuration
items; the scope of an ISO/IEC 20000 certificate
may include all IT services delivered out of a named
data centre.

npotiecc, npowenypa, ceptudukanms, JOrosop u
T.n. Hanpumep, oxBaT ynpaBneHus 3MeHeHNSMM
MOXET BKMoyaTb B cebs Bce VT-ycnyrn B pexxume
NMPOMBILLITEHHOW 3KCNITyaTaLMm 1 CBSI3aHHble
KOH(UrypaLMoHHble eaMH1LbI; OXBaT cepTudurkara
NCO/M3K 20000 moxeT BkItoyaTb B cebsa Bce NT-
ycnyru, npegoctaBnsiemMble LEHTPOM 06paboTku
JaHHbIX.

second-line support

BTOpasaA NIMHNA

(ITIL Service Operation) The second level in a

(ITIL Service Operation) Btopon ypoBeHb B

noanepXkm hierarchy of support groups involved in the nepapxum rpynn nogaepXku, BOBIIEYEHHbIX B
resolution of incidents and investigation of problems. | paspelueHve MHUMOEHTOB U UCCnefoBaHue
Each level contains more specialist skills, or has npobnem. Ha kaxxgom criefytoLem ypoBHe
more time or other resources. cneuunanuctel obnagatoT 60MbWNUM OnbITOM, NMMG0
UM npefocTtasnsaeTca 6onblle BpeMeHu Unu apyrnx
pecypcos.
security 6e3onacHoCcTb See information security management. Cwm. ynpasrneHue HpopMaLMOHHOM
©e30MnacHOCTLHO.
security management ynpasneHue See information security management. Cwm. ynpasneHue nHgpopmMaLMoHHOM
©e30nacHoOCTbLI0 ©e30MnacHOCTLHO.
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AHMMUACKNA TEPMUH

security management
information system
(SMIS)

Pycckui TepMuH

WHopMaLMOHHada
cucTema ynpasneHus
6e3onacHocTblo (SMIS)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A set of tools, data and
information that is used to support information
security management. The security management
information system is part of the information security
management system. See also service knowledge
management system.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) Habop MHCTPYMEHTOB,
OaHHbIX 1 MHOpMaLUK, NCMONb3yeMbIX OIS
noaAaepXKkn ynpaeneHnss MHopmaLlMoHHOMN
Be3onacHocTblo. MHdopMaLmnoHHas cuctema
ynpasreHns 6e30nacHOCTbIO — YacTb CUCTEMBI
yrnpasneHns nHdpopmaLoHHON 6e30MacHOCTbIO.
Cm. mx. cuctema ynpaBneHus 3HaHUsMm1 No
ycnyram.

security policy nonuTuka See information security policy. Cwm. nonuTturka nHopMaLMoHHON 6e30nacHOCTH.
6e3onacHocTn

separation of concerns | pasgenexue An approach to designing a solution or IT service Moaxopn K NpoeKkTUpoBaHuto petlennn nnmn NT-yenyr,

(SoC) OTBETCTBEHHOCTM that divides the problem into pieces that can be KOTOpbLIN pasgenseTt npobremy Ha OTAerNbHbIe
solved independently. This approach separates yacTu, paspellaemble He3aBUCUMO. [JaHHbIA NOX0A4
what is to be done from how it is to be done. oTaenseT «4YTo» AOMKHO ObITb CAenaHo oT Toro,

«Kak» 3TO JOJMKHO ObITb CcAenaHo.

server cepsep (ITIL Service Operation) A computer that is (ITIL Service Operation) KomnstoTep, KOTOPbIN
connected to a network and provides software CBS13aH C CETbIO M NPeaoCTaBNsAeT NporpamMmmMHble
functions that are used by other computers. YHKLUMK, NCMOorb3yeMble APYrMU KOMMbIoTEPaMU.

service ycnyra A means of delivering value to customers by Cnocob npegocTaBneHns LEHHOCTM 3aKas34ymKam

facilitating outcomes customers want to achieve
without the ownership of specific costs and risks.
The term ‘service’ is sometimes used as a synonym
for core service, IT service or service package. See
also utility; warranty.

yepes coaencTBNE UM B MOSTYYEHUN KOHEYHbIX
pes3ynbTaToB, KOTOPbIX 3aKa34yukn XOoTAT AOCTUYb
6e3 BnageHns cneundudeckumn 3aTpatamm u
purckaMun. TEPMUH «ycnyra» MOXeT UCMOoMb30BaTbCH
ans 06o3HayeHnsa ocHoBHOM yenyru, UT-yenyrn unum
naketa ycnyr. Cm. mx. NONe3HOCTb; rapaHTus.
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AHMMUACKNA TEPMUH

service acceptance
criteria (SAC)

Pycckui TepMuH

KpUTEPUM NPUEMKM
ycnyru

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A set of criteria used to
ensure that an IT service meets its functionality and
quality requirements and that the IT service provider
is ready to operate the new IT service when it has
been deployed. See also acceptance.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) Habop kputepues,
ncnonb3yembix Ansi Toro, 4tobbl ybeanTbcd, 4To
NT-ycnyra cooTBeTcTBYeT TpebOBaHUAM K €€
DYHKLMOHANBbHOCTU U TPeBOoBaHUSAM K Ka4ecTBy, a
Takke 4YTo nocrasLlmk NT-ycnyr rotos
obecneynBaTb akcnnyaTaumo Hoson NT-ycnyru,
nocne eé pasBepTbiBaHWs B akcnnyaTtauuo. Cm.
mX. Npuémka.

service analytics

aHanu3 CTpyKTypbl
ycnyru

(ITIL Service Strategy) A technique used in the
assessment of the business impact of incidents.
Service analytics models the dependencies between
configuration items, and the dependencies of IT
services on configuration items.

(ITIL Service Strategy) TexHuka, ncnonb3yemasi ans
OLEHKWN BMVSHUA UHUMAOEHTOB Ha Bm3Hec. AHanus
CTPYKTYpbI YCIYrM MOAENVPYeT 3aBUCMMOCTM MEXAY
KOHPUIypauVOHHBIMW €AVMHULAMY, a TaKkKe
3aBucumoctn AT-ycnyr oT KOHUrypaunoHHbIX
euHnL,.

service asset

CEPBUCHbBIN aKTNB

Any resource or capability of a service provider. See
also asset.

JTiobas cnocoBOHOCTL UNKu pecypc NocTaBLLMKa
ycnyr. CM. mx. aKkTuB.

service asset and
configuration
management (SACM)

yrnpasneHue
CEpPBMCHBLIMY aKTMBamMu
1 KOHUrypaumnamm
(SACM)

(ITIL Service Transition) The process responsible for
ensuring that the assets required to deliver services
are properly controlled, and that accurate and
reliable information about those assets is available
when and where it is needed. This information
includes details of how the assets have been
configured and the relationships between assets.
See also configuration management system.

(ITIL Service Transition) MNMpouecc, oTBeYvatoLwni 3a
obecneyeHue TOro, 4YTo BCE aKTMBbl, HEOBXOAMMbIE
ONg npegocTaBneHus ycnyr, KOHTPONupyroTes, a
TOYHasA JOCTOBEpHas MHAOPMaLUsa O HUX JOCTYMHA,
Korga a1o Heobxoaumo. 3JTa MHopmauus
BKItoYaeT B ceb5 KOHUrypaumo akTMBoB U
B3aVMOOTHOLLEHMSA MexXay HUMKu. CM. mx. cuctema
ynpasneHus KoHurypaumsamm,
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AHMMUACKNA TEPMUH

service capacity
management (SCM)

Pycckui TepMuH

ynpasneHune
MOLLUHOCTAMMU yCnyr
(SCM)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) The sub-process of capacity management
responsible for understanding the performance and
capacity of IT services. Information on the resources
used by each IT service and the pattern of usage
over time are collected, recorded and analysed for
use in the capacity plan. See also business capacity
management; component capacity management.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) lNognpouecc ynpaBneHns MOLLHOCTSIMU,
oTBEYalLLMi 3a MOHNUMaHWE NPOU3BOAUTENBHOCTYU U
mMoLuHocTn UT-yenyr. MHdopmauusa o pecypcax,
ncnonb3yemblix kaxgon NT-ycrnyron, n npogunsx
MCMNOMb30BaHNs HakannMBaeTCsl, PUKCUPYETCH U
aHanuampyeTcs Anst UCNOSMb30BaHNS B MiaHe
obecneyeHus MowHocTen. CM. mx. ynpaBneHue
MOLLIHOCTAMW BM3Heca; ynpaBneHne MOLHOCTSMM
KOMMOHEHTOB.

service catalogue

KaTanor ycnyr

(ITIL Service Design) (ITIL Service Strategy) A
database or structured document with information
about all live IT services, including those available
for deployment. The service catalogue is part of the
service portfolio and contains information about two
types of IT service: customer-facing services that
are visible to the business; and supporting services
required by the service provider to deliver customer-
facing services. See also customer agreement
portfolio; service catalogue management.

(ITIL Service Design) (ITIL Service Strategy) basa
OaHHbIX UMW CTPYKTYPUPOBAHHbIA JOKYMEHT,
coaepxalumm nHgpopmauuio obo scex UT-ycnyrax,
Haxo4sALMXCA B MPOMBILLUNEHHOM 3KCnnyaTauum,
Bkntoyasa N T-ycnyru, AocTynHble Ans
pasBépTbiBaHus. Katanor ycnyr — yactb [NopTdens
YCIyr, OH COAEPXUT MHPOpPMaLMIo O ABYX TUNax
UT-ycnyr: ycnyrax, OpMeHTUPOBaHHbIX Ha
3aKkas4vka, 1 NoAdePKMBAOLNX yCryrax,
HeobxoauMbIx noctaBwmky NT-ycnyr ans
npefocTaBneHUs yCnyr, OPUEHTMPOBAaHHbIX Ha
3akasumka. CMm. mx. nopTdens AOroBOpOB.;
yrnpaBrieHne Katanorom ycriyr.

service catalogue
management

ynpasneHune Katanorom
ycnyr

(ITIL Service Design) The process responsible for
providing and maintaining the service catalogue and
for ensuring that it is available to those who are
authorized to access it.

(ITIL Service Design) NMpouecc, oTBevaroLwmi 3a
onpegeneHve U NOAAEPXKKY KaTanora ycnyr, a
Takke obecnevmBaloLLMii AOCTYNHOCTb KaTanora
BCEM aBTOPM30BaAHHbLIM fLIAM.

service change

N3MEHEHUE YCIyTY

See change.

CM. UsameHeHue.
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AHMMUACKNA TEPMUH

service charter

Pycckui TepMuH

KOHLIenuust ycnyru

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) (ITIL Service Strategy) A
document that contains details of a new or changed
service. New service introductions and significant
service changes are documented in a charter and
authorized by service portfolio management. Service
charters are passed to the service design lifecycle
stage where a new or modified service design
package will be created. The term charter is also
used to describe the act of authorizing the work
required by each stage of the service lifecycle with
respect to the new or changed service. See also
change proposal; service portfolio; service
catalogue.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) (ITIL Service Strategy)
[okymMeHT, cogepxawun getann HoBON unum
n3aMeHeHHown ycnyru. Hosble ycnyrun u
CYyLLLECTBEHHbIE U3MEHEHUS YCINYT ONMUCLIBaIOTCH B
KOHLenuMm 1 aBTop13YIOTCS yrnpaBneHmem
noptdenem ycnyr. KoHuenums ycnyrm nepefaércs
Ha CTaguio NPOEKTUPOBaHWS ycnyr, rae co3gaéres
NpoeKTHas AOKYMEHTaumMs Ha HOBbIE UMK
N3MeHeHHble ycnyrn.Cm. mx. npeanoxeHne no
N3MeHeHuto; NnopTdens YCnyr; katanor ycnyr.

service continuity
management

ynpasneHune
HenpepbIBHOCTbIO yCInyr

See IT service continuity management.

Cwm. ynpaBreHue HenpepbiBHOCTbIO MT-ycnyr.

service contract

porosop 06 okasaHuu
ycnyr

(ITIL Service Strategy) A contract to deliver one or
more IT services. The term is also used to mean any
agreement to deliver IT services, whether this is a
legal contract or a service level agreement. See also
customer agreement portfolio.

(ITIL Service Strategy) [loroBop 0 npegocTaBneHum
oAHon unun Heckonbkmux UT-ycnyr. TepMnH «gorosop
00 okasaHuKn ycrnyr» Takke ucnonb3yeTcs Ans
0603Ha4eHus nboro cornaweHns o
npegoctasneHun NT-ycnyr, He3aBUCMMO OT TOTO,
MMeeT N OHO oPUANYECKYIO CUMY NN HeT
(Hanpumep, cornawleHne 06 ypoBHe ycnyr). Cwm.

mx. nopTdesib 4OroBoOpoB.

service culture

cepBUCHadA KynbTypa

A customer-oriented culture. The major objectives of
a service culture are customer satisfaction and
helping customers to achieve their business
objectives.

KynbTypa, opyeHTMpoBaHHasi Ha 3aKkasuduka.
OCHOBHbIMU LeNsiMM CEPBUCHON KyIbTypbl
ABNSAETCA YAOBNETBOPEHHOCTb 3aKa34MKOB U
coaencTBMe B JOCTUXKEHUN ux busHec-Lenen.
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AHMMUACKNA TEPMUH

service design

Pycckui TepMuH

npoeKkTnpoBsaHune ycnyr

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A stage in the lifecycle of a
service. Service design includes the design of the
services, governing practices, processes and
policies required to realize the service provider’'s
strategy and to facilitate the introduction of services
into supported environments. Service design
includes the following processes: design
coordination, service catalogue management,
service level management, availability management,
capacity management, IT service continuity
management, information security management,
and supplier management. Although these
processes are associated with service design, most
processes have activities that take place across
multiple stages of the service lifecycle. See also
design.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) OgHa n3 ctagnii 2)KM3HEHHOro
umkna NT-ycnyrn. NpoekTupoBaHue ycnyr BkAovaeT
B cebs NpoeKTMpOoBaHWNE yCnyr, MPaKTUKK
pyKoBOACTBa, MPOLECCHI Y NONNTUKN, Heobxoanmble
ONns peanusauunmn ctpaTternm nocrasLumka UT-yenyr
1 cnocoBCTByOLWME NOSABIEHWIO YCIYr B
nogaepxueaemsix cpegax. B npoektnposaHmne
YCNyr BXOAAT criefyroLume npoLueccsl: ynpasneHme
KaTanorom ycnyr, ynpasneHvue ypoBHeM YChyr,
yrnpaBrneHue 4OCTYMHOCTbIO, ynpaBneHve
MOLLHOCTAMM, ynpaBneHne HenpepbiBHOCTLIO UT-
ycnyr, ynpasneHne MHpopMaLMoHHON
©e3onacHOCTbIO U ynpaBrneHne NoCTaBLMKaMu.
XOTS BCe 3TN NpPOoLECChI CBA3aHbI C
NpOEeKTMpOBaHNEM, BOMBLUNMHCTBO U3 HUX COOEPXKUT
OEeATENbHOCTU, BbINOMHAEMbIE Ha pa3HbIXCCTaansaX
XKM3HEHHOro umkna ycnyr. Cm. mx.
NpoeKTMpoBaHue.

service design package
(SDP)

npoeKTHas
JOKYMEHTaL s YCIyru

(ITIL Service Design) Document(s) defining all
aspects of an IT service and its requirements
through each stage of its lifecycle. A service design
package is produced for each new IT service, major
change or IT service retirement.

(ITIL Service Design) IOKyMeHT (MW JOKYMEHTHI),
onpegensawowunn Bce acnektel UT-ycnyrn n
TpeboBaHW K HEWN Ha KaXKOOW CTaAWMU XXU3HEHHOIO
uukna. MNMpoekTHas AoOKyMeHTaums ycryru
paspabaTtbiBaeTcsa Ang kaxgon Hosow UT-ycnyru,
BaXKHOro M3MeHeHusa nnm npu seisoge UT-ycnyrn ns
aKkcnnyaTtauuu.
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AHIIIMNCKNA TEPMUH

service desk

Pycckun TepmuH

cnyx6a nogaepXku
nonb3oBartenemn
(cnyx06a service desk)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) 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.

