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Katalog IT sluzeb
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* Smyslem katalogu je poskytovat jeden zdroj
konzistentnich informaci o vSech
provozovanych sluzbach a zajisténi ze je
dostupny vSsem kdo mohou tyto sluzby
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» Katalog sluzeb je jako menu v restauraci, které
dava vasim zdkaznikim prehled jaké typy
sluzeb vase spolecnost poskytuje.
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Co je to sluzba?

,Sluzba je prostredek poskytovani hodnoty zdkaznikovi prostfednictvim vystupd,
kterych zdkaznik chce dosdhnout bez vlastnictvi specifickych ndklad( a rizik.”

ITIL v3, Service Design
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Druhy IT sluzeb

IT sluzba je tvorena kombinaci informacnich technologii, lidi a procesd.

Sluzby pouzivané primo zakazniky naprimo podporuji obchodni procesy
jednoho nebo vice zdkaznikUl a jejich cil drovni sluzeb by mél byt definovan
v dohodé o urovnich sluzeb (SLA). Pfikladem takovéto sluzby muaze byt
poskytnuti nové e-mailové schranky.

Dalsi IT sluzby, které nazyvame podplrnymi, nejsou primo uzivany
businessem, avsak jsou vyzadovany poskytovatelem IT sluzeb pro dodavku
sluzeb pouzivanych primo zakazniky (napr. Exchange Server).

PodpUirné sluzby mohou rovnéz zahrnovat sluzby, které uziva pouze
poskytovatel sluzeb IT.



Druhy IT sluzeb

IT Service Catalogue

Business Service
Catalogue
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Katalog IT sluzeb

* Obchodni katalog sluzeb by mél byt sepsan v co nejméneé technickém
jazyce, aby mu rozumeéli bézni uzivatelé.

* Technicka katalog sluzeb naopak neni urcen k publikovani mimo IT oddéleni
a meél by tak mit technicka reseni dostatecné detailné zdokumentovana v
odborném jazyce.

 Mnoho spolecnosti udrzuje pouze katalog sluzeb obsahujici sluzby

pouzivané primo zakazniky, je ale dobré mit technicky katalog alespon ve
forme funkcniho popisu sluzby.
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Navrh katalogu

* Prvnim krokem je definice portfolia sluzeb

e Katalog sluzeb by mél minimalné obsahovat:
* Nazev sluzby
* Popis sluzby
e Vlastnika sluzby

e SLA (dostupnost, dobu reakce a vyreseni)

 MuzZete také doplnit kontaktni idaje a cenu sluzby, v pripadé Ze si Vase IT
oddéleni uctuje za své sluzby.

* Doporucuji strukturovat katalog na zakladé kategorii sluzeb a postupné se
propracovavat do jednotlivych detaild.
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Accounts & Access

Navrh katalogu

itil-service-catalogue-samplexlsk - Excel

Zobrazeni Q

Requests related to accounts and access rights.

Service Owner

Radek Klein

[Eal

Sdilet

Create or Change Access

Request assignment or change of access rights for computers and
applications.

John Doe

4 hours

8 hours

No Charge

Reset Password

Request reset of forgotten password.

John Doe

2 hours

4 hours

No Charge

Computers & Accessories

Requests and malfunctions related to computers, notebooks,
monitors and other accessories.

1 Need Help

Support for hardware and operating system.

Request New Computer

Request new computer or notebook.

Loan Notebook

Request temporary loan of notebook.

Request PC Accessaries

Request new monitor, mouse, keyboard or other accessories.

bile Devices

Requests and malfunctions related to mobile phones and
tablets.

I Need Help

Support for mobile phones and tablets.

Reguest New Mabile Device

Request new mobile phone or tablet.

Loan Mabile Device

Request temporary loan of mobile phone or tablet.

E-mail & Calendar

Requests and malfunctions related to e-mails and calendars.

1 Need Help

Support for e-mails and calendars.

Reguest New Mailbox or Redirect

Request creation of new mailbox or distribution list.

Request for Change

Request change related to e-mails and calendars.

Information System

Requests and malfunctions related to the information system.

Module A

Requests and malfunctions related to Module A.

| Need Help

Support for Module A

Report Bug

Report defect in Module A

Suggest New Feature

Suggest improvement or new feature in Module A,

Module B

Requests and malfunctions related to Module B.

| Need Help

Support for Module B.

Report Bug

Report defect in Module B

Suggest New Feature

Suggest improvement or new feature in Module B.

Printers

Requests and malfunctions related to multifunction printers.

il Need Help

Support for multifunction printers.

equest New Toner

Pfipraven

Request exchange of empty toner in the printer.
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Navrh katalogu

=
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GTSALIVE Requests Service Catalogue Knowledge base Current news f'_

Search requests ... - 0

Select service from the Service Catalogue

Search in services... -

Information Technology

Services
l Services and requests for IT department.
- - Help with computers, printers & mobile devices.
- Support of business applications.
Information - Requests for new IT equipment.
Technology - Changes to IT systems and websites.

