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ITIL (Information Technology 6.9\3‘“3 M/

Infrastructure Library) i

Continual Service
Improvement

» Soubor informaci
» Tri verze

» Moduly:
0 Strategie sluzeb
- Navrh sluzeb
2 Prechod sluzeb
2 Provoz sluzeb
- Neustaleé zlepSovani sluzeb




ViIastnosty

» Procesni rizeni

» NaS zakazn

» Business =

» Jazykouzl terminologie

e ITIL: ,,Sluzba je prostredek dodavani
akaznikovi tim, ze zprostredkovava vystupy,
jichz chce zakaznik dosahnout, aniz by vlastnil
specifické naklady a rizika.*




Dalsi Vlastnosti ITIL

» Pouziti kdekoliv
» VSe ,,Zdarma‘

2 ,,Knihovna je volné dostupna, coz znamena, ze kazdy si
muze knihy ITIL koupit...*
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Priklad ze zivota 1 - Letiste (2003)

» Fronta na banany
» VSe drahé, niceho se nedostava
» Jak usetrit?

2 ITIL Service Strategy!




Priklad ze zivota 2 - Internet (2011)

» Dosel Internet
» Zavolame poskytovatele

» ITIL - Service Level Agreement
» ITIL - Incident Management Process
» ITIL - Exceeding Customer Expectations







Realné nasazovani ITIL v CR - nevyhody

» Néaklady prilis vysoké
» SW podpora nedostatecna

» Problémy nereseny okamzité

» SW funguje jinak, nez jsem zvykly
» Byrokracie, kam oko dohledne

» Prilisna ocekavani




Software a ITIL
» Prozkoumani softwaru
» Poskytovatel Rizovy Slon I




A to je vse.

Dekuji za pozornost.




Linky na obrazky

Question mark: http://momofftrack.com/2011/04/opinions/question-mark-2/

Question mark: http://commons.wikimedia.org/wiki/File:Question_mark_alternate_inverted.svg
Question mark: http://ritakeller.com/blog/2012/07/asking-the-right-questions.html/question-mark
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Monle(:jy/: http://fellowpillow.wordpress.com/2012/11/28/is-money-the-most-important-thing-in-the-
wor

No internet: http://workabletechnology.com/?p=115

Happy face: http://mewkisshu96.deviantart.com/art/Super-Happy-Face-121798477

Light: http://www.how-things-work-science-projects.com/electricity-science-projects.html
Disadvan: http://cnanursingclasses.wordpress.com/tag/career-in-nursing/

Pink 'fant: http://www.clker.com/clipart-pink-elephant-22.html

Pink ‘fant: http://www.flurtsite.com/2011/10/pink-elephants-cradle-robbing/

Pink 'fant: http://mypinkytoes.wordpress.com/2011/05/13/pink-elephants/
http://www.filmopolis.cz/?page=article&action=detail&vote=1&arid=814
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