On peneneHne Ha pycCKoM

(ITIL Service Operation) EanHasi Touka KOHTaKTa
MeXay NOCTaBLLMKOM YCIyr U NoNb30BaTensiMu.
TunudHas cnyxba nogaepXkkv nons3oBaTenem
ynpaBensieT MHUnAeHTamu, 3anpocamm Ha
obcnyxnBaHue, a Takke OCyLLecTBNsSeT
KOMMYHMKaLIMK C NONb30BaTENSMM.

service failure analysis
(SFA)

aHanua cboeB ycnyru
(SFA)

(ITIL Service Design) A technique that identifies
underlying causes of one or more IT service
interruptions. Service failure analysis identifies
opportunities to improve the IT service provider’s
processes and tools, and not just the IT
infrastructure. It is a time-constrained, project-like
activity, rather than an ongoing process of analysis.

(ITIL Service Design) TexHuka, koTopas
NAEHTUDULMPYET NPUYUHBI OAHOTO NN HECKOMbKNX
npepbiBaHnst NpepbiBaHun unu 6onee NT-ycnyr.
AHanns cboeB ycnyr naeHTuduumnpyeT
BO3MOXXHOCTM AN yny4wenus NMpoueccos un
UHCTpyMeHTOB [NocTaBwmka UT-ycnyr, a He ToNbKo
NT-nHppacTpykTypbl. SFAAHann3 cboes ycnyr -
OorpaHuU4eHHas BO BPEMEHU, CXOXas C NPOEKTOM
OeATeNnbHOCTb, @ HE NOCTOSAHHBIN aHaNUTUYECKUN
npouecc.

service hours

Bpemsi NpeoCTaBneHns!
ycnyru

(ITIL Service Design) 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.

(ITIL Service Design) (ITIL Continual Service
Improvement) CornacoBaHHbI NEPUOS BPEMEHM,
korga otaenbHasa N T-ycnyra gomkHa ObiTb
HoctynHa. Hanpumep, «MoHeaenbHUK-NaTHULa, ¢
08:00 po 17:00 3a ucknoveHnem ogmumanbHbIX
npasgHUYHbIX gHEen». Bpems npegoctaBneHus
YCINyrn AOMKHO ObITb onpedeneHo B cornaweHnm ob
YPOBHE YCRyr.

service improvement
plan (SIP)

nnaH
COBEpPLUEHCTBOBAHMS
yenyr (SIP)

(ITIL Continual Service Improvement) A formal plan
to implement improvements to a process or IT
service.

(ITIL Continual Service Improvement) ®opmarnbHbii
nnaH Ans BHegpeHUs yny4ylleHnin B NpoLecce Unm
NT-ycnyre.
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AHMMUACKNA TEPMUH

service knowledge
management system
(SKMS)

Pycckui TepMuH

cuctema ynpaslieHuA
3HaHUAMU No ycnyram
(SKMS)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A set of tools and
databases that is used to manage knowledge,
information and data. The service knowledge
management system includes the configuration
management system, as well as other databases
and information systems. The service knowledge
management system includes tools for collecting,
storing, managing, updating, analysing and
presenting all the knowledge, information and data
that an IT service provider will need to manage the
full lifecycle of IT services. See also knowledge
management.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) Habop MHCTPYMEHTOB "
©a3 faHHbIX, KOTOPble NCMONb3YTCH ANg
yrnpaBrneHus 3HaHuaMmu, MHopmaumen n AaHHbIMN.
Cuctema ynpasneHunst 3HaHUAMU MO ycryram
BKITIOYaeT B cebs cuctemy yrnpasrneHus
KOHMrypauusimu, Hapsigy ¢ apyrumm
WHCTPYMeHTapneM MHOPMaLNOHHBIMY CUCTEMaMMU
n 6asamu gaHHbIx. Cuctema ynpaBrneHus 3HaHUAMM
no ycnyram BkntoyaeT B cebs MHCTPYMEHTbI AN
COXpaHeHus1, ynpaBrneHusl, OOHOBNEHUS, 1
npeacTaBneHnst Bcen uHgopmaumm, kotopas
Heobxoamma noctasLmky UT-ycnyr ons
yrnpaBrneHUsi NOSHbIM XU3HEHHbIM Lknom UT-ycnyr.
Cm. mx. ynpaBneHve 3HaHUSIMU.

service level

YpOBEHb YCIyru

Measured and reported achievement against one or
more service level targets. The term is sometimes
used informally to mean service level target.

M3mepeHHble n onybnukoBaHHbIe 4OCTUMHYThIE
3Ha4YeHMs MO OTHOLUEHUIO K OOHOMY 1N
HECKOMNbKUM LieNeBbIM NokasaTensam YpOBHSA YCryrn.
TepMUH «ypOBEHb YCIyrn» MHorga HedopmMarsibHO
ucnonb3yeTtcs Ans o6o3HavYeHns LeneBoro
nokasaTtens ypoBHS YCMyIu.
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AHIIIMNCKNA TEPMUH

service level agreement
(SLA)

Pycckun TepmuH

cornatueHve o6 ypoBHe
ycnyr (SLA)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) An agreement between an IT service
provider and a customer. A service level agreement
describes the IT service, documents service level
targets, and specifies the responsibilities of the IT
service provider and the customer. A single
agreement may cover multiple IT services or
multiple customers. See also operational level
agreement.

On peneneHne Ha pycCKoM

(ITIL Service Design) (ITIL Continual Service
Improvement) CornalweHne Mexay nocTaBLLYKOM
NT-ycnyr u 3akaszyukom. CornawleHune o ypoBHe
ycnyr onucbiBaeT UT-ycnyry, AOKYMEHTUPYET
LeneBble NokaszaTenu YpoBHS YCINYru, yKkasbiBaeT
30Hbl OTBETCTBEHHOCTU CTOPOH — nocTtasLmka UT-
ycnyr u 3akasuuka. OgHo cornatleHve o6 ypoBHe
yCrnyr MOXeT pacnpoCcTpaHATbLCS Ha MHoxecTBo UT-
YCIyr UM MHOXeCTBO 3akasunkoB. CM. mx.
cornaileHne onepaLuoHHOro YPOBHSI.

service level
management (SLM)

ynpasreHne ypoBHeEM
yenyr (SLM)

(ITIL Service Design) The process responsible for
negotiating achievable service level agreements and
ensuring that these are met. It is responsible for
ensuring that all IT service management processes,
operational level agreements and underpinning
contracts are appropriate for the agreed service
level targets. Service level management monitors
and reports on service levels, holds regular service
reviews with customers, and identifies required
improvements.

(ITIL Service Design) (ITIL Continual Service
Improvement) MNpouecc, oTBevatoLwun 3a
obcyxaeHne 1 3aknyeHne BbINONTHUMbIX
cornawenunin o6 ypoBHe ycnyr, 1 obecnedmBaroLLni
WX BbINOMHEHNE. YNpaBrneHne ypoBHEM yCryr
oTBe4YaeT 3a COOTBETCTBME NPOLECCOB ynpaBreHus
UT-ycnyramu, cornatleHuin onepaunoHHOro YpoBHsI
N BHELUHUX JOrOBOPOB COrMacoBaHHbIM LIENEBbIM
rnokasaTensm ypoBHSl yCNyru. YnpaBreHne ypoBHEM
YCNyr oTCNeXunBaeT U NpegocTaBnsieT OTYETHOCTb
Nno YPOBHSIM yCNyr, NPOBOAUT PETYIsiPHYIO OLLEHKY
yCINyr COBMEeCTHO ¢ 3akasdukamu 1 onpegenset
HeOoOXO4MMbIE YNy4LLEHMSI.

service level package
(SLP)

MakeT YPOBHS ycnyr
(SLP)

See service option.

Cwm. onums npenocTtaBfieHnaA ycnyru.
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AHMMUACKNA TEPMUH

service level
requirement (SLR)

Pycckui TepMuH

TpeboBaHue K YPOBHIO
yenyr (SLR)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Design) A customer requirement for an aspect of an
IT service. Service level requirements are based on
business objectives and used to negotiate agreed
service level targets.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) (ITIL Continual Service
Improvement) TpeboBaHue 3akasunka k T-ycnyre.
TpeboBaHuWs K YPOBHIO YCNyr OCHOBaHbl Ha BusHec-
Lensx n Mcnonb3yrTcs Ans NeperosopoB U
COrnacoBaHus LieneBbIX NoKa3aTenen ypoBHs
ycnyru.

service level target

LienieBon nokasarternb
YPOBHS yCnyru

(ITIL Continual Service Improvement) (ITIL Service
Design) A commitment that is documented in a
service level agreement. Service level targets are
based on service level requirements, and are
needed to ensure that the IT service is able to meet
business objectives. They should be SMART, and
are usually based on key performance indicators.

(ITIL Continual Service Improvement) (ITIL Service
Design) Ob6sasatenbcTBa, 3aMKCUPOBaHHLIE B
cornaweHunm o6 yposHe ycnyr. Lienesble
rokasaTenu ypoBHS YCryrn OCHOBbLIBAOTCS Ha
TpeboBaHMAX K YPOBHIO YCAYT U HYXHbI ANS
obecneyeHus Toro, 4Tobbl UT-ycnyra
cooTBeTcTBOBarna 6usHec-uenam. Lienesble
rnokasaTenu ypoBHS YCNyrn JOMXHbI
cooTtBeTcTBOBaTh kputepmio SMART, 1 0BbI4HO
OCHOBaHbI Ha KIYeBbIX NoKasaTensx
ahpekTUBHOCTML.

service lifecycle

YKM3HEHHbI LIUKN
ycnyru

An approach to IT service management that
emphasizes the importance of coordination and
control across the various functions, processes and
systems necessary to manage the full lifecycle of IT
services. The service lifecycle approach considers
the strategy, design, transition, operation and
continual improvement of IT services. Also known as
service management lifecycle.

Moaxopn B ynpasneHuu UT-ycnyramu, npyaaroLmmn
ocoboe 3Ha4YeHne BaXXHOCTUN KOOPAMHALUN 1
KOHTpOISA Yepes pasnmyHblie yHKLUK, MPOLECCHI, U
CUCTEMBI, HEOBXoANMbIE AN yNpaBreHus NONHbIM
XXU3HEHHbIM LmKknom UT-ycnyr. NMNogxon Ha ocHoBe
XM3HEHHOTO LMKa ynpaBrieHns ycryramm BKItoHaeT
B cebs1 cTpaTernio, NpoekTupoBaHue,
npeobpasoBaHue, 3KCnnyaTauuio n HernpepbIBHOE
coBepLlueHcTBoBaHue UT-ycnyr.
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AHMMUACKNA TEPMUH

service maintenance
objective (SMO)

Pycckui TepMuH

BpeMs NrnaHoBow
HeJOCTYNHOCTU YCNyru

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) The expected time that a
configuration item will be unavailable due to planned
maintenance activity.

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) Oxugaemoe Bpems, B
TEeYEeHNe KOTOPOro KOHUrypaumMoHHas eanHmLa
OyaeT HeJoOCTyMHa B CBSA3M C NaHOBLIM
obcnyxumBaHnem.

service management

yrnpaeneHue ycrnyramu

A set of specialized organizational capabilities for
providing value to customers in the form of services.

Komnnekc cneumanmanpoBaHHbIX OpraHM3auMoHHbIX
cnocoGHocTen Ans NpeaocTaBneHns LLeHHOCTH
3akasuynkam B popme YCryr.

service management
lifecycle

YKN3HEHHbIW LUK
yrnpaeneHuns ycrnyramm

See service lifecycle.

CM. >XV3HEHHbIV LMK YCIYTU.

service manager

MeHeXKep ycnyru
(cepBuc-meHemxkep)

A generic term for any manager within the service
provider. Most commonly used to refer to a business
relationship manager, a process manager or a
senior manager with responsibility for IT services
overall.

O6Lwmi TepMuH onst 0603Ha4YeHus nboro
PYKOBOAUTENSI B OpraHM3aLmMm nocTaBLLMKa YCryr.
Haunbonee 4acTo OTHOCUTCH K MEHEKepaM Mo
B3aMMOOTHOLLUEHNSIM C BU3HECOM, MeHepKepam
NpPOLEeCCOB WK K BbICLLEMY PYKOBOACTBY,
oTBevatoLemy 3a NT-ycnyru B Lenom.

service model

MoAenb yCnyru

(ITIL Service Strategy) A model that shows how
service assets interact with customer assets to
create value. Service models describe the structure
of a service (how the configuration items fit together)
and the dynamics of the service (activities, flow of
resources and interactions). A service model can be
used as a template or blueprint for multiple services.

(ITIL Service Strategy) Mogenb, nokasbiBatoLLas,
KaK CEPBUCHbIE aKTUBbI B3aMMOLENCTBYHOT C
aKTMBaMu 3akasyumka Ans co3qaHus LLeHHOCTU.
Mopenu ycnyru onucbiBatoT CTPYKTYpPY yCnyr
(B3aumopencTeue KOHOUrypaLMoHHbIX eanHNLL Apyr
C OpYrom) un ycrnyru B ouHamuke (AsTenbHOCTb,
NOTOKW pecypcoB, B3anmoaenctaus). Mogens
yCrnyru MOXeT OblTb MCNOMb30BaHa Kak LWabroH Ans
HECKOJIbKMX YCITYT.
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AHMMUACKNA TEPMUH

service operation

Pycckui TepMuH

aKcnnyatauusi ycnyr

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) A stage in the lifecycle of a
service. Service operation coordinates and carries
out the activities and processes required to deliver
and manage services at agreed levels to business
users and customers. Service operation also
manages the technology that is used to deliver and
support services. Service operation includes the
following processes: event management, incident
management, request fulfilment, problem
management, and access management. Service
operation also includes the following functions:
service desk, technical management, IT operations
management, and application management.
Although these processes and functions are
associated with service operation, most processes
and functions have activities that take place across
multiple stages of the service lifecycle. See also
operation.

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) OgHa 13 ctagui
Xn3HeHHoro umkna UT-ycnyrn. QkcnnyaTaums ycnyr
KOOPOUHMPYET U UCMOSTHAET OEeATENbHOCTU U
npoLieccbl, Heobxxoumble Ansa npegocTtasneHus UT-
yCryr Ha cornacoBaHHOM YpPOBHe AN
nonb30BaTeTEN 1 3aKa34MKoB. Takke akcnnyaTaums
ycnyrynpaensieT TEXHONOMMSAMU, UCMONb3yEMbIMU
ANns npegoctaenexHus n nogaepxkn UT-ycnyr.
SkcnnyaTauusa ycnyr BkroyaeT B cebs npoLeccehbl:
yrnpaBrneHue cobblTUsiMK, ynpasreHve
WHUMOEHTaMW, yrnpaBneHue 3anpocamMmm Ha
obuycnyxunBaHue, ynpasneHue npobnemamu n
yrnpaBrneHue JocTynom. Takke B cocTaB
JKCMnyaTaumm ycnyr BXoAaT oyHKUMK: cryxba
noadepKkn nonb3oBaTenen, ynpasneHue
TEXHUYECKOW NoAAEPKKON, ynpaBrneHue
npunoxeHnsmu. HecmoTps Ha TO, YTO 3TK
npouecchl N YHKLUMM ONUCaHbl Kak 4acTb
akcnnyaTaumm ycnyr, 60MbLWMHCTBO U3 BbIMOSHSOT
OEesTeNbHOCTb Ha pasHbIX CTagusIX XN3HEHHOTO
uukna ycnyr. Cm. mx. akcnnyaTtauus.

service option

onuus NpeaocTaBneHus
ycnyru

(ITIL Service Design) (ITIL Service Strategy) A
choice of utility and warranty offered to customers
by a core service or service package. Service
options are sometimes referred to as service level
packages.

