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Acceptance criteria

Kputepuu npuemku

Custom software

3aka3Hoe nporpaMMHoe obecneyeHue

Account & market definition

Onpep,eneHme PbIHKA U NOTEHLUANIbHbIX KTIMEHTOB

Customer environment strategy

CTpaTEI’lflﬂ pa3BuUTUA BHeLUHeN Cpebl 3aKa34ynkos

Ad hoc service request

3anpoc Ha 06CNY)XMBAHUE, BOZHUKAKOLWMIA NO CUTYaLMUU

Customer organizations strategy

CTpaTerns passuTm1s 3aKa3umKos

Agreements and procedures dossier

[akeT cornawexunit 1 npouenyp

Customization

MNHaMBKUayanbHas HacTpomka

Annual plan lopgoBoit nnaH Data [aHHble

Application Mpunoxexune Data (electronically recorded) [laHHble (B 3n1eKTPOHHOM hopMe)
Application development PaspaboTtka npunoxeHus Data flow MOTOK AaHHbIX

Application documentation JlOKYMEHTaLWMS K MPUIOXKEHNUIO Data management YnpasneHue gaHHbIMU
Application life cycle management YnpaBneHue KM3HEHHbIM LIMKJIOM NPUIOXEHWM Data model Mogenb AaHHbIX

Application maintenance & renewal ConpoBoxaeHne 1 06HOBNEHWUE NMPUIOXKEHUN Database basa naHHbIX

Application management

YnpaBneHve npunoxeHUsMu

Database access analysis

AHanu3 poctyna K 6ase AaHHbIX

Application management organization strategy

CTpaTeFMﬂ pa3BUTUA OpraHn3saumn, ynpaBnmou.Leﬁ NPUNOXEHNAMU

Database management (optimization and tuning)

Ynpasnexue 6azaMu faHHbIX (ONTUMU3ALMS M HACTPOIKA)

Application management plan

[7aH ynpaBneHus NMpUIoKeHUEM

Denormalization

[eHopMmanu3aums

Application object

O6bekT NpUIoXKeHUs

Design

poekTupoBaHue

Application owner

Bnapeneu, npunoxexus

Design (product)

[n3aiiH (npoayKT)

Application portfolio

MopTdhenb npunoxeHuin

Domain knowledge

06nacTb 3HaHWUI

Application portfolio management YnpaBneHve nopthenem npunoxeHni Emergency fallback lepexop, B aBapuiHbIA pexunm
Application Services Library Bubnunoteka ycnyr npunoxeHui End user KoHeuyHbIV nonb3oBaTtenb
Application strategy CrpaTerns pasBuTUs NPUIOXEHUI Entity O6bekT

Application support Mopnepxka NpuUnoXxeHun Entity set Habop 06bekToB

Approved change proposal 0p06peHHOe NpefioKeHUe 0 BHECEHUU U3MEHEHUI Entity type Tun 06bekToB

Attribute ATpnbyT Escalation Jckanaums

Availability [ocTynHocTb Failure Cboit

Build Cbopka Financial management Ynpasnexnue GpuHaHcaMm

Business information management YnpasneHue 6u3Hec-uHpopmaLumei Framework PDpeliMBOpK

Calamity or Disaster ABapusi Functional system design (DYHKLMOHANbHbIM NPOEKT CUCTEMbI
Call O6pateHve (TenedoHHoe) Functional system test DYHKLMOHANbHOE TECTUPOBAHWE CUCTEMBI
Capabilities definition OnpepeneHune cnocobHocTen Functionality (DYHKLMOHaNbHbIE BO3MOXHOCTU
Cause MpuunHa Help desk CrnipaBoyHas cnyx6a

Causer BUHOBHUK Impact BnuaHue

Chain processes lpouecchl Lenoyku Impact analysis AHanu3 BAMSHUS [M3MeHeHNs]
Change N3meHeHne Implementation BHenpexue

Change management YnpaBneHue nsMeHeHUsIMu Incident NHumpeHt

Change package akeT U3MeHeHuw Information MHdopmauus

Change proposal

I'Ipe,£u10>KeHl4e 0 BHECEHWUU U3MEHEHUM

Information management

Ynpasnenue nHdopmaumen

Change request

3anpoc Ha U3MEeHeHue

Information provisioning

NHbopMaLmoHHOe obecneyeHne

Change set Habop nameHenui Information request MH(OPMaLMOHHbIN 3anpoc

Client Knunent Information system MNHbopMaLMOHHas cuctema

CMDB basza AaHHbIX ynpaBneHus KOHUrypauusamm Information system development Pa3paboTka MHbOOPMaLMOHHOM CUCTEMBI
Complaint peTeH3uns Infrastructure NHbpacTpykTypa

Configuration item

KoHdurypaunoHHas egmHmua

Infrastructure management

Ynpasnexnue MHPPaCTPyKTypoi

Configuration management

YnpaBneHue KOHGUrypaumsamm

Initial development

Pa3pabotka «c Hyns»

Connecting processes

CBs3ytoLme npoLecchl

Integration test

MHTEFpaLIMOHHOe TECTUPOBAHNE

Continuity management

YnpasneHue HenpepbIBHOCTbIO

IT developments strategy

Crpateruns passutus UT

Contract management

YHpaBneHme KOHTPaKTaMu

IT infrastructure

MHdpacTpykTypa T

COTS package

CTaH,ELapTHOE npunoxeHune

IT operations management

YnpaBneHve onepaunMoHHON aestenbHocTbio UT
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Logical system design

Jlorn4yeckunii NpoekT CUCTeMbl

SDDB (Service delivery database)