Select the required service:

o | 5 < B

Accounts & Access Computers & Mobile Devices E-mail & Calendar Printers Landlines
Accessories

3 o | B | &

Programs & Computer Network ALIVE Platform Websites Newsletters Training &
Applications Consultations
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Ovéreni katalogu

* Jakmile budete mit katalog sluzeb navrzen, nezapomernite si ho ovérit u
svych podrizenych a business uzivatelu.

* Tvorba katalogu sluzeb mUze casto vést ke zméné dohod o Urovnich sluzeb

nebo celého portfolia sluzeb tak aby |épe korespondovalo s obchodnimi
potrebami spolecnosti.
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Stanford University

Stanford ‘ University IT

Find Services ~ Iwantto..~ GetHelp~ Security ~

Services

Accounts and Access

& includes Stanford WebLogin and
Two-Step Authentication, ID Card,
Authority Manager, and more.

Business Intelligence and
Reparting

includes Oracle Business
Intelligence - Enterprise Edition
(OBIEE).

Consulting and Development
& includes Business Solutions
Consulting and Development, CRC,

BigFix, Apple, Dell, and Lenovo
bundles, and more.

Email and Calendar

includes Stanford Email & Calendar,
Mailing Lists, and more.

Productivity and Collaboration

includes Confluence, Blue Jeans

.,))

-

Newsletter About Us

Backup and Storage
includes Encryption, Data Storage,
and Backup services.

Communications

includes Telephones, Cell Phones,
Cable TV, and more.

Document and Digital Asset
Management

includes Google Apps at Stanford,
Box, Nolij, and SALLIE.

Networks and Connectivity

includes the Stanford University
Network, Wi-Fi, VPN, and more.

Research Computing

includes consulting, server hosting

https://uit.stanford.edu

AtoZ

Account and Access Services
Accounts and Passwords
AFS (Andrew File System)

Answers (Stanford Knc
Applicati i

, Shibboleth
Authentication, WebAuth
Authority Manager

Automated Call Distribution (eACD)
B )

Backup and Recovery Services
Backup, Disk-Based Replication
Backup, Server (BaRS)

BaRS (Backup and Recovery Service)
Bible Sheets (CNSCAD)

Blogs (WordPress)

Box

Business Solutions Consulting and

Implementation

Cable TV (Cardinal Cable)
Calendar

Call Recording

Centralized Logging (Splunk)

CGl (web scripts and programs)

/services

Jsem student
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Harvard University

HARVARD UNIVERSITY ITPOLICIES SECURITY INTRANET
Information Technology - -

Get Started~  Resources For...v IT Communityr  News & Events  About~

HOME /

} Teaching & Learning Services
Technology
» Chat, Video & All About
_ BY CATEGORY SERVICES A -Z BY GROUP — L
Collaboration E Printing
» Computers & Software
G i i All About Email
+ Email & Calendare ©®  Teaching & Learning Technology out Email
+ Library Technology Servitj.es that s_upport Harvard's mission to advance E
. teaching, learning, and research.
Services
All About Web
» Phomes & Mobile B Chat, Video & Collaboration 299 Apps for work
+ Information Security Tools and services to help Harvard collaborate on
classes, projects, and more. All About
» Wired & Wireless Harvard
Networks i
] Computers & Software Directory

» Web Publishing & Hosting
Buy computers and peripherals, find free and

» Technical Services discounted software, and learn all about printing at
Harvard

=%  Email & Calendars

Access your Harvard account or send large GET HELP ->
encrypted files with Secure File Transfer.

WE'RE HERE TO HELP

http://huit.harvard.edu/services
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Publikovani katalogu

* Po dokonceni katalogu IT sluzeb je nékolik zplsobu jak uzivatele informovat,
jaké sluzby poskytujete.

* Tabulka nebo dokument ke stazeni na intranetu nebo sitovém disku
e Strukturované stranky na webu nebo intranetovém portalu
* Integrace katalogu primo do Service Desku

* Propojeni katalogu se Service Deskem umozni, aby zakaznici (interni i

externi) vidéli pro né dostupné sluzby a vytvareli pozadavky ve sluzbé
kterou potrebuji a rovnou byli informovani o své SLA.
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Piiklady

GTSAL'VE PoZadavky Katalog slufeb Baze znalosti Aktudlni zpravy

Prohledat poZadavky ... - O

Vyberte sluzbu z katalogu sluzeb

Prohledat sluzby... -

w || = | &

Finance Informaéni Marketing Personalni oddéleni Provozni zileZitosti

technologie
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GTSAL'VE Pozadavky Katalog sluzeb Baze znalosti Aktualni zpravy || ]

Prohledat poZadavky ... - O

Vyberte sluzbu z katalogu sluzeb

Prohledat sluzby... -

Informacni technologie

Sy
l SluZby a poZadavky na IT oddéleni.
- Pomoc s pocitadi, tiskdrnami a mobilnimi zafizenimi.