(ITIL Service Design) (ITIL Service Strategy) Beibop
BapuaHTOB MONE3HOCTU 1 rapaHTuu, npegaraeMbin
3aKa3dmKam OCHOBHOW YCIyron Ui nakeTom YCIiyr.
Onuwn npegocTaBneHns ycryrm nHorga moryT
Ha3bIBaTbCs NAKeTbl NakeTaMmn YpOBHEN
obcnyxuBaHus.
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AHMMUACKNA TEPMUH

service owner

Pycckui TepMuH

Brageney ycnyru

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A role responsible for
managing one or more services throughout their
entire lifecycle. Service owners are instrumental in
the development of service strategy and are
responsible for the content of the service portfolio.
See also business relationship management.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) Ponb,
KoTopas oTBevaeT 3a ynpaBrieHne 0gHOW Unu
HECKONMbKUMMW yCIyraMu B TEYEHUE UX KU3HEHHOTO
uukna. BnagenbLbl ycnyr urpatoT CyLLLECTBEHHYIO
pornb B pa3paboTke cTpaTerMm ycnyr u oTBeyaloT 3a
copepxaHue noptdens ycnyr. CM. mx. MeHegxep
Mo B3aVMOOTHOLLEHUSAM C BU3HECOM.

service package

nakeT ycnyr

(ITIL Service Strategy) Two or more services that
have been combined to offer a solution to a specific
type of customer need or to underpin specific
business outcomes. A service package can consist
of a combination of core services, enabling services
and enhancing services. A service package provides
a specific level of utility and warranty. Customers
may be offered a choice of utility and warranty
through one or more service options. See also IT
service.

(ITIL Service Strategy) [1Be unu 6onee ycnyr,
006beaVHEHHbIX AN YAOBNETBOPEHNS
onpegenéHHoro Tuna noTpedHOCTEN 3aKa3unKoB
U1 NoaaepXKM onpeaenéHHbIX busHec-
pe3ynbTaToB. [1akeT ycrnyr MOXeT COCTOATb M3
KOMOMWHaLMWN OCHOBHBbIX, AOMONHSOLWNX U
ynyywatowmx yenyr. MakeTt ycnyr npegocTtaenseT
onpeaerneHHbIN ypoBeHb NOMNE3HOCTU U rapaHTun.
3akas4ynkam MoxXeT OblTb NpeanoxeH BbIGOp ypoOBHS
NOMe3HOCTU M rapaHTUM B paMkax OgHON Unu
HEeCKONbKMX onuumn npegoctaBneHus yenyr. Cm. mx.
UT-ycnyra

service pipeline

BOPOHKA yCnyr

(ITIL Service Strategy) A database or structured
document listing all IT services that are under
consideration or development, but are not yet
available to customers. The service pipeline
provides a business view of possible future IT
services and is part of the service portfolio that is not
normally published to customers.

(ITIL Service Strategy) basa gaHHbIX Unu
CTPYKTYPUPOBAHHbIN AOKYMEHT, NEPeYnUCcCnaoLLnn
Bce UT-ycnyrn, Haxogsawmecs Ha pacCMOTPEHUN
unu B paspaboTke, HO eLle He JAOCTYMHbIe
3akas4vmkam. BopoHka ycnyr npeacrasnset
WHopMaLMIo 0 BO3MOXHbIX B 6yayliem UT-ycnyrax
W cocTaenseT Ty 4acTb nopTdens ycnyr, kotopas
06BbIY4HO He ornallaeTcs 3aKkas3ynkam.
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AHMMUACKNA TEPMUH

service portfolio

Pycckui TepMuH

noptdpesnb ycnyr

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) The complete set of services
that are managed by a service provider. The service
portfolio is used to manage the entire lifecycle of all
services, and includes three categories: service
pipeline (proposed or in development), service
catalogue (live or available for deployment), and
retired services. See also customer agreement
portfolio; service portfolio management.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) MonHbIn Habop ycnyr,
KOTOpbI€ YyNpaBnsAlTCS NOCTABLLUKOM YCIYT.
MopTdhenb ycnyr ncnonb3yeTcs Ans ynpasneHns
MOMHBIM XWU3HEHHbLIM LMKIOM BCEX YCNYr U1
BKITIOMaeT TPU KaTeropmmn: BOPOHKa yCriyr
(npepnaraemsle unu B pa3paboTke), kaTanor ycnyr
(B NPOMBILLIIEHHOM 3KCMNNyaTaumMm Unn rotToBble K
pas3BépTbIBaHWIO); @ TakkKe YCnyru, BolBeAEHHbIE 13
akcnnyataumn. Cm. mx. noptdens 4OroBOPOB;
yrnpaBneHue noptdenem ycnyr.

service portfolio
management (SPM)

ynpaeneHue
nopTdenem ycnyr
(SPM)

(ITIL Service Strategy) The process responsible for
managing the service portfolio. Service portfolio
management ensures that the service provider has
the right mix of services to meet required business
outcomes at an appropriate level of investment.
Service portfolio management considers services in
terms of the business value that they provide.

(ITIL Service Strategy) Npouecc, oTBevaroLnin 3a
ynpasreHue noptdgenem ycnyr. YnpasneHue
noptdenem ycnyr obecneymBaeT Hanuumne y
nocTaBsLymKa ycnyr Habopa UT-ycnyr, oTBe4varoLLero
TpeboBaHusiM BnsHeca npu onTMmManbHOM 06 bEMe
WHBECTMUMI. YNpaBneHne noptdgenem ycnyr
paccmaTpuBaeT YCnyru B TepMmnHax
npegocTaBnsemMon LeHHOCTH anst busHeca.

service potential

noTeHuMan nocrasLLuKa
ycnyr

(ITIL Service Strategy) The total possible value of
the overall capabilities and resources of the IT
service provider.

(ITIL Service Strategy) CymmapHO BO3MOXHasi
LIEHHOCTb BCEX CMOCOBHOCTEN N PECYPCOB
nocTasLLmKa UT-yCnyr.

service provider

MOCTaBLLMK YCryr

(ITIL Service Strategy) An organization supplying
services to one or more internal customers or
external customers. Service provider is often used
as an abbreviation for IT service provider. See also
Type | service provider; Type Il service provider;
Type Il service provider.

(ITIL Service Strategy) OpraHusauus,
nocrasngoLwas ycnyru O4HOMY U HECKONbKUM
BHYTPEHHMM 3aKka34ymkam Unu BHELLHMM 3aka34vmkam.
MocTaBLMK yCNyr YacTo UCMONb3yeTCs Kak
COKpalleHne TepMuHa «noctaBwmk NT-ycnyr». Cm.
MK, MOCTaBLUMK yCnyr Tvna |; nocTasLUMK yCryr
Tuna Il; noctasLwuk ycnyr tmna lil.
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AHMMUACKNA TEPMUH

service provider
interface (SPI)

Pycckui TepMuH

nUHTepdenc
nocTaBLLMKa yCcnyr

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) An interface between the IT
service provider and a user, customer, business
process or supplier. Analysis of service provider
interfaces helps to coordinate end-to-end
management of IT services.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) NHTepdelic mexay
noctasLmkom UT-ycnyr n nonb3oBartenem,
3aKa34yukom, brusHec-npoLeccom NN NOAPSAYNKOM.
AHanns nHTepdencoB NocTasLLUMKa YCNyr nomoraeT
KoopaMHMpOBaTb CKBO3HOe ynpasneHne AT-
ycnyramu.

service reporting

copmupoBaHue u
npegocTaBneHne
OTYETHOCTM MO ycnyram

(ITIL Continual Service Improvement) Activities that
produce and deliver reports of achievement and
trends against service levels. The format, content
and frequency of reports should be agreed with
customers.

(ITIL Continual Service Improvement) Bbiabl
AesTenbHoCTH, hopMupyoLne 1
npegocTaBnsioLWme OTYEThI O pesynbTaTax 1
TEeHOEHUMAX B YacTu ypoBHen ycnyr. dopmar,
cofepXaHue 1 YactoTa OTYETOB OOJIKHbI ObIThb
cornacoBaHbl ¢ 3aka34mkamu.

service request

3anpoc Ha
obcnyxuBaHue

(ITIL Service Operation) A formal request from a
user for something to be provided — for example, a
request for information or advice; to reset a
password; or to install a workstation for a new user.
Service requests are managed by the request
fulfilment process, usually in conjunction with the
service desk. Service requests may be linked to a
request for change as part of fulfilling the request.

(ITIL Service Operation) 3anpoc OT nonb3oBaTens
Ha npegocTaBneHune Yero-nnbo. Hanpumep, 3anpoc
Ha MHOpPMaLMIO MK KOHCYMbTauuo, copoc naporns
UK yCcTaHoBKY paboyein cTaHuum anst HOBOro
nonb3oBaTtens. YnpaBneHue 3anpocamm Ha
obcnyxrBaHue ocyLLeCcTBMASET NPoLEecc
yrnpaBreHus 3anpocamMm Ha obcnyxunsaHune, obbI4HO
— NpU coaencTBnn cnyxbbl NoaaepPKKn
nonb3oBartenen. B xoge o6paboTku 3anpocoB Ha
obcnyxmBaHne OHM MOTyT ObiTb CBSI3aHbl C
3anpocamu Ha U3MEHEHMe.
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AHMMUACKNA TEPMUH

service sourcing

Pycckui TepMuH

BbIGOp Moaenu
npeaocTaBneHus ycnyr

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) The strategy and approach
for deciding whether to provide a service internally,
to outsource it to an external service provider, or to
combine the two approaches. Service sourcing also
means the execution of this strategy. See also
insourcing; internal service provider; outsourcing.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) CTpaTernsi 1 nogxoa K
MPUHATUIO PELLEHMS O NPedoCTaBNEHNIN YCryr
COBCTBEHHBLIMY CUMaMu, nepeaayve Ha ayTCOPCUHT
BHELUHEMY NMOCTaBLUMKY YCIYr, UK
KOMOUHMPOBAHUN 3TUX NOAX0A0B. CM. mX.
WHCOPCWHT; BHYTPEHHUI NOCTaBLUUK YCNYT;
ayTCOPCUHT

service strategy

cTpaTterusi ycnyr

(ITIL Service Strategy) A stage in the lifecycle of a
service. Service strategy defines the perspective,
position, plans and patterns that a service provider
needs to execute to meet an organization’s business
outcomes. Service strategy includes the following
processes: strategy management for IT services,
service portfolio management, financial
management for IT services, demand management,
and business relationship management. Although
these processes are associated with service
strategy, most processes have activities that take
place across multiple stages of the service lifecycle.

(ITIL Service Strategy) CTaams Xn3HeHHOro uukna
ycnyrn. CTpaTerns ycnyr onpegenseT nepcrnexkTmsy,
no3unumio, NNaHbl 1 MoAaenu, Heobxoaumble
MOCTaBLUMKY ycnyr Ans hopMupoBaHns Tpebyembix
OunsHec-pesynbTatoB. CTpaTerns ycrnyr BKNOYaEeT B
cebs crneaytoLme nNpoLeccsl: cTpaTernyeckoe
ynpasneHue UT-ycnyramu, ynpasneHue noptdenem
ycnyr, ynpasneHve dpuHaHcamn ansa UT-yenyr,
yrnpaBreHue crnpocom, ynpasneHve
B3aWMOOTHOLLEHUSIMU C BU3HecoM. XOTH aTu
NpoLEecChl OTHECEHBI K CTpaTerMmn ycryr,
BONbLINHCTBO N3 HUX peanu3yeT akTUBHOCTU Ha
pasHbIX CTaAMSAX XXM3HEHHOTO LMKNa yCnyr.
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AHMMUACKNA TEPMUH

service transition

Pycckui TepMuH

npeobpasoBaHue ycnyr

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) A stage in the lifecycle of a
service. Service transition ensures that new,
modified or retired services meet the expectations of
the business as documented in the service strategy
and service design stages of the lifecycle. Service
transition includes the following processes: transition
planning and support, change management, service
asset and configuration management, release and
deployment management, service validation and
testing, change evaluation, and knowledge
management. Although these processes are
associated with service transition, most processes
have activities that take place across multiple stages
of the service lifecycle. See also transition.

OnpepeneHne Ha PycCKOM

(ITIL Service Transition) OgHa 13 cragui
Xn3HeHHoro umkna UT-ycnyru. NMpeobpasoBaHne
ycnyr obecnevmBaeT COOTBETCTBME HOBbIX,
N3MEHSIEMbIX U BbIBOAUMBIX U3 3KCMyaTauumn ycnyr
oXuaaHvsm 6usHeca, 3af0KyMEHTUPOBaAHHLIM Ha
cTagusix cTpaTernm u NpoeKTUPOBAHNS YCIYT.
lMpeobpasoBaHue ycnyr BkroyaeT B cebs
cnegyoLmne npoLecchl: NaHMpoBaHNE U
nogaepxka npeobpasoBaHus, ynpasneHue
U3MEHEHNsIMU, yNpaBrieHNe CEPBUCHLIMU aKkTUBaMM
W KOHbUrypaumnsimu, ynpasrneHne pennusamm un
pasBépTbiBaHWEM, NOATBEPXKOEHME N TECTUPOBaHWE
YCIyr, OLUEHKa yCnyr n TeCTUpoBaHue, oLueHKa
NM3MEHEHN N ynpasreHne 3HaHNAMU. XOTH 3TU
NpoLecChl OTHECEHbI K NPeobpa3oBaHmio yCnyr,
OONBbLUMHCTBO N3 HUX peanu3yeT akTUBHOCTU Ha
pasHbIX CTaAMsAX XXU3HEHHOro uukna ycnyr. Cm. mx.
npeobpasoBaHue.

service validation and
testing

noATBepXXAeHWE U
TECTUpOBaHMWE yCrnyr

(ITIL Service Transition) The process responsible for
validation and testing of a new or changed IT
service. Service validation and testing ensures that
the IT service matches its design specification and
will meet the needs of the business.

(ITIL Service Transition) Npouecc, oTBe4vaoLWwmi 3a
NOATBEPXKAEHNE U TECTUPOBAHNE HOBOW MIU
nameHsemon UNT-ycnyru. MogTreepxaeHue n
TecTupoBaHue ycnyr obecneymBaeT COOTBETCTBUE
UT-ycnyrm eé cnpoekTnpoBaHHOW crneumdumkaumm n
oTBevaeT noTpebHocTam GM3sHeca.
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AHMMUACKNA TEPMUH

service valuation

Pycckui TepMuH

onpeaeneHve LeHHOCTU
ycnyru

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A measurement of the total
cost of delivering an IT service, and the total value
to the business of that IT service. Service valuation
is used to help the business and the IT service
provider agree on the value of the IT service.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) NamepeHune nomnHbIx 3aTpat
Ha npegoctasneHne UT-ycnyrn n NonHOW LLEeHHOCTU
aton UT-ycnyru gona 6usHeca. OnpegeneHue
LLeHHOCTW YCryrn Ucnonb3yeTcsa Ang Toro, Ytobbl
nomoYb BU3HecCy M NnocTaBLMKy UT-ycnyr NpuiTm K
cornaweHuto o LeHHoctn UT-ycnyrn.

serviceability

obcnyxmBaemMocTb

(ITIL Continual Service Improvement) (ITIL Service
Design) The ability of a third-party supplier to meet
the terms of its contract. This contract will include
agreed levels of reliability, maintainability and
availability for a configuration item.

(ITIL Continual Service Improvement) (ITIL Service
Design) CnocobHOCTb TPETbEW CTOPOHbI BbINMOJTHUTD
YCIOBUS AoroBopa. AToT JOoroBop OyaeT BkovaTth
B cebs cornacoBaHHblEe YPOBHW HAOEXHOCTMH,
COMNpOBOXAAeMOCTV UMK AOCTYMHOCTU ANs
KOH(UrypauMoHHON eguHULbI.

seven-step
improvement process

cemuLiaroBbIv npoLecc
COBEpPLUEHCTBOBAHMS

(ITIL Continual Service Improvement) The process
responsible for defining and managing the steps
needed to identify, define, gather, process, analyse,
present and implement improvements. The
performance of the IT service provider is continually
measured by this process and improvements are
made to processes, IT services and IT infrastructure
in order to increase efficiency, effectiveness and
cost effectiveness. Opportunities for improvement
are recorded and managed in the CSI register.