Ba3a AaHHbIX NpesocTaBisieMbX ycnyr

Maintenance

ConpoBoxaeHue

Security management

YnpaeneHue 6e30nacHOCTbIO

Maintenance, Adaptive

AnanTMBHOE CONPOBOXAEHUE

Service call

CepBucHoe obpalleHve

Maintenance, Additive

[ononHutensHoe COMpOBOXAEHNE

Service catalogue

Karanor ycnyr

Maintenance, Corrective

KoppekTupytoLiee conpoBoxaeHe

Service change request

3anpoc Ha U3MEHeHue yCyru

Maintenance, Perfective

Ynqualou.Lee CONpOBOXAEHNE

Service delivery definition

OnpegnenexHue NpefoCcTaBaseEMbIX YCIyr

Maintenance, Preventive

[podunakTnyeckoe CONpoBOXAEHME

Service desk

Cnyx6a nopaepxku nonbsosateneii (Cnyxba Service desk)

Management processes

YHpaBnqueCKme npouecchbl

Service desk, First line

epBas IMHUS Cny>XObl NOAAEPXKKM MONb30BaTeNe

Mean time between failures

CpepHee BpeMs Mexay c6osMu

Service desk, Second line

BTopas nnHMs cnyx6bl Noaaep)KKu nonb3oBaTenen

Mean time to repair

CpefHee BpeMsi UCMPaBEHNS

Service desk, Third line

TpeTbs NMHKUS CNyX6bl NOAAEPXKKM NONb30BaTENEM

Normalization

Hopmanusauus

Service level report

OT1yeT 06 ypoBHe cepBuca

Office automation

ABTOMaTM3aLMA OPUCHBIX Onepauui

Service provisioning

OkasaHwe ycnyr

Operating system OnepauunoHHas cucteMa Service team CepBu1CHas KOMaHAa

Operation Onepauus Service window MNepuon, obcnyxmBaHus

Operational processes OnepaLyoHHble npoLecchl Shipment MNocTaBka

Outsourcing AyTCOpPCUHT Skills HaBbiku

Package [akeT nporpamMm Software [porpaMMHoe obecrneyeHne

Patch Maty Software control and distribution KoHTponb 1 pacnpocTpaHeHne NporpaMMHoro obecneyeHus
Perfective maintenance Ynydlaiouee conpoBoXxaeHne Software development Pazpabotka nporpaMMHoro obecneyeHus

Performance [1pon3BOANTENBHOCTD Software function DyHKLMSA NPOrpaMMHoro obecrneyeHuns

Performance management

YnpaBneHue Npou3BOANUTENbHOCTLIO

Software package

lMakeT nporpaMMHoro obecneyeHus

Planning and control

I'InaHMposaHme U KOHTPOJ/1b

Specifications

Cneundukaumm

Pre-change request

[pensapuTenbHbIN 3anNpoc Ha U3MeHeHne

Strategic processes

CTpaTernyeckue npoLeccbl

Preventive maintenance

MpodunakTnyeckoe obcnyxxnaHme

Supplier definition

Onpe,u.eneHme noapsagynKkoB

Priority

Mpuoputer

Supplier management

YnpaBnexnue noapsauMKamMu

Problem

Mpobnema

System defect (or Software defect if not hardware)

CucteMHbIN fedekT (Mnu pedekt cuctemHoro M0)

Problem management

YnpasneHue npobnemamu

Table

Tabnuua

Production environment

Cpepaa NpoMbILLNEHHO SKCMTyaTaLUm

Technical infrastructure

TexHuyeckas MHpacTpyKkTypa

Production or Operations

TMpOMbILINEHHAs SKCMIYaTaLMs UM onepaLmu

Technical infrastructure management

YnpaBneHne TeXHMYecKoi MHQPaACTPYKTYpoWi

Production test

3KCI'IJ'IyaTaLI.l40HHO€ TECTUpOBaHue

Technical life span

TexHUYeCKMIA CPOK CNYXObI

Production verification

JKCnnyaTauMoHHas Bepudukaums

Technical system design

TexXHWUYeCKWI NPOEKT CUCTEMDI

Project management

YnpaBneHue npoekTamu

Technical system test

TexHuuyeckoe TECTUPOBAHWE CUCTEMDI

Project plan

naH npoekTa

Technology definition

OnpepnenexHne TeXHONOrMM

Quality assurance system

Cuctema obecneyeHns KayecTBa

Test script

CLieHapuii TeCTUPOBaHUS

Quality management

ynpaBneHme Ka4yecTsoM

Test set

Habop TectoB

Realization Peanvsauus Test, Acceptance [pueMoyHoe TecTMpoBaHue
Release Penus Test, Functional system @YHKLMOHabHOE TECTUPOBaHUE
Release management YnpaeneHue penvzamu Test, Integration MHTErpaLnoHHOe TecTrpoBaHue
Reliability HapexHocTb Test, Production JKCnayaTaLMOHHOE TeCTUpOBaHUe
Renewal O6HoBnEHME Test: Technical system TexHuyeckoe TECTUPOBaHUE

Renovation scenario CueHapuii 06HOBNIEHUS Testing TecTupoBaHue (npouecc)
Request for change 3anpoc Ha M3MeHeHue Unit test MopaynbHOe TecTrpoBaHue
Requirement TpeboBaHue Use support MNopnepxka MCcnonb3oBaHUs
Resource management YnpaeneHue pecypcamu User Monb3oBaTenb

Risk management YnpasneHve puckamu Version Bepcus

Scheduled maintenance

3annaHnpoBaHHoe 06cnyXxMBaHue

Workload management

YnpaBneHue paboyeii Harpyskow
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