- Podpora aplikaci a zmény v systémech.
Informaéni - PoZadavky na nové IT vybaveni.
technologie - Weby a newslettery.

Vyberte poZadovanou sluzbu:

-

Uéty a pfistupy Poditace a

prislusenstvi

Programy a aplikace Pocitacova sit

(]

Mobilni zafizeni

E-mail a kalendar Tiskarny Pevné telefonni linky

Skoleni a konzultace

WWWwW
ALIVE Platform Weby Newslettery
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Piiklady

GTSAL'VE PoZadavky Katalog slufeb Baze znalosti Aktudlni zpravy

Prohledat poZadavky ... - O
Vyberte sluzbu z katalogu sluzeb
Prohledat sluzby... -
Ucty a pfistupy

n Slufhy > Informaéni technologie

n Pozadavky tykajici se G¢td do poéitach a aplikaci.

Uéty a pfistupy

Vyberte poZadovanou sluzbu:

Zridit nebo zménit Reset hesla
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GTS ALlVE PoZadavky Katalog slufeb Baze znalosti Aktudlni zpravy |dp. )

| Prohledat poZadavky ...

Vyberte sluzbu z katalogu sluzeb

| Prohledat sluzby... | -

Pocitace a pfislusenstvi

Sluzby > Informaéni technologie
Pozadavky a chyby tykajici se poéitacd, notebookd, monitord a daldtho piisludenstvi.
—

Pocitace a
prisluSenstvi

Vyberte poZadovanou sluzbu:
72N
\.I
\W 7/ o0

PotiZe s pouZivanim 7adost o novy
pocditac

-

Zadost o zapijéeni
notebooku
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GTSAL'VE PoZadavky Katalog sluZeb Baze znalosti Aktualni zpravy |“E

| Prohledat poZadavky ... - O |
Vyberte sluzbu z katalogu sluzeb
| Prohledat sluzby... | -
E-mail a kalendar . . A
Sluthy > Informaéni technologie Znalosti pro tuto sluzbu (1)
PoZadavky a chyby tykajici se e-maild a kalendafd. @ nova znalost

Jak synchronizovat telefon s Office 365
. Zjistéte, jak nastavit synchronizaci
(et a sl e-maild, kontaktd a kalenddid na

Daléi znalosti ...

Vyberte poZadovanou sluzbu:

7N
<

PotiZe s pouZivanim Zidost o novou
schranku nebo

PoZadavek na
zménu
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GTS ALlVE PoZadavky Katalog slufeb Baze znalosti Aktudlni zpravy |A§

| Prohledat poZadavky ...

Vyberte sluzbu z katalogu sluzeb

| Prohledat sluzby... | -

Reports Manager

Slufby > Informaéni technologie > ALIVE Platform
PoZadavky a chyby tykajici se business intelligence nastroje BellaDati.

Reports Manager

Vyberte poZadovanou sluzbu:

7N o
< 13

PotiZe s pouZivanim Nahlasit chybu ost 0 novy Naméty na zlepZeni

datovy zdroj a report systému
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iklady

GTS ALlVE PoZadavky Katalog slufeb Baze znalosti Aktudlni zpravy

Prohledat poZadavky ... - O |

Novy - Request for change

Naméty na zlepseni systému
Sluzby > Informaéni technologie > ALIVE Plstform > Reports Manager

Mavrhnout zlep3eni neb novou funkci v aplikaci Reports Manager.

Naméty na zlepeni
systému

Predmét: *

Zadejte nazev poZadavku...

Popis:

Pismo ~ Vel.~ A~ & =

B I UT

]
E

SLA: ™

Prvni reakce do: 25. 4. 2017 13:59:00
Vyfefeni poZadavku do: Termin nenf stanoven
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Piiklady

GTSAL'VE PoZadavky Katalog slufeb Baze znalosti Aktudlni zpravy

Prohledat poZadavky ... - O

Vyberte sluzbu z katalogu sluzeb

Prohledat sluzby... -

ISIC.cz i . A
Sluthy > Informséni technologiz > Weby Znalosti pro tuto sluzbu (1)
Zadosti a chyby tykajici se webu 1SIC.cz. @ nova znalost

Specifikace PR €lankd na ISIC.cz
Povinné prvky a doporuéeni pro
publikaci &lanku na webu I5IC.cz. Clanky

Daléi znalosti ...

Vyberte poZadovanou sluzbu:

B[P =|E

MNowy Elanek Zména obsahu Nowvy banner Mova nabidka Mqj

7

Z4dost o statistiky Nahlasit chybu Naméty na zlepieni Uéty Muj ISIC
webu

R GTSALIVE



Q&A
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Dékuji Vam za pozornost

Radek.Klein@gtsalive.com
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