(ITIL Continual Service Improvement) lNMpouecc,
OTBevaloLLMi 3a onpeaerneHre 1 KOHTPoIb
WCMNOSTHEHUSI LIaros, HeobxoanMbIX Ans
naeHTudmkaumm, onpenenerHns, cbopa, o6paboTku,
aHanusa, NpeacTaBneHUst U BHEAPEHUS YITYYLLEHWUNA.
OTOT npoLecc NOCTOSAHHO OLeHnBaeT paboTy
nocrasLymka NT-ycnyr n coBepLLieHCTBOBaHME
npoueccos, UT-ycnyr n UT-uHdpacTpykTypbl 4ns
yBENUYEHUS] pe3ynbTaTBHOCTU U 3D(PEKTUBHOCTM
(B TOM uncrie, C TOUKM 3peHus 3aTtpar).
Bo3moXXHOCTM NS yny4lleHus 3anncbiBatoTCs U
KOHTponupytoTca B peecTtpe CSI.

shared service unit

0O bEeANHEHHDIN LEHTP
obcnyxmBaHus

See Type Il service provider.

Cm. noctaBLuk yenyr tina ll.
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AHMMUACKNA TEPMUH

shift

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

cMeHa (ITIL Service Operation) A group or team of people (ITIL Service Operation) Npynna unu KomaHaa
who carry out a specific role for a fixed period of nogen, BbINOMNHSLWasn onpeaeneHHy porb B
time. For example, there could be four shifts of IT TeyeHne PUKCUPOBAHHOIO NPOMEXYTKa BPpEMEHU.
operations control personnel to support an IT Hanpumep, 3To MOXeT BbITb YeTblpe CMEHbI
service that is used 24 hours a day. nepcoHana koMaHabl KOHTPOIsi onepaunoHHOro
ynpaBneHus UT, koTopble HeOOX0aMMbI AN
nogaepxkn AT-ycnyrn, ncnonbsyemon 24 yaca B
CYTKW.
simulation modelling UMUTaLNOHHOE (ITIL Continual Service Improvement) (ITIL Service (ITIL Continual Service Improvement) (ITIL Service
MOAenNupoBaHue Design) A technique that creates a detailed model to | Design) MeToawnka, co3gatowas aeTtanbHyo Moaenb

predict the behaviour of an IT service or other
configuration item. 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. See also analytical modelling;
modelling.

C Lienblo npeackasaHnsi NnoBeaeHne
KOHGUrypaLmoHHon eanHuubl unu UT-ycnyru.
MmntaumoHHble mogenu MoryT ObiTb peanvM3oBaHbl
C OYeHb BbICOKOM TOYHOCTbIO, HO 3TO TpebyeT
OonbLUMX BPEMEHHbIX MU MaTepuarbHbIX 3aTpar.
MmMmuTaumoHHas Moaenb 4YacTo co3aeTcsi C
NCNonNb30BaHUEM pearnbHbIX KOH(PUIypaLUMOHHbIX
€[VHUL, HO C OTIIMYHLIMUK OT pearbHbIX pabounmu
Harpyskamu unm TpaHsakunammn. Mogenm
NCMOoNb3yloTCS B YNpaBleHNUN MOLLHOCTSIMU, TAe
TOYHbIE pe3ynbTaTbl 04EHb BaXHbl. CM. M.
aHanuMTu4eckoe MOAenNMpoBaHue; MoaenMpoBaHue.

single point of contact

enHada To4YKa KOHTakTa

(ITIL Service Operation) Providing a single
consistent way to communicate with an organization
or business unit. For example, a single point of
contact for an IT service provider is usually called a
service desk.

(ITIL Service Operation) lNMpegoctaBneHne eaMHoOro
npocToro cnocoba Ans obLleHns ¢ opraHusaumen

unn 6usHec-nogpasgeneHnemMm. Hanpumep, eanHas
TOYKa KOHTaKTa Ans noctasLumka UT-ycnyr o6bl4HO
Ha3sblBaeTcs cryx6ow nogaepXkkm nonb3oBaTenen.

ITIL® Glossary of Terms English - Russian v.1.0
© AXELOS Limited 2013
Bce npaBa 3awwmiieHbl

BocnpousseneHunst matepuana BO3MOXHO TONbKO ¢ paspeluerns AXELOS Limited
Buxpeson norotun (Swirl logo™) siBnsieTcst Toprosow mapkon AXELOS Limited
ITIL® sBnsieTca 3aperncTpmpoBaHHon Toprosoi mapkon AXELOS Limited

144




AHMMUACKNA TEPMUH

single point of failure
(SPOF)

Pycckui TepMuH

eOuHas To4ka oTkasa
(SPOF)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) Any configuration item that
can cause an incident when it fails, and for which a
countermeasure has not been implemented. A
single point of failure may be a person or a step in a
process or activity, as well as a component of the IT
infrastructure. See also failure.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) JTiobas koHpUrypaumoHHas
eJuHMLa, OTKa3 KOTOPON MOXET BbI3BaTb MHUUOEHT,
05151 KOTOPOro He onpeaernieHa KoHTpMepa. EguHon
TOYKOW OTKa3a MOXeT ObITb Kak COTPYAHMWK 1w war
B NpoLecce Unu AeATenbHOCTU, TaK N KOMNOHEHT
UT-nHdppacTpykTypbl. Cm. mx. cbon.

SLAM chart SLAM-guarpamma (ITIL Continual Service Improvement) A service (ITIL Continual Service Improvement) SLAM-
level agreement monitoring chart is used to help aunarpamma ucnonb3yeTtcs ons obneveHms
monitor and report achievements against service HabnogeHUs 1 NPegoCTaBeHNs OTYETHOCTU O
level targets. A SLAM chart is typically colour-coded | fOCTUrHYTbIX 3Ha4YeHUsAX No LleneBbiM nokasaTensam
to show whether each agreed service level target ypoBHs ycnyrn. SLAM-gmnarpamma o0bI4HO
has been met, missed or nearly missed during each | ucnonb3yer LBeTa, A TOro, YTobbl NokasaTtb HbIN
of the previous 12 months. N1 BbINOSIHEH COrNacoBaHHbIN LieNeBov nokasarterb
YPOBHSI YCIyrn, HE BbIMNONHEH MK 6NN30K K
HEBBIMNOMHEHUIO B TEYEHME KaXJ0ro Ux nocrneaHnx
12-Tn mecaueB.
SMART kputepuin SMART (ITIL Continual Service Improvement) (ITIL Service (ITIL Service Design) (ITIL Continual Service

Design) An acronym for helping to remember that
targets in service level agreements and project
plans should be specific, measurable, achievable,
relevant and time-bound.

Improvement) A66peBunaTypa ons obnerdeHus
3anoMmHaHWs TOro, YTO LeNnn B cornatleHmsx o6
YPOBHE YCNyr 1 NiaHax NPOeKTOB OOSMKHbI ObITb
KOHKpeTHbIMU (specific), namepumbimMm
(measurable), goctwkumbimu (achievable),
3Ha4yMMbIMu (relevant) u cBoeBpeMeHHbIMM (timely).
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AHMMUACKNA TEPMUH

shapshot

Pycckui TepMuH

CHMMOK COCTOAHUA

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) (ITIL Service
Transition) The current state of a configuration item,
process or any other set of data recorded at a
specific point in time. Snapshots can be captured by
discovery tools or by manual techniques such as an
assessment. See also baseline; benchmark.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) (ITIL Service
Transition) TekyLiee cocTosiHNE KOHUTYPaLMOHHON
€[VHMLbI, NpoLiecca unu nobon gpyror Habop
OaHHbIX, 3aPMKCUPOBAHHbLIN Ha onpeaenéHHbIN
MOMEHT BpeMeHUn. CHUMKM MOryT hopMmpoBaTbCS
CpeacTBOM OBHapYXeHUs NNy BPYy4YHYIO, Hanpuvep,
npv nomoLum obcnenosaHus. Cm. mx. 6azoBoe
COCTOSIHME; KOHTPOMbHas TOYKa.

software asset

ynpasneHue (ITIL Service Transition) The process responsible for | (ITIL Service Transition) Mpouecc, oTBevatowwmit 3a
management (SAM) MPOrPaMMHbBIMM tracking and reporting the use and ownership of OTCHEXUBaHUE W NPEAOCTABMEHNE OTUETHOCTY MO
aKTMBaMu software assets throughout their lifecycle. Software | cnonbaosanmio n BageHmio nporpamMMHbIMK
asset management is part of an overall service _ aKTUBAMM B TEUEHNE X KM3HEHHOTO LIMKMA.
asset anql conflguratllon management process. This YnpaBneHve nporpaMmMHbIMU aKTUBaMU — 4YacTb
process is not described in detail within the core ITIL
publications. npoLecca ynpaeneHns akTueamm u
KoHdurypaumsmu. lNpouecc He onucbiBaeTcs
[eTanbHO B OCHOBHbIX Nybnukaumsax ITIL.
source mMozaenb See service sourcing. Cwm. BbIOOp MOfenu NnpefoCTaBNeHUst yCnyr.
npefocTaBneHus
specification crneumdukalms A formal definition of requirements. A specification dopmanbHoe onpeaeneHne TpeboBaHW.

may be used to define technical or operational
requirements, and may be internal or external. Many
public standards consist of a code of practice and a
specification. The specification defines the standard
against which an organization can be audited.

Cneundukaumst MoXeT ObiTb UCMONb30BaHa Ans
onpegeneHns TEXHNYECKUX UM onepaLmoHHbIX
TpeboBaHWi, a Takke MOXET BbITb BHYTPEHHEN UK
BHeLlHen. MHorvme nybnuyHble cTaHgapTbl COCTOAT
13 NpaKkTU4EeCKOro pykoBOACTBA U creumdukaumm.
Cneumndukaums onpegensieT ctaHgapT, Ha
COOTBETCTBME KOTOPOMY OpraHm3aumsi MOXeT
NpovTK ayauT.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

stakeholder 3anHTepecoBaHHoe A person who has an interest in an organization, Yernosek, 3aMHTEPECOBaHHbIN B OpraH1saumm,
nmuo project, IT service etc. Stakeholders may be npoekTe, UT-ycnyre u T.n. 3anHTepecoBaHHbIe NuLa
interested in the activities, targets, resources or MOTYT MPOSIBIISITL UHTEPEC K BUAAM AESITENBHOCTH,
deliverables. Stakeholders may include customers, Lenam, pecypcam, unu Pesynstatam.
partners, employees, shareholders, owners etc. See 3aUHTEPECOBAHHBIMIA IMLAMI MOTYT BbiTo
also RACL. 3aKa34nkn, NapTHEPLI, pabOTHUKN, aKLMOHEPHDI,
Bnagenbubl, 1 T.0.CMm. mx. maTpuua ponem un
OTBETCTBEHHOCTW.
standard cTaHgapT A mandatory requirement. Examples include O6sa3aTtensHoe TpebosaHue. Hanpumep, ISO/IEC
ISO/IEC 20000 (an international Standard), an 20000 (Me)Kp‘yHapong”‘/] CTaH,ElapT), BHYTPEHHWIA
internal security standard for Unix configuration, or a | cranpapt 6esonacHocTvt anst Unix unm
government s.tan(jard for how fingncial records NPABUTENbCTBEHHbIN CTAHAAPT BeaeHNs
should be mamtallned. The term is also u;ed to refer dUHaHCOBBIX 3anucen. TepMUH «CTaHAapT» TakKke
to a code of practice or specification published by a
standards organization such as ISO or BSI. See VICNONb3YETCs B OTHOLLIEHNI NPAKTUHECKOro
also guideline. pykoBoAcCTBa uUnu cneudumkauum, nydnmkyembix
CTaHOapTU3UPYIOLLLEN opraHM3auunen, Takomn kak 1SO
unu BSI. Cm. mx. pekomeHgauus.
standard change CTaHOapTHoe (ITIL Service Transition) A pre-authorized change (ITIL Service Transition) MNpeaasTopnsoBaHHoe
N3MeHeHne that is low risk, relatively common and follows a

procedure or work instruction — for example, a
password reset or provision of standard equipment
to a new employee. Requests for change are not
required to implement a standard change, and they
are logged and tracked using a different mechanism,
such as a service request. See also change model.

N3MEHEHME, C HU3KUM PUCKOM, OTHOCUTENBHO
00bIYHOE 1 creayoLLee kakon-nmbo npouenype unm
pabouen MHCTpykuuun. Hanpumep, cbpoc napons
unn obecneyeHme HOBOro COTPYAHUKA
cTaHgapTHbIM obopyaoBaHvem. [ins BHeApeHus
CTaHAapTHbIX U3MeHeHun rfc He TpebyeTcs, OHM
3anucbIBalOTCs U OTCREXMBAKOTCS C
NCMNonb30BaHNEM APYroro MexaHu3ama, Takoro Kak
3anpocbl Ha obcnyxumBaHne. CM. mxx. Mogenb
N3MEHEHMUSI.
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AHIIIMNCKNA TEPMUH

Pycckun TepmuH

OnpepeneHne Ha aHTNIMACKOM

On peneneHne Ha pycCKoM

standard operating cTaHOapTHble (ITIL Service Operation) Procedures used by IT (ITIL Service Operation) MNpouenypsl,

procedures (SOP) npouenypsbl operations management. ucnonb3dyemble B YnpasneHum onepaumoHHOm
aKcnryaTtauum nedarenbHocTbio UT.

standby pe3epBHbIit (ITIL Service Design) Used to refer to resources that | (ITIL Service Design) Vcnonb3yeTcs B OTHOLLEHUN

are not required to deliver the live IT services, but
are available to support IT service continuity plans.
For example, a standby data centre may be
maintained to support hot standby, warm standby or
cold standby arrangements.

pecypcoB, KOTOpble He 3a4eNCTBOBaHbI B
npegoctasneHun NT-ycnyr B pexume
NPOMBILLIEHHOW 3KCMNyaTaumm, HO KOTopble
OOCTYMHbI B Criyyae NpUMeHeHus nnaHa
HenpepbiBHOCTU UT-ycnyr. Hanpumep, pe3epBHbIi
LEeHTp 00paboTku gaHHbIX MOXET 0bCcrnyXnBaTbCs
ONS nogaepKku ropsivyero pesepBupoBaHus,
TENMOro pe3epBUpPoOBaHMS UNN XONOAHOro
pes3epBUpPOBaHUS.

statement of
requirements (SOR)

nepeyeHb TpeboBaHMM

(ITIL Service Design) A document containing all
requirements for a product purchase, or a new or
changed IT service. See also terms of reference.

(ITIL Service Design) [lokyMeHT, cogepxaLuui Bce
TpeboBaHus kK NpnodpeTaeMoMy NPOAYKTY UIu
Takke HOBOW unu naMmeHéHHon NT-ycnyre. Cm. mx.
TexXHU4ecKoe 3afaHue.

status

crartyc

The name of a required field in many types of
record. It shows the current stage in the lifecycle of
the associated configuration item, incident, problem
etc.

HanmeHoBaHue 06s13aTenbHOro Nons BO MHOMX
TMnax 3anncen. OH NokasbiBaeT TEKYLLYIO CTaauto
YXM3HEHHOTO LMKIa COOTBETCTBYHOLLIEN
KOH(UrypauMoOHHOW eguHULbI, MHLUNOEHTA,
npob6nemsl 1 T.0.

status accounting

YYET cTaTyCcoB

(ITIL Service Transition) The activity responsible for
recording and reporting the lifecycle of each
configuration item.

(ITIL Service Transition) [lesiTenbHOCTb,
oTBevatoLlas 3a PUKCMPOBaAHNE N3MEHEHNI 1
OTYETHOCTb O XXM3HEHHOM LMKNE KaXXaon
KOHUrypaLMoOHHOW eaNHULIbI.
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AHIIIMNCKNA TEPMUH

storage management

Pycckun TepmuH

ynpasneHune
XpaHeHnemM gaHHbIX

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) The process responsible for
managing the storage and maintenance of data
throughout its lifecycle.

On peneneHne Ha pycCKoM

(ITIL Service Operation) Npouecc, oTBe4varoLWwmi 3a
yrnpaBreHne XxpaHeHNeM 1 06CnyXxMBaHMEM OaHHbIX
Ha BCEM MPOTSHKEHUUN UX KUSHEHHOTO LiMKNa.

strategic

cTpaTern4yeckni

(ITIL Service Strategy) The highest of three levels of
planning and delivery (strategic, tactical,
operational). Strategic activities include objective
setting and long-term planning to achieve the overall
vision.

(ITIL Service Strategy) Beiclunin n3 Tpéx ypoBHEN
NNaHMpoBaHWUsi U NpegoCTaBneHNUst
(cTpaTermyecknin, TakTU4ECKUI, ONepaLMOHHbIN).
CTpatervyeckue Buabl 4EATENBHOCTA BKIHOYAOT B
cebs ycTaHOBKY Lienn 1 JONToCpoYHoe
nnaHnpoBaHue Asst JOCTMKEHMS 06LLEero BUAEHUS.

strategic asset

CTpaTeFI/ILIeCKI/IIZ aKTunB

(ITIL Service Strategy) Any asset that provides the
basis for core competence, distinctive performance
or sustainable competitive advantage, or which
allows a business unit to participate in business
opportunities. Part of service strategy is to identify
how IT can be viewed as a strategic asset rather
than an internal administrative function.

(ITIL Service Strategy) JTtoboi akTuBs,
COCTaBMSAOLNA OCHOBY KINOYEBOW 3KCNEPTU3bI,
BbICOKOMN 9pHEKTUBHOCTU UNU CYLLECTBEHHOIO
KOHKYPEHTHOro npeumMyLLecTsa, NMMbo No3BonsoLLnia
Ou3Hec-nogpasgeneHnio y4acTsoBaTh B
KOMMepYeckmx Bo3MOxxHocTsax. OgHa us 3agay
cTpaTternun ycnyr — onpegenutb, kak UT moxeTt
paccmMaTpMBaTbCs Kak CTpaTermyeckuin akTve, a He
BHYTPEHHASA aAMUHUCTPaTMBHAas pyHKUuS.

strategy

cTpaTerus

(ITIL Service Strategy) A strategic plan designed to
achieve defined objectives.

(ITIL Service Strategy) CTpaTernyeckun nnaH,
paspaboTaHHbIN 48 JOCTUXEHUS ONpeaeneHHbIX
uenen.
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AHMMUACKNA TEPMUH

strategy management
for IT services

Pycckui TepMuH

cTpaternyeckoe
ynpaeneHuve NT-
ycnyramm

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) The process responsible for
defining and maintaining an organization’s
perspective, position, plans and patterns with regard
to its services and the management of those
services. Once the strategy has been defined,
strategy management for IT services is also
responsible for ensuring that it achieves its intended
business outcomes.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) NMpouecc, oTBevatowni 3a
onpegerneHne 1 NoAAePKKy BUAECHUS, NMOSNOXEHUS,
NNaHoB M CTPYKTYP OpraHm3auum no OTHOLLEHMIO K
ynpasreHuto ycnyramm u camum ycnyram. Nocne
onpegerneHns ctpaTternn, cTtpaTernyeckoe
ynpasneHune NT-ycnyramu Takke oTBeyaeT 3a
OOCTWKEHNe 3annaHMpoBaHHbIX B HEN BusHec-
pes3ynbTaToB.

super user cynep-nonb3osaTerb (ITIL Service Operation) A user who helps other (ITIL Service Operation) Nonb3oBaTenb,
users, and assists in communication with the service | nomorarowun gpyrum nonb3oBaTensam u
desk or other parts of the IT service provider. Super | cogelcTBYHOLUN UM B OOLLIEHMMN CO CNY>KOO0M
users are often experts in the business processes noaaep XKy nonb3oBaTtenen unu apyrumm
supported by an IT service and will provide support nogpasgeneHnsamu nocraewmka UT-ycnyr. Cynep-
for minor incidents and training. nonb3oBaTeny 0Obl4HO NPeLOCTaBNAKT NOAAEPKKY
B Cry4ae HeCyLLeCTBEHHbIX UHLUAEHTOB U NpW
nposefeHunn TPEHUHIOB.
supplier MOAPSAYMK (ITIL Service Design) (ITIL Service Strategy) A third | (ITIL Service Design) (ITIL Service Strategy) TpeTbst

party responsible for supplying goods or services
that are required to deliver IT services. Examples of
suppliers include commodity hardware and software
vendors, network and telecom providers, and
outsourcing organizations. See also supply chain;
underpinning contract.

CTOPOHAa, OTBeYalLLas 3a NocTaBKy TOBapOB UMK
ycnyr, Heobxoammbix Ansa npegocrtasneHmsa UT-
ycnyr. [Npumepbl noapsagyYnkoB — BEHAOPbI
nporpaMmHoro o6opyaoBaH1s U NporpaMmMHOro
obecneyeHus, ceTeBble U TENEKOMMYHUKALNOHHbIE
npoBanaepsbl, a Takke ayTCOPCUHIoBbIe
opraHusaumm. Cm. mx. LLeno4vka nocTaBokK; BHELLHWIA
[0roBop.
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AHMMUACKNA TEPMUH

supplier and contract
management
information system
(SCMIS)

Pycckui TepMuH

cucTeMa ynpasneHust
nogpsigymMKamm u
KOHTpakTamu (SCMIS)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A set of tools, data and
information that is used to support supplier
management. See also service knowledge
management system.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) Habop MHCTPYMEHTOB,
OaHHbIX U MHopMaLMK, NCNOMb3yeMbIN ANs
noaaepXkn ynpaesneHus nogpsaumkamu. Cm. mx.
cucTema ynpasreHus 3HaHUSIMK Mo YCnyram.

supplier management

ynpaBrneHue
nogpsaYMKaMm

(ITIL Service Design) The process responsible for
obtaining value for money from suppliers, ensuring
that all contracts and agreements with suppliers
support the needs of the business, and that all
suppliers meet their contractual commitments. See
also supplier and contract management information
system.

(ITIL Service Design) lNpouecc, oTBevaoLwmn 3a
obecneyeHne onTUMarnbHOro COOTHOLLEHUS LieHa-
Ka4yecTBO Mpu paboTe ¢ NnocTaBLLMKamu,
obecneuynBaroLLMi COOTBETCBME AOrNOBOPOB U
cornalleHui Hyxgam 6usHeca 1 BhINOSHEHNE
noapsaYMkamMmm CBouX KOHTPaKTHbIX 06513aTeNbCTB.
Cm. mx. cuctema ynpaneHus noapsagyunkamm un
KOHTpakTamu.

supply chain

Leno4yka nocTtaBoOkK

(ITIL Service Strategy) The activities in a value
chain carried out by suppliers. A supply chain
typically involves multiple suppliers, each adding
value to the product or service. See also value
network.

(ITIL Service Strategy) [leATenbHOCTN B LIENoOYKe
nobaBneHns LLeHHOCTW, BbINOMHSAEMble
noapsAYvkamu. B Lenoyky noctaBok 06bIMHO
BOBIE4YEHO MHOXECTBO MOAPSAYMKOB, KaXabI N3
KOTOpbIX A06aBNAET LLEHHOCTb B NPOAYKT Mnn
ycnyry. CMm. mx. HTerpvpoBaHHasi napTHepckas
ceTb.

support group

rpynna noaaepku

(ITIL Service Operation) A group of people with
technical skills. Support groups provide the technical
support needed by all of the IT service management
processes. See also technical management.

(ITIL Service Operation) Npynna ntogen ¢
onpeaeneHHbIMY TEXHUYECKMMM HaBblkamu. [pynnbl
NOAAEPKKN OCYLLECTBASIOT TEXHUYECYIO
NoAAepPXKy, HEOBXOANMYIO BCEM npoLeccam
ynpasnenuns UT-ycnyrammn. Cm. mx. ynpaBneHue
TEXHUYECKON NOAAEPKKON.
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AHMMUACKNA TEPMUH

support hours

Pycckui TepMuH

BpeMda nogaepxku

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) (ITIL Service Operation) The
times or hours when support is available to the
users. Typically these are the hours when the
service desk is available. Support hours should be
defined in a service level agreement, and may be
different from service hours. For example, service
hours may be 24 hours a day, but the support hours
may be 07:00 to 19:00.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) (ITIL Service Operation)
Mepuopn BpeMeHM Nnu Yachbl, kKorga nogaepka
JoctynHa ans nons3osatenen. O6bIMHO 3TO Yackl
paboTbl cnyx6bl NoaAEpPXKN Nonb3oBaTenen.
Bpems nogaepxkm MmoxeT 6biTb OnpeaeneHo B
cornaweHnunn ob ypoBHe YCIyr, U MOXeT OTNiM4aThbCs
OT BPEMEHU NpeaocTaBnenns ycnyru. Hanpuwvep,
BpeMs NpefoCTaBNeHNs ycrnyrn MoxeT ObiTb 24
yaca B CYTKW, a Bpemsi Noaaepkkv npu aTom - ¢
07:00 go 19:00.

supporting service

noaaepXueatoLLas
ycnyra

(ITIL Service Design) An IT service that is not
directly used by the business, but is required by the
IT service provider to deliver customer-facing
services (for example, a directory service or a
backup service). Supporting services may also
include IT services only used by the IT service
provider. All live supporting services, including those
available for deployment, are recorded in the service
catalogue along with information about their
relationships to customer-facing services and other
Cls.

(ITIL Service Design) UT-ycnyra, He ucnonb3yemas
HanpsiMyto G3Hecom, HO Heobxoanmas NocTaBLLMKY
WT-ycnyr anst npeaocTaBneHnst ycnyr,
OPWEHTUPOBaHHbLIX Ha 3aka34yurka (Hanpumep,
cnyxba kaTtanoroB Unn pe3epBHOE KOMMPOBAHUE).
MopaepxuBatoLLme ycryrm Takke MOryT BKIOYaTh B
cebs UT-ycnyrun, ncnonb3yemble TONMbLKO
noctaswukom UT-ycnyr. Bce nogaepxusatoLine
YCINyru, HaXo4sLWMECs B 3KCryaTaunm U rotoBble
K pa3BépTbIBaHMIO, 3aNM1CbIBAOTCA B KaTtanor ycnyr
(BMmecTe ¢ nHcopmaumern ob Mx B3aMMOCBA3SIX C
ycrnyramu, OpueHTMPOBaHHbIMU Ha 3aka34uka, 1
apyrumm KE).
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AHMMUACKNA TEPMUH

SWOT analysis

Pycckui TepMuH

SWOT-ananus

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) A technique
that reviews and analyses the internal strengths and
weaknesses of an organization and the external
opportunities and threats that it faces. SWOT stands
for strengths, weaknesses, opportunities and
threats.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) TexHuka,
KOTOopasi paccMaTpvBaeT 1 aHanMaupyeT
BHYTPEHHME NPEUMYLLECTBA U HELOCTATKM
opraHusaumm, U BHELLHNE BO3MOXHOCTU U Yrpo3bl.
SWOT - ato npeumyulecTea (strengths),
HepocTaTkm (weaknesses), BO3MOXHOCTU
(opportunities) n yrposebl (threats).

system cuctema A number of related things that work together to Habop cBA3aHHbIX 3aneMeHToB, paboTatoLmnx
achieve an overall objective. For example: COBMECTHO ANs AoCTuxXeHns obwen Lienn.
Hanpumep:
e A computer system including hardware,
software and applications e KomnbloTepHasi cuctema, coctosilas 13
. i annapartHoro obecneyeHns, NPOrpaMmMHOro
e A management system, including the oBecneyenns i MpUAoKeHI.
framework of policy, processes, functions,
standards, guidelines and tools that are
planned and managed together — for e CucTtema ynpaBneHusi, CocTosiLLas u3
example, a quality management system MHOX€ECTBa NPOLIECCOB, KOTOpbIe
NNaHMPYHTCH M YNPaBisitoTCA COBMECTHO.
e A database management system or Hanpumep, cuctema meHemxmeHTa
operating system that includes many Ka4ecTea.
software modules which are designed to
perform a set of related functions. e Cuctema ynpaeneHusi 6asamu AaHHbIX U
onepauuoHHas cucTema, coctosLas 13
MHOXEeCTBa NPOrpaMMHbIX MOgYNeN,
pa3paboTaHHbIX Ansi BbIMONHEHUs1 Habopa
CBSI3aHHbIX (PYHKUUA.
system management yrpasneHue The part of IT service management that focuses on YacTb ynpasneHus UT-ycnyramu, kotopas
cucTemamu the management of IT infrastructure rather than doKycHpyeTcs Ha ynpasrieHn CKopee UT-

process.

WHPPaCTPYKTYPOKr, YEM NPOLLECCOM.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

tactical TaKTU4ECKUN The middle of three levels of planning and delivery CpefaHuin 3 Tpex ypoBHEN NNaHUPOBaHUS U1
(strategic, tactical, operational). Tactical activities npeaocTaBneHus (CTpaTernyecknii, TakTUHECKUN,
include the medium-term plans required to achieve onepauunoHHbIN). TakTU4eckue aeaTenbHOCTH
specific objectives, typically over a period of weeks BKITIOYaloOT B cebs cpeaHecpoYHoe nnaHnpoBaHue,
to months. HeobxoamMoe AN AOCTUXKEHNS KOHKPETHbIX Lienen,
0b6bI4YHO B TeYeHne nepunoaa BpeMeHu oT Hegenum o
mecsua.
technical management | ynpaBneHve (ITIL Service Operation) The function responsible for | (ITIL Service Operation) ®yHKUNS, OTBETCTBEHHAs
TEXHUYECKOM providing technical skills in support of IT services 3a nNpeacTaBrieHne TEXHUYECKNX HAaBLIKOB B
noanepXxkom and management of the IT infrastructure. Technical | noggepxke UT-ycnyr u ynpaenennm unt-
management defines the roles of support groups, as | nHdpacTpykTypon. YnpaBrneHne TeXHNYECKON
well as the tools, processes and procedures noaaepkon onpeaenseT ponu rpynn NoAAEPXKKK, a
required. Takke Tpebyemble MHCTPYMEHTbI, NPOLIECCHI U
npouenypsl.
technical observation TexHuyeckoe (ITIL Continual Service Improvement) (ITIL Service (ITIL Continual Service Improvement) (ITIL Service
(TO) HabnoaeHue Operation) A technique used in service Operation) TexHuka, ncnonb3yemasi B ynyyweHnm
improvement, problem investigation and availability | ycnyr, uccnegosanum npo6nem n ynpasneHum
management. Technical support staff meet to OOCTYMHOCTBLIO. [MepcoHan TEXHUYECKON NoaaepXKku
monitor the behaviour and performance of an IT OCYLLIECTBNSAET MOHUTOPWHI NOBEAEHUS U
service and make recommendations for nponssoguTensHocTn NT-ycnyru, no utoram 4yero
improvement. paspabaTbiBaeT pekomeHaaummn no ynyyweHuno UT-
ycnyru.
technical support TexHuyeckast See technical management. Cwm. ynpaBneHue TEXHUYECKON NOOAEPXKKON.
nopaepxka
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AHMMUACKNA TEPMUH

tension metrics

Pycckui TepMuH

COI'IpFl)KéHHbIe MEeTPUKn

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) A set of
related metrics, in which improvements to one
metric have a negative effect on another. Tension
metrics are designed to ensure that an appropriate
balance is achieved.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) Habop
CBSI3aHHbIX METPUK, 115 KOTOPbIX YNydLLIEeHNE OOHOW
METPUKN UMeET OTpuLaTenbHbln 3deEKT Ang
apyron. ConpsikeHHble MeTpuKkKn paspaboTaHbl Ans
obecneyeHns coxpaHeHusl 3agaHHoro banaHca.

terms of reference
(TOR)

TeXHUYECKoe 3anaHue
(T3)

(ITIL Service Design) A document specifying the
requirements, scope, deliverables, resources and
schedule for a project or activity.

(ITIL Service Design) [IokyMeHT, KOTOpbIN
onpefenset TpebosaHnsA, oxBaT, pe3ynbTaThl,
pecypchbl U NnaH-rpadvk Ans npoekra unm
OeATernbHOCTY.

test

TecTunpoBaHune

(ITIL Service Transition) An activity that verifies that
a configuration item, IT service, process etc. meets
its specification or agreed requirements. See also
acceptance; service validation and testing.

(ITIL Service Transition) [lesiTenbHOCTb, KOTOpas
NOATBEPXKAAET, YTO KOHUrypaLMOHHas eanHmLa,
WT-ycnyra, npouecc, 1 T.M., COOTBETCTBYET
crneundmrKaLmMm unm cornacoBaHHbIM TPEBGOBaHUSIM.
Cm. mx. NnpMémka; noaTBepXaeHne n TecTupoaHme
yCnyr.

test environment

Ccpena TeCtnpoBaHuA

(ITIL Service Transition) A controlled environment
used to test configuration items, releases, IT
services, processes etc.

(ITIL Service Transition) KoHTponupyemas cpeaa,
ucnonb3yemas Ans TeCTMpoBaHus
KOHGUrypaLmoHHbIX eanHul, penunsos, UT-ycnyr,
npoLeccoB U1 T.1.

third party

TPeTbsa CTOpOHa

A person, organization or other entity that is not part
of the service provider’'s own organization and is not
a customer — for example, a software supplier or a
hardware maintenance company. Requirements for
third parties are typically specified in contracts that
underpin service level agreements. See also
underpinning contract.

CoTpyaHUK, opraHusaumsa unu apyrasti CyLHoOCTb, He
BXoAsLas B coctas noctaswuka UT-ycnyr.
Hanpumep, nocTaBLmK NporpaMmmMHOro
obecrneyveHnst UM KomnaHusi No o6CnyXnBaHMIO
obopynoBaHus. TpeboBaHMs K TPETbUM CTOPOHAM
00bIYHO YKa3bIBaKTCS B 4OroBOpaXx,
noaaepXX1BarLLMx cornatlieHns ob ypoBHe yCryru.
CM. m>K. BHELLUHWIA 4OrOBOP.
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AHMMUACKNA TEPMUH

third-line support

Pycckui TepMuH

TPETbA NMNHNA

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Operation) The third level in a

OnpepeneHne Ha PycCKOM

(ITIL Service Operation) TpeTuin ypoBeHb B

noaaepXxku hierarchy of support groups involved in the nepapxun rpynn nogaepXxku, BOBreYEHHbIX B
resolution of incidents and investigation of problems. | paspelueHve MHUMAOEHTOB U UCCnefoBaHme
Each level contains more specialist skills, or has npobnem. Ha kaxxgom criefyoLem ypoBHe
more time or other resources. cneumanucTsl obnagatoT 60nbLWMM ONbITOM, MO0
UM NpegocTaBnseTcs 6onbLue BpeMeHU Unu apyrmx
pecypcos.
threat yrposa A threat is anything that might exploit a vulnerability. | Yto-nn6o, nmetoliee BO3MOXHOCTb MCMOSIb30BaATh
Any potential cause of an incident can be ys13BMMOCTb. Jllobas BO3MOXXHas npuynHa
considered a threat. For example, a fire is a threat WHUMOEHTa MoXeT BbITb pacCMOTPEHa Kak yrposa.
that could exploit the vulnerability of flammable floor | Hanpumep, oroHb — 310 yrposa, kotopasi MOXeT
coverings. This term is commonly used in ncnonb3oBaThb YA3BMMOCTb J1erKo
information security management and IT service BOCMTaMEHSIIOLLErocs NOKPLITUSA. OTOT TEPMUH, Kak
continuity management, but also applies to other npasuIo, UCNONb3YyeTCs B yrpaBneHnu
areas such as problem and availability WHpOpMaLIMOHHON 6Ee30MacCHOCTLIO U YpaBneHnn
management. HenpepbIBHOCTLIO UT-ycnyr, HO Takke NPUMEHUM K
OpyrMMm 06nacTam, Takum Kak ynpasreHue
npobrnemamu u ynpaerneHme AOCTYMHOCTbHO.
threshold NMOpOroBoe 3HayeHne The value of a metric that should cause an alert to 3HayeHne METPUKK, KOTOPOE CIYKUT NMPUYNHOWN

be generated or management action to be taken.
For example, ‘Priority 1 incident not solved within
four hours’, ‘More than five soft disk errors in an
hour’, or ‘More than 10 failed changes in a month’.

CO34aHuns ONOBELLEHNSA NN BbINOSIHEHUS
ynpasnsawwux genctemin. Hanpumep, "MHungeHT
npuoputeToM 1 He pelleH B TeyeHme 4 yacos",
"Bonble 5 ownbok AMCKOBOro NporpammMHoOro
obecneyeHus B Yac", unu "bornblie 10 HeycneLwHbIX
M3MeHeHnn B mecsL".
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AHMMUACKNA TEPMUH

throughput

Pycckui TepMuH

BblpaboTKa

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Design) A measure of the number of
transactions or other operations performed in a fixed
time — for example, 5,000 e-mails sent per hour, or
200 disk I/Os per second.

OnpepeneHne Ha PycCKOM

(ITIL Service Design) Mepa konuyecTtsa
TpaH3sakumn, unu gpyrux Onepavmi, BbINOMHAEMbIX
3a PUKCUPOBAHHBIA NPOMEXYTOK BPEMEHMU.
Hanpumep, 5000 coobLieHnin 3NeKTPOHHOM NOYThLI B
yac, nnn 200 grckoBbIX onepauui BBoga-Bbisoaa B
ceKkyHay.

total cost of ownership
(TCO)

COBOKYMHasi CTOMMOCTb
BnageHusi (CCB)

(ITIL Service Strategy) A methodology used to help
make investment decisions. It assesses the full
lifecycle cost of owning a configuration item, not just
the initial cost or purchase price. See also total cost
of utilization.

(ITIL Service Strategy) MeTogonorus,
ucnonb3yemas ans o6ocHOBaHWIA peLleHuii No
nHsecTuumamM. CoBOKynHasi CTOUMOCTb BnageHus
OLEeHVBaeT NofHble 3aTpaTthl Ha BNageHue
KOH(UIypaLUMOHHOW eOuUHMLIEN Ha NPOTSHKEHUN
BCEr0 €€ XXM3HEHHOTO LMKNa, a He TONbKO
nepBOHaYarnbHble 3aTpaTtbl UMM CTOMMOCTb 3aKymMKW.
CM. mx. COBOKYNHasi CTOMMOCTb MUCMOMNb30BaHMS.

total cost of utilization
(TCU)

COBOKYMHasi CTOMMOCTb
ncnonb3oBaHusa (CCU)

(ITIL Service Strategy) A methodology used to help
make investment and service sourcing decisions.
Total cost of utilization assesses the full lifecycle
cost to the customer of using an IT service. See also
total cost of ownership.

(ITIL Service Strategy) MeTtogonorus,
ucnonb3yemas ans o060CHOBaHWUS UHBECTULINA U
NPUHATUS pPeLLEHMI B pamKax BblIOop mogenu
npenocTtasneHus ycnyr. CoBokynHas CTOMMOCTb
NCNonb30BaHUA OLleHMBaeT NOMHbIe 3aTpaThl A4S
3aKas4dmka Ha ucnonb3oBaHue NT-ycnyrn Ha
NPOTSHKEHUN BCETO €€ XU3HEHHOro unkna. Cm. mx.
COBOKYMHasi CTOUMOCTb BNaeHUs.
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AHMMUACKNA TEPMUH

total quality
management (TQM)

Pycckui TepMuH

KOMMJEeKCHOe
ynpaslneHne Ka4eCTtBoOM

(TQM)

OnpepeneHne Ha aHTNIMACKOM

(ITIL Continual Service Improvement) A
methodology for managing continual improvement
by using a quality management system. Total quality
management establishes a culture involving all
people in the organization in a process of continual
monitoring and improvement.

OnpepeneHne Ha PycCKOM

(ITIL Continual Service Improvement) Metogonorusi
ynpaBneHnsi HenpepbIBHLIM YNYYLLIEHUSMN C
NCMNOb30BaHNEM CUCTEMbI MEHEKMEHTA
kayecTBa. KomnnekcHoe ynpaBreHne Ka4yecTBOM
hopMUpYeT KynbTypy BOBINEYEHUS BCEX NOAEN
opraHM3aumun B NpoLLecc HeMNpepbIBHOIO
MOHMWTOPUHIa 1 COBEPLLEHCTBOBAHMS.

transaction

TpaH3aKuus

A discrete function performed by an IT 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 are completed successfully
or none of them is carried out.

HOuckpeTHaa PyHkums, BeinonHaemas UT-ycnyron.
Hanpumep, nepeBog aeHer ¢ 0gHOro 6aHKOBCKOroO
cyeTa Ha gpyron. OgHa TpaH3akums MoxeT
cofepXaTb MHOrOYMCIEHHbIE onepaunn
nobaeneHus, yganeHus n usMeHeHus gaHHbIx. MNpu
3TOM NMBO BCE OHW AOMKHbI BbITb 3aBEpLUEHbI
ycrnewHo, nMbo HM ofHa U3 HUX He JOSMKHA BbITb
BbINOMHEHa (T.e. B Cny4ae ogHOW HeycneLwHon
onepauun BCA TpaH3akuusa AomkHa bbiTb
OTMEHeHa).

transfer cost

BHYTPEHHMWE 3aTpaThl

(ITIL Service Strategy) A cost type which records
expenditure made on behalf of another part of the
organization. For example, the IT service provider
may pay for an external consultant to be used by the
finance department and transfer the cost to them.
The IT service provider would record this as a
transfer cost.

(ITIL Service Strategy) Tun 3atpat, o6o3HavaoLwni
pacxofpl, MOHECEHHbIE B MHTEpecax Apyroro
noapasaeneHus opraHmsauumun. Hanpvmep,
noctasLwuk UT-ycnyr MoXeT onnaTtutb ycnyru
BHELLUHEro KOHCynbTaHTa AN oMHaHCOBOrO
AenapTaMeHTa, u 3aTeM nepegaTb 3T 3aTpaTtbl UM.
MocTaBwuk UT-ycnyr y4nTbiBaeT pacxofbl
nogo6Horo poaa kak BHyTPEHHWE 3aTpaTbl.

transition

npeobpasoBaHne

(ITIL Service Transition) A change in state,
corresponding to a movement of an IT service or
other configuration item from one lifecycle status to
the next.

(ITIL Service Transition) U3smeHeHVe B COCTOAHNN,
COOTBETCTBYHOLLEE NepemeLleHunto NT-ycnyrm unm
KOH(UrypauMoHHOM eguHULIbI N3 OOHOW CTaguu
YKM3HEHHOTO LMKNa K criegyoLlen ctagum.
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AHIIIMNCKNA TEPMUH

transition planning and
support

Pycckun TepmuH

nnaHMpoBaHue n
nogaepxka
npeobpasoBaHUs

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Transition) The process responsible for
planning all service transition processes and
coordinating the resources that they require.

On peneneHne Ha pycCKoM

(ITIL Service Transition) Npouecc, oTBe4varoLWwmi 3a
MnaHuposaHue Bcex MNpoueccos NpeobpasoBaHus
YCNyr n koopAnHauuto Tpebyembix MU peCYpCOB.

trend analysis

aHanms3 TeHaeHUMn

(ITIL Continual Service Improvement) Analysis of
data to identify time-related patterns. Trend analysis
is used in problem management to identify common
failures or fragile configuration items, and in capacity
management as a modelling tool to predict future
behaviour. It is also used as a management tool for
identifying deficiencies in IT service management
processes.

(ITIL Continual Service Improvement) AHanus
OaHHbIX C Lenbio 0OHapYyXeHNst cucTeMbl
noBegeHns BO BpeMeHW. AHanNu3 TeHaeHunin
ucnonb3yeTcs B ynpaBneHun npobnemamu ans
obHapyxeHus 0bLmx cOoeB, yA3BMMbIX
KOHUIypaLUVOHHbIX e4AVHUL, a Takke B ynpaBleHum
MOLLIHOCTSIMW, KaK MHCTPYMEHT MOAENMPOBaHns 4J11s
NpOrHo3MpoBaHusi noBegeHnst B Oyaywem. Kpome
3TOro aHanu3 TeHOEHUMIA UCnosb3yeTcs Kak
CpeAcTBO ynpaBneHusa ansa obHapyxeHus aedekTon
B npoueccax ynpasnexusa UT-ycnyramu.

tuning

HacTpovika

The activity responsible for planning changes to
make the most efficient use of resources. Tuning is
most commonly used in the context of IT services
and components. Tuning is part of capacity
management, which also includes performance
monitoring and implementation of the required
changes. Tuning is also called optimization,
particularly in the context of processes and other
non-technical resources.

[eaTenbHOCTb, OTBEYatoLas 3a NnaHMpoBaHue
nameHeHunn ons 6onee acpekTMBHOrO
NCNonb30BaHUA pecypcoB. ATOT TepMUH Hanbonee
4YacTo UCNONb3yeTcH B KOHTeKcTe UT-ycnyr u
KOMMNOHEHTOB. HacTpoika — 3To YacTb ynpaBreHus
MOLLHOCTSIMU, KOTOpas Takke BKItovaeT
MOHUTOPWHI NPOU3BOANTENBHOCTU U BHEAPEHMWE
HeobxoaMMbIX U3SMEHEHUI. HacTponkon Takke
Ha3blBaeTCsa ONTMMU3aLMs, OCOOEHHO B KOHTEKCTE
NPOLLECCOB N APYrUX HE TEXHUYECKUX PECYPCOB.

Type | service provider

nocTaBLUumK ycnyr Tuna |

(ITIL Service Strategy) An internal service provider
that is embedded within a business unit. There may
be several Type | service providers within an
organization.

(ITIL Service Strategy) BHyTpeHHUI NoCTaBLLMK
YCNyr, BXOASALWMIA B COCTaB BUsHec-nogpasaeneHus.
MoxxeT OblTb HECKONbKO NMOCTaBLUMKOB YCiyr Tvna |
BHYTPWU OAHOW OpraHunsauuu.
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AHMMUACKNA TEPMUH

Type Il service provider

Pycckui TepMuH

NnocTaBLLMK ycnyr Tuna
Il

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) An internal service provider
that provides shared IT services to more than one
business unit. Type Il service providers are also
known as shared service units.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) BHyTpeHHUI NOCTaBLLMK
ycnyr, npegocrasnsowun obwue NT-ycnyrm 6onee
yem ogHon GusHec-nogpasgeneHuno. NMocTaBKLWmK
ycnyr Tuna |l Takke HasbiBaeTcs «06beaNHEHHDIN
LEHTPp OOCNYyXMBaHUSI».

Type Il service provider

nocTaBLLMK yCnyr Tuna
1]

(ITIL Service Strategy) A service provider that
provides IT services to external customers.

(ITIL Service Strategy) MocTaBLymk ycnyr,
npegoctasnawmnn NT-ycnyrn ons BHELWHWX
3aKa34yyMKoB.

underpinning contract
(UC)

BHeLWwHu goroeop (UC)

(ITIL Service Design) A contract between an IT
service provider and a third party. The third party
provides goods or services that support delivery of
an IT service to a customer. The underpinning
contract defines targets and responsibilities that are
required to meet agreed service level targets in one
or more service level agreements.

(ITIL Service Design) [loroBop Mexay NOCTaBLLUNKOM
UT-ycnyr n TpeTbeln CTOPOHOW. TpeTbst CTOPOHaA
npegocTaBnsieT TOBapbl UMW YCNyru,
nogaepXxusarwoLine npegocrtasneHue NT-ycnyr gns
3akas4uvka. BHewwHnn gorosop onpegenset npeamet
N 30HbI OTBETCTBEHHOCTU, HeobxoanmMble Ans
OOCTWKEHUSI COrnacoBaHHbIX LieNeBbIX nokasartenen
YPOBHS1 YCNYrn B OAHOM U HECKOMbKNX
cornaweHnsax o6 ypoBHsIX yCryru.

unit cost

eaouHuua 3artpar

(ITIL Service Strategy) The cost to the IT service

provider of providing a single component of an IT
service. For example, the cost of a single desktop
PC, or of a single transaction.

(ITIL Service Strategy) 3atpatbl noctaBwuka NT-
ycnyr Ha NpefaocTaBrieHe eanHUYHOro
(oTaenbHoOro) komnoHeHta UT-ycnyrn. Hanpumep,
3aTpaTbl Ha 0AHY pabouyylo CTaHUMIO UMK Ha OOHY
TpaH3aKuuio.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

urgency CPOYHOCTb (ITIL Service Design) (ITIL Service Transition) A (ITIL Service Design) (ITIL Service Transition) Mepa
measure of how long it will be until an incident, TOro, HacKOmMbKO BLICTPO C MOMEHTAa CBOETO
problem or change has a significant impact on the NosiIBNEHUS MHUMOEHT, NpobrnemMa unn nsMmeHeHue
business. For example, a high-impact incident may npuobpeTeT cyLlecTBeHHOE BNUSHNE Ha BusHec.
have low urgency if the impact will not affect the Hanpumep, MHUMOEHT C BbICOKMM YPOBHEM BITUSIHUS
business until the end of the financial year. Impact MOXET MMETb HU3KYK) CPOYHOCTb, ECIN 3TO BNSIHME
and urgency are used to assign priority. He 3aTparmBaeT OM3HeC A0 KOoHLUA (hpMHaHCOBOrO
roga. BrnivsiHne n cpoYHOCTb MCNONb3yTCS AN
HasHa4vyeHusi npuopuTeTa.
usability yao6cTBO (ITIL Service Design) The ease with which an (ITIL Service Design) MNMpocTtoTa, ¢ KOTopoW
NCNONb30BaHUS application, product or IT service can be used. npunoXxexHue, NpoaykT unm UT-ycnyra moryT 6biTb
Usability requirements are often included in a ucnonb3oBaHbl. TpeboBaHus K yaobcTay
statement of requirements. MCMNOMb30BaHNS 4acTo BKIIOYAKOTCH B NepeYveHb
TpeboBaHuii.
use case cueHapun (ITIL Service Design) A technique used to define (ITIL Service Design) TexHuka, ucnonb3yemas ans
Ncnonb3oBaHns required functionality and objectives, and to design onpepenexus Tpe6byemoii PyHKLMOHANBHOCTN U1
tests. Use cases define realistic scenarios that Lienei, a Takxe anst Mpoektuposaxusi TecTo..
desqube interactions between users and an IT CLieHap1n MCTIONb30BaHMS ONpeaensioT
service or other system. peanucTuYHbIe CLeHapuy, onvcbiBaroLmne
B3ammogencTeus mexay lNMonesosatensmu n NT-
ycnyramu unv apyrumm Cucremamu.
user nonb3oBartersb A person who uses the IT service on a day-to-day CoTpyaHukK, koTopbli ucrnonbadyeT UT-ycnyry Ha

basis. Users are distinct from customers, as some
customers do not use the IT service directly.

eXxeJHeBHOWM OCHoBe. [lonb3oBaTenm oTNMYaTCs
OT 3aKa34MKOB, TaK Kak HEKOTOPLIE 3aKa3unkn He
ncnonb3ytoT UT-ycnyry Hanpsmyto.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

user profile (UP) npodunb (ITIL Service Strategy) A pattern of user demand for | (ITIL Service Strategy) LLabnoH notpebnenns UT-
nons3osarens IT services. Each user profile includes one or more ycnyru nons3osatenem. Kaxabin npodunb
patterns of business activity. nonb3oBaTens BKroYaeT B cebsa oauH unn 6ornee
npodunen busHec-0eaTENbHOCTN.
utility NnonesHocCTb (ITIL Service Strategy) The functionality offered by a | (ITIL Service Strategy) ®yHKLMOHAMNLHOCTb,
product or service to meet a particular need. Utility npeanaraemasi NpOAYKTOM WK YCAYroi Ans
can be summarized as ‘what the service does’, and | ynogneTBOpeHMS CriELMUUECKIX NOTPEBHOCTE.
can be qsed to Qetermlne whether a‘ service is ablt? MoNe3HOCTb MOXeT BbiTb CchOpMYAMpOBaHa Kak
to meet its required outcomes, or1s .f't for purpose’. OTBET Ha BOMPOC «4TO AenaeT ycnyra?», u MoxeT
The business value of an IT service is created by
the combination of utility and warranty. See also MCMonb30BATLCS ANA ONPeAENeHs CnocoBHOCTH
service validation and testing. ycnyru npefocTtaBnsTb Tpebyemble KOHeYHbIe
pes3ynbTaTbl, UMW «COOTBETCTBOBATL HA3HAYEHMIO.
LleHHocTb UT-ycnyrn anga 6usHeca cos3paértca npu
MOMOLLIM KOMOMHALMM NONE3HOCTUN N rapaHTumn. Cm.
M. NOATBEPKAEHNE U TECTUPOBAHMNE YCITyr.
validation noaTBepXxaeHune (ITIL Service Transition) An activity that ensures a (ITIL Service Transition) [eatensHOCTb, KOTOpas

new or changed IT service, process, plan or other
deliverable meets the needs of the business.
Validation ensures that business requirements are
met even though these may have changed since the
original design. See also acceptance; qualification;
service validation and testing; verification.

rapaHTupyeT, YTO HOBas Unn nameHeHHas UNT-
ycnyra, npouecc, nfaH unu gpyron pesynetat
oTBe4vaeT Hyxaam busHeca. MNoarsepxaeHve
rapaHTuMpyeT, YTo TpeboBaHusi bM3Heca
YAOBIETBOPEHbI, AaXe eCrv OHW MOTIN N3MEHUTBCSA
Mo OTHOLLUEHUIO K UCXOAHOMY pesyrnbTaTty
npoekTupoBaHus. CM. mxx. Bepudukaums; Nnpuémka;
KBanudukaums; nogTBepXaeHne n TectuposaHmne

ycnyr.
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AHMMUACKNA TEPMUH

value chain

Pycckui TepMuH

Lienoyka gobasneHus
LLlEHHOCTM

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A sequence of processes
that creates a product or service that is of value to a
customer. Each step of the sequence builds on the
previous steps and contributes to the overall product
or service. See also value network.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) lNocnenosaTtensLHOCTb
npoLLeccoB, KoTopas cosgaeT NPoAYKT Unu ycnyry,
MMEIOLLLYHO LIEHHOCTb AN 3akasudnka. Kaxabin war
nocneaoBaTenbHOCTM NOCTPOEH Ha NPeabIayLLMX U
BHOCMWT CBOM BKIag B pPe3ynbTUPYIOLLMI NPOAYKT
unu ycnyry. Cm. mx. UHTerpmpoBaHHas
napTHépckas ceTb.

value for money

COOTHOLLUEeHUe LieHa-
KayecTBO

An informal measure of cost effectiveness. Value for
money is often based on a comparison with the cost
of alternatives. See also cost benefit analysis.

HedopmanbHaa mepa addekTUBHOCTM 3aTpar.
CooTHOLLEHME LieHa-Ka4eCTBO YacTO OCHOBbLIBAETCS
Ha CpaBHEHMU C 3aTpaTaMu Ha anbTepHaTuBbl. Cm.
MXX. aHanu3 BbIrog, 1 3aTpar.

value network

NHTErpupoBaHHas
napTHépckas ceTb

(ITIL Service Strategy) A complex set of
relationships between two or more groups or
organizations. Value is generated through exchange
of knowledge, information, goods or services. See
also partnership; value chain.

(ITIL Service Strategy) CnoxHoe MHOXeCTBO
B3aUMOOTHOLLEHU MeXay ABYyMs unmn bonee
rpynnamu unv opraHmsaumsamm. LieHHocTb
dopmMmupyeTcs Yepes obMeH 3HaHUAMM,
WHpopmaumen, ToBapamu unu ycnyramu. Cm. mx.
NapTHEPCTBO; Lienoyka AobaBneHns LLEHHOCTU.

value on investment
(VOlI)

pobaBrneHHas LLeHHOCTb
oT unBectTuuun (VOI)

(ITIL Continual Service Improvement) A
measurement of the expected benefit of an
investment. Value on investment considers both
financial and intangible benefits. See also return on
investment.

(ITIL Continual Service Improvement) lamepeHune
oXuagaemblx BbIroq oT MHBecTULUUI. [lobaBneHHas
LIeHHOCTb OT MHBECTULIMA paccMaTpuUBaEeT Kak
MHaHCOBLIE, Tak U HeMaTepuanbHble Bbiroabl. Cwm.
M. BO3BpaT MHBECTULINA.
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AHMMUACKNA TEPMUH

variable cost

Pycckui TepMuH

nepemMeHHble 3aTpaThbl

OnpepeneHne Ha aHTNIMACKOM

(ITIL Service Strategy) A cost that depends on how
much the IT service is used, how many products are
produced, the number and type of users, or
something else that cannot be fixed in advance.

OnpepeneHne Ha PycCKOM

(ITIL Service Strategy) 3aTpaTbl, KOTOpblE 3aBUCAT
oT obbema notpebnenusa UT-ycnyrm, konmdecTea
npovnsBeAeHHON NPOAYKLMMW, KONNYeCcTBa 1 TUMOB
nonb3oBaTenen, OT BCEro, YTO HeMb3s paccynTaTh 1
3apmkeupoBaTtb 3apaHee.

variance OTKITOHEHWE The difference between a planned value and the Pasnuume mexay nnaHnpyembiM 1 hakTuyecKkn
actual measured value. Commonly used in financial | namepeHHbIM 3Ha4YeHUsiMK. HacTo ncnonb3yeTcs B
management, capacity management and service ynpaBneHun ouHaHcamMm, ynpasneHnm
level management, but could apply in any area MOLLHOCTSIMU U yNpaBrieHU YPOBHEM YCIYT, HO
where plans are in place. MOXeT BbITb NpMMeHeHo B nbon obnactu, rae
CYLLECTBYIOT MiaHbl.
verification BepuduKaLms (ITIL Service Transition) An activity that ensures that | (ITIL Service Transition) [leaTenbHOCTb, KOTOpas

a new or changed IT service, process, plan or other
deliverable is complete, accurate, reliable and
matches its design specification. See also
acceptance; validation; service validation and
testing.

rapaHTMpyeT, YTo HoBas Unun nameHeHHasa UT-
ycnyra, npouecc, nnaH unv Apyrov pesyneTarT -
NOMHbIWA, TOUHbIN, HAAEXHbIV U COOTBETCTBYET
cBOen cneuundukaLmm NpoekTupoBaHus. Cm. mx.
noaTBepXXaeHue; NpUémka; NoATBepXaeHNe n
TECTUPOBAHWNE YCHYT.

verification and audit

Bepudukauna n ayaut

(ITIL Service Transition) The activities responsible
for ensuring that information in the configuration
management system is accurate and that all
configuration items have been identified and
recorded. Verification includes routine checks that
are part of other processes — for example, verifying
the serial number of a desktop PC when a user logs
an incident. Audit is a periodic, formal check.

(ITIL Service Transition) Buabl oeatensHOCTH,
oTBevalwLLune 3a obecrneyeHne TOHHOCTH
WHpopMaLMm B CUCTEME YyNpaBreHUs
KOHGUMrypaumsmm, a Takke 3a To, YTO Bce
KOHQUrypaLMoHHble eAMHULbI OnpeaeneHbl 1
3anuncaHbl. Bepudukauums skniovaeT B ceba
pernameHTUpOBaHHbIE MPOBEPKU, SABNSOLLMNECS
YyacTblo Apyrnx npoueccos. Hanpumep, cBepka
CepuUnHOro Homepa paboyen ctaHumn, koraa
nonb3oBaTtens coobliaeT 06 uHuuaeHTe. Ayout —
3TO nepuoamnyeckasi, opmarbHasi NpoBepkKa.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

version Bepcusi (ITIL Service Transition) A version is used to identify | (ITIL Service Transition) Bepcus ncnons3syetcsa ans
a specific baseline of a configuration item. Versions naeHTndmkaumm 6a3oBoro COCToAHNS
typically use a naming convention that enables the KOHMrypaunoHHon eamHuubl. Bepcun obb14HO
sequence or date of each baseline to be identified. MCNonb3ytoT cornallieHne 06 MeHoBaHuK, KoTopas
For example, payroll application version 3 contains [aeT BO3MOXHOCTb ONpeaenuTb
updated functionality from version 2. nocriefoBaTeNbHOCTb UNK aaTy Kaxaoro 6a3oBoro
cocTosiHusA. Hanpvmep, npunoxeHve pacyeta
3apnnaTbl Bepcun 3 coaepXuT oOHOBNEHHYIO
YHKUMOHANbLHOCTb U3 BEpPCUM 2.
vision BUAEHME A description of what the organization intends to OnucaHune Toro, YeM opraHusaumsa cobupaetcs

become in the future. A vision is created by senior
management and is used to help influence culture
and strategic planning. See also mission.

cTaTtb B 6yayuwiem. BuoeHue cosgaeTcs BbICLLIMM
MEHEDKMEHTOM U UCMONb3YeTCA Kak UHCTPYMEHT
BMUSIHWA Ha KyNbTYpy U cTpaTernyeckoe
nnaHuposaHue. CM. mXx. MACCHUS.

vital business function
(VBF)

KpuUTMYHasi busHec-
dyHKUMA

(ITIL Service Design) Part of a business process
that is critical to the success of the business. Vital
business functions are an important consideration of
business continuity management, IT service
continuity management and availability

(ITIL Service Design) YacTtb 6usHec-npouecca,
KpUTU4YHas gns ycnexa 6usHeca. KputuuHole
OM3HEeC-PYHKUUN SBNSOTCA BaXKHBIM NPEAMETOM
paccMOTPEHUS B yNpaBneHnn HENPepPbIBHOCTbLIO
BusHeca, ynpaBrneHuM HenpepbiBHOCTLIO UT-ycnyr 1

management. ynpaBneHnun OCTYMHOCTbIO.
vulnerability Yys1I3BUMOCTb A weakness that could be exploited by a threat — for | Cnaboe mecTo, KOTOpoe MOXET ObITb UCMONb30BaHO
example, an open firewall port, a password that is Yrposown. Hanpumep, oTKpbITbIV NOPT ¢haripeona,
never changed, or a flammable carpet. A missing HEeU3MeHsiIeMbI JOMroe BpeMs Naposb Unu
control is also considered to be a vulnerability. NErkoBoCnamMmeHsoLLeecst HanosibHOE NOKPbITUE.
OTtcyTcTBMe KOHTpOns Takke paccmaTpuBaeTcs kak
YA3BUMOCTb.
warm standby Tennoe See intermediate recovery. CM. NpOMEXYTOYHOE BOCCTaAHOBIIEHME.
pe3epBupoBaHue
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

warranty rapaHTus (ITIL Service Strategy) Assurance that a product or (ITIL Service Strategy) FapaHTVsi TOro, Y4TO NPOAYKT
service will meet agreed requirements. This may be | ynu ycnyra 6yanyT cootBeTcTBOBaTH
a formal agreement such as a service level cornacoBaHHbIM TpeGoBaHWAM. 3TO MOXeT BbITb
agreement or contract, or it may be a marketing kak hopmarnbHoe cornatleHmne (Hanpumep,
message or b“”.‘”d Image. Warranty refers to the cornatueHne 06 ypoBHe 06CNy>XMBaHUSA MUIu
ability of a service to be available when needed, to
provide the required capacity, and to provide the KOHTPAKT) TaK U MapKeTUHIOBOE 3aABNEHUE UMK
required reliability in terms of continuity and security. | MWK 6peHaa. FapanTus xapaktepusyet
Warranty can be summarized as ‘how the service is | BOSMOXHOCTb yCyru BbITb JOCTYMHON TOrAa, korga
delivered’, and can be used to determine whether a | OHa HyXHa, IMeTb HEOBXOANMYIO MOLLHOCTb U1
service is ‘fit for use’. The business value of an IT HafA&XHOCTb (B YacTu 6eaonacHocTn u
service is created by the combination of utility and HenpepbIBHOCTM). [apaHTusa — 3TO TO «Kak ycnyra
warranty. See also service validation and testing. npegocTaBnAeTCs», OHa MOXET UCMONb30BaTbCS
Onsi onpeaeneHnst COoTBETCTBUS YCIOBUSIM
ncnonb3oBaHus ycnyrn. LleHHocte UT-yenyrn gnga
Oun3Heca co3gaéTcsi Npu NOMOLLM KOMOMHaL MK
None3HoCTH U rapaHTum. Cm. mxx. NOATBEPXKAEHNE U
TECTUpPOBaHWE YChyT.
work in progress (WIP) | B pabote A status that means activities have started but are Cratyc, 03HavawLLnii, YTO OEATENBHOCTb YXKe

not yet complete. It is commonly used as a status for
incidents, problems, changes etc.

Ha4yarnachb, HO eLlé He 3aKoH4YeHa. YacTo
NCNonb3yemblil CTaTyC ANs MHUMAEHTOB, Npobnem,
U3MEHEHUN U T.M.

work instruction

paboyas MHCTPYKUUS

A document containing detailed instructions that
specify exactly what steps to follow to carry out an
activity. A work instruction contains much more
detail than a procedure and is only created if very
detailed instructions are needed.

[okymeHT, cogepxawmmn getanbHble NHCTPYKLUN,
TOYHO onpeaensitoLne LWark no BbINONHEHUIO
HearenbHocTn. Pabo4vasi MHCTPYKLMS COAEPXUT
ropasgo 6onblue aetanen, yem MNpouenypa, u
06bIYHO co3aaeTcs TONMbKO Toraa, koraa
HeoOXxo4MMa o4YeHb AeTarnbHast UHCTPYKLMS.
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AHMMUACKNA TEPMUH

Pycckui TepMuH

OnpepeneHne Ha aHTNIMACKOM

OnpepeneHne Ha PycCKOM

work order Hapsig Ha paboTy A formal request to carry out a defined activity. Work | ®opmanbHbIii 3anpoc Ha BbINonHeHne
orders are often used by change managementand | onpepgenénHoit aestensHocTy. Hapsiasl Ha paGoTy
by release and deployment management to pass 4aCTO UCTOMb3YIOTCS B PAMKaXx YrpaBreHus
requests to techmc.al management and application M3MEHEHUSMI 1 YNPaBeHUs penmaamm u
management functions. pasBépTbiBaHNEM ANs nepeaaYyn 3anpocos B
ynpaBreHne TEXHUYECKON NOaAEMKKON 1
ynpaBneHue NpuUrnoXeHUsMm.
workaround 06xofHoe pelleHue (ITIL Service Operation) Reducing or eliminating the | (ITIL Service Operation) YMeHbLUEHNE UK
impact of an incident or problem for which a full YCTpPaHeHWEe BIUSHWUS MHUMAEHTA UNn Npodnems,
resolution is not yet available — for example, by 01151 KOTOPbIX B TEKYLLMIA MOMEHT HELOCTYMHO
restarting a failed configuration item. Workarounds NnosnHoe paspelleHre. Hanpumep, nepesanyck
for problems are documented in known error OTKa3aBLLEW KOHPUrypaLNOHHON eguHULbI.
records. Workarounds for incidents that do not have | O6xoaHble peleHus ans npobnem
associated problem records are documented in the OOKYMEHTUPYIOTCS B 3anncsix 06 M3BECTHbIX
incident record. owmnbkax. O6xoaHble pelleHns ans MHUMOEHTOB,
KOTOpble He NpuBA3aHbl K 3anvcsam o npobnemax,
OOKYMEHTUPYIOTCS B 3anmcsx 06 nHUnaeHTax.
workload paboyas Harpyska The resources required to deliver an identifiable part | Pecypcol, Heobxoaumesle ans npeaocTaBneHus

of an IT service. Workloads may be categorized by
users, groups of users, or functions within the IT
service. This is used to assist in analysing and
managing the capacity, performance and utilization
of configuration items and IT services. The term is
sometimes used as a synonym for throughput.

onpenenénHon Yactun UT-ycnyrn. Pabo4vme Harpysku
MOryT BbITb KaTeropmanpoBaHbl Mo Nosfb3oBaTensm,
rpynnam nonb3oBaTtenen nnm QyHKUMSIM B pamkax
otaensHon UT-ycnyrn. UcnonbsyeTcs ans
obrneryeHns aHanv3a v ynpaBneHUs MOLHOCTbIO,
NpON3BOANTENBHOCTBIO U 3arpy3Kon
KOH(UrypaumoHHblx egmHmy n AT-yenyr. TepMuH
paboyasi Harpyska MHorga Mcnonb3yeTcs Kak
CUHOHUM BbIpaboTku.
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Abbpesunatypsbl ITIL

AHrnumckas Pycckas ab6peBuatypa NMonHoe HaMMeHOBaHWE Ha AaHIMUNCKOM MonHoe HaMeHOBaHMe Ha PYCCKOM

abbpeBuaTtypa

ACD ACD automatic call distribution aBTOMaTW4YeCcKoe pacrnpeerneHne 3B0HKOB

AM AM availability management yrpaBneHne A0CTYNHOCTbIO

AMIS AMIS availability management information system cucTema ynpasfieHuUs 4OCTYNHOCTbIO

ASP - application service provider NOCTaBLUUK YCAyr NPUKIagHOro NporpaMmMHoOro
obecneyeHns

AST - agreed service time cornacoBaHHOe BpeMsi NPeaoCTaBNEHNs YCITyrn

BCM BCM business continuity management ynpaeneH1e HenpepbIBHOCTbIO GusHeca

BCP BCP business continuity plan nnaH HenpepbIBHOCTU BU3Heca

BIA BIA business impact analysis aHanus BNusiHWS Ha 6usHec

BMP BMP Best Management Practice nopTdens Ny4lnX NPakTUK ynpasneHus Best
Management Practice

BRM BRM business relationship manager MeHepKep Mo B3aMMOOTHOLLEHUSIM C BU3HECOM

BSI BSI British Standards Institution BpuTaHCKWIN UHCTUTYT CTaHAapTOB

CAB CAB change advisory board COBET MO N3MEHEHUAM

CAPEX CAPEX capital expenditure KanuTanbHble BOXEHUs

CCM CCM component capacity management ynpaBrieHne MOLLIHOCTAMWU KOMMOHEHTOB
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AHrnunckas Pycckas abbpeBunatypa lNonHoe HaumeHOBaHWe Ha aHTNMUMACKOM MonHoe HaumMeHOBaHWe Ha PyCCKOM
abbpeBunartypa
CFIA CFIA component failure impact analysis aHanu3 BNuaHWSA c60s1 KOMMNOHEHTOB
Cl KE configuration item KOHUrypauuoHHasi eamHuLa
CMDB CMDB configuration management database 6a3a AaHHbIX YpaBneHns KoHUrypaumsamm
CMIS CMIS capacity management information system cuctema yrnpasneHust MOLLIHOCTAMM
CMM CMM capability maturity model MOAEnNb 3penocTn
CMMI CMMI Capability Maturity Model Integration KOMMMeKcHasi Moaernb 3penocTu
CMS CMS configuration management system cuctema yrnpasneHus KoHpUrypaLmsamm
COBIT COBIT Control OBjectives for Information and related Llenu koHTponsa Ans nHMOPMaLIMOHHLIX U
Technology CMEXHbIX TEXHOIOMMN
COTS - commercial off the shelf KOMMepYECKMIN KOPOBOYHLIN NpoayKT
CSF CSF critical success factor KpuTnyeckni chaktop ycrnexa
Csil CSil continual service improvement NMOCTOSIHHOE COBEpPLUEHCTBOBaHWe ycnyr
CTI CTI computer telephony integration KOMMbIOTEPHO-TEeNedoHHasa UHTerpaLms
DIKW DIKW Data-to-Information-to-Knowledge-to-Wisdom HaHHble-UHdbopmaums-3HaHmsa-MyapocTb
DML DML definitive media library onbnuoTeka aTanoHHOro NPOrpaMmmMHOro
obecneyeHuns

ECAB ECAB emergency change advisory board COBET MO 9KCTPEHHBLIM U3MEHEHMSM
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AHrnumnckas

abbpeBunartypa

Pycckasa abbpeBuatypa

MonHoe HauMeHOBaHMe Ha aHFMUACKOM

NMonHoe HaumeHOBaHMe Ha PyCcCKOM

ELS ELS early life support nepBuYHasi nogaepxka
eSCM-CL eSCM-CL eSourcing Capability Model for Client MoZaernb eSCM-CL
Organizations

eSCM-SP eSCM-SP eSourcing Capability Model for Service Providers | mogens SCM-SP

FTA FTA fault tree analysis aHanu3 gepesa 0TKa30B

IRR BHA internal rate of return BHYTPEHHSAA HOpMa JAOXOOHOCTU

ISG ISG IT steering group ynpasnsoowmn komuteT no T

ISM ISM information security management yrnpasneHue nHhopmMmaLoHHon 6e30nacHOCTbI0

ISMS ISMS information security management system cucTemMa yrnpasreHust MHopMaLMOHHOW
6e30nacHOCTbI0

ISO nco International Organization for Standardization MexxayHapoaHasi opraHvMsaums no
cTaHgapTusaumm

ISP - internet service provider WHTEepHeT-NpoBangep

IT nT information technology MHOPMaLMOHHbBIE TEXHOMOMMN

ITSCM ITSCM IT service continuity management yrnpaeneHune HernpepbiBHOCTLIO U T-yenyr

ITSM ITSM IT service management ynpasneHue UT-ycnyramum

itSMF itSMF IT Service Management Forum dopym no Bonpocam ynpasnexHunst T-ycnyramm

IVR IVR interactive voice response WHTepaKTUBHagA ronocoBas cuctema
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AHrnunckas Pycckasa abbpeBuatypa NonHoe HauMeHOBaHMEe Ha aHTNIMNCKOM MNonHoe HaumMeHOBaHWe Ha PycCKoMm
abbpeBunartypa
KEDB KEDB known error database 6a3a 13BECTHbIX OLLIMBGOK
KPI KNa key performance indicator KMHOYEeBOI nokasarterb 3MEKTUBHOCTH
LOS LOS line of service nnHenka ycnyr
MIS YNC management information system ynpaerneH4yeckas MHopMaLmMoHHas cuctema
M_o_R M o R Management of Risk meTofonorusa ynpaeneHus puckamm M_o_R
MTBF MTBF mean time between failures cpefiHee BpeMs Mexay cbosimu
MTBSI MTBSI mean time between service incidents cpeaHee Bpemsi Mexay VHUMAeHTaMm
MTRS MTRS mean time to restore service cpefHee BpemMs BOCCTaHOBIIEHUSA YCIyrn
MTTR MTTR mean time to repair cpegHee BpeMs ucnpasieHus
NPV NPV net present value yucrtasi npMBeaEHHas CTOMMOCTb
OLA OLA operational level agreement cornatleHne onepaLmoHHOro YpoBHS
OPEX OPEX operational expenditure ornepaunoHHbIE N3OEPXKKN
PBA - pattern of business activity Moaenb busHec-aeaTenbHOCTU
PDCA PDCA Plan-Do-Check-Act MnaHnpoBaHue-BbinonHeHue- MNpoBepka-
KoppektupoBka

PFS - prerequisite for success HeobxoaMmoe ycrioBume ycnexa
PIR - post-implementation review OLeHKa pes3ynbTaToB BHeAPEeHUs
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AHrnunckas Pycckasa abbpeBuatypa NonHoe HauMeHOBaHMEe Ha aHTNIMNCKOM MNonHoe HaumMeHOBaHWe Ha PycCKoMm
abbpeBunartypa
PMBOK PMBOK Project Management Body of Knowledge cTaHdapT ynpasneHus npoekramm PMBOK
PMI PMI Project Management Institute MHCTUTYT No ynpaBneHuto Nnpoektamm
PMO oyn project management office oduc ynpasneHust npoekTamu
PRINCE2 PRINCE2 PRojects IN Controlled Environments meTofonorysa ynpaeneHus npoektamm PRINCE2
PSO - projected service outage OXuaaeMmbli NPOCTON ycnyru
QA QA quality assurance KOHTPOINb KayecTBa
QMS CMK quality management system cuctemMa MeHeaKMeHTa KadyecTBa
RACI RACI responsible, accountable, consulted and maTpuua pornen n OTBETCTBEHHOCTM
informed
RCA - root cause analysis NMOUCK KOPHEBOM NPUYMHBI
RFC RFC request for change 3anpoc Ha U3MeHeHne
ROA ROA return on assets [OXOAHOCTb aKTUBOB
ROI ROI return on investment BO3BpaT MHBECTULMI
RPO RPO recovery point objective Lenesasi TouKa BOCCTAHOBMNEHUS
RTO RTO recovery time objective LileneBoe BPeMsi BOCCTaHOBMEHUS
SAC SAC service acceptance criteria KpUTEpUM NPUEMKN yCryru
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AHrnunckas Pycckas abbpeBunatypa lNonHoe HaumeHOBaHWe Ha aHTNMUMACKOM MonHoe HaumMeHOBaHWe Ha PyCCKOM
abbpeBunartypa
SACM SACM service asset and configuration management ynpaBieHne CepBUCHbLIMM aKTUBaMU 1
KOHpurypauunsimm
SAM SAM software asset management ynpasrieHue nporpamMmmMHbIMU akTuBamMmu
SCM SCM service capacity management ynpasrieHne MOLLHOCTAMM yCnyr
SCMIS SCMIS supplier and contract management information cucTeMa ynpasrneHus noapaaYukamm u
system KOHTpakTamu
SDP - service design package NPOeKTHasa AOKYMeEHTauUus ycnyrm
SFA SFA service failure analysis aHanus cboes ycnyru
SIP SIP service improvement plan nfiaH coBepLUEHCTBOBAHWS yCnyr
SKMS SKMS service knowledge management system cuctema ynpassieHMs 3HaHMAMU MO ycryram
SLA SLA service level agreement cornawleHne ob ypoBHe ycnyr
SLM SLM service level management yrnpaBneHne ypoBHEM YCIyr
SLP SLP service level package nakeT ypoBHeW ycryr
SLR SLR service level requirement TpeboBaHMe K YPOBHIO yCIyru
SMART SMART specific, measurable, achievable, relevant and kputepun SMART
time-bound
SMIS SMIS security management information system WMH(pOpMaLIMOHHas cMcTeMa ynpaBneHus
6e30nacHOCTbO
SMO - service maintenance objective BPEMSI MITaHOBOW HEAOCTYMNHOCTU YCIyrn
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AHrnunckas Pycckasa abbpeBuatypa NonHoe HauMeHOBaHMEe Ha aHTNIMNCKOM MNonHoe HaumMeHOBaHWe Ha PycCKoMm
abbpeBunartypa
SoC - separation of concerns pasferieHne OTBeTCTBEHHOCTM
SOP SOP standard operating procedure cTaHOapTHble npoueaypbl AKcnnyaTauum
SOR SOR statement of requirements nepeveHb TpeboBaHui
SOX SOX Sarbanes-Oxley (US law) 3akoH Cap6eriHca-Okcnu (CLUA)
SPI - service provider interface UHTepdenc nocTasLLmKa ycnyr
SPM SPM service portfolio management ynpasneHue noptdenem ycnyr
SPOF SPOF single point of failure eunHast To4yKa oTKasa
TCO CCB total cost of ownership COBOKYMHasi CTOMMOCTb BrafieHust
TCU ccH total cost of utilization COBOKYMHasi CTOMMOCTb UCOMNb30BaHUs!
TO - technical observation TeXHU4eckoe HabnwgeHne
TOR T3 terms of reference TexHM4eckoe 3agaHue
TOQM TQM total quality management KOMMMEKCHOE ynpaBreHne KauecTBoMm
ucC uc underpinning contract BHELLHMI OOroBop
upP - user profile npodunb nons3oBartens
VBF VBF vital business function KpUTHMYHas GusHec-pyHKUMA
VOI VOI value on investment nobaBneHHas LLeHHOCTb OT MHBECTULINI
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AHrnunckas Pycckas abbpeBunatypa lNonHoe HaumeHOBaHWe Ha aHTNMUMACKOM MonHoe HaumMeHOBaHWe Ha PyCCKOM

abbpeBunartypa

WIP - work in progress B pabote

Swirl logo™ — Toproeas mapka CekpeTapuata kabuHeTa MuHUCTpoB NpaButenscTea BenukobputaHuu
ITIL® — 3aperucTpmMpoBaHHas Toprosas Mmapka CekpetapuaTa kabuHeta MuHucTpoB NpaButenscTBa BenvukobputaHum
PRINCE2® — 3apeructpupoBaHHas ToproBas mapka CekpeTapuaTa kabuHeTa MmHUCTpoB [NpaButensctea BenukobputaHmm

M_o_R® — 3apeructpupoBaHHas ToproBasi Mapka CekpeTtapuata kabuHeta MUHUCTPOB lMNpaBuTenbcTBa BenvkobputaHim
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