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1. IlepeyeHb MJIAHUPYEMBIX Pe3yJbTATOB 00y4YeHHs MO AMCHUILINHE (MOIYJII0),
COOTHECEHHBIX C MJIAHUPYEMbIMH Pe3yJIbTATAMHU OCBOEHHS NMPOTrPAMMBI

1.1. Incuumumaa b1.B.06 Crannapter ynpaeneaus WT (uHDOpMAIMOHHBIMH TEXHOJIOTHSMU)
o0ecrieurBaeT OBJIAJICHUE CASAYIOIMMU KOMIETECHIUSMHU C YUYETOM ATama:

Kon HaumenoBanune Kox srama ocBoenna | HaumenoBanwue 3Tama
KOMIIETEHITNH KOMIIETEHIINHU KOMIIETEHITNHN OCBOEHHA
KOMIIETEHIINHU
IMKc-1 Croco6HOCTE ITKc-1.1 CriocoOHOCTD
YIPaBJISITh KAY€CTBOM aHAIM3UPOBATh
PECYpPCOB M CEPBHUCOB pe3yJIbTaThl
UT BBIIIOJIHEHUSI  3a7a4
YIIpaBIICHUS UT-
UHPPACTPYKTYPOH H
UT-npoexkramu u
BBIIIOJIHATE
yIpaBJI€HUYECKUE
IEUCTBUA 1o
pe3yJibTaTaM aHajii3a
ITKc-2 Croco6HOCTh ITKc-2.1 Crioco0HOCTD
YHpAaBIATH aHaJIM3UPOBATh
HHPPaCTPYKTypoii u
(bpactpyxTyp pe3yabTaThl
npoektamu UT
BBIIIOJIHEHUS  3agad
YIIPaBJICHUSA nT-
UH(ppacTpyKTypo u
NT-npoekramu U
BBIIIOJIHATE
yIpaBJICHUYECKUE
JeNCTBUA 1o
pe3yiabTaTaM aHanu3a

1.2.B PE3YJIbTATC OCBOCHU S NUCHHUILINHBL Y CTYACHTOB TOJIDKHBI OBITh CCI)OpMI/IpOBaHBII

KaueCTBOM PECYpPCOB

OTD/TO Konx srana Pe3ynbTarsl 00yueHus
TPYZOBBIE WJIN OCBOEHUS

npoQeCCHOHAIIbHBIC KOMITETCHITUHT

JEUCTBUSA
CriocoOHOCTH [TKc-1.1. Ha YpOBHE 3HAHMN: 3HAHHWE CTAHIAPTOB U METOAMK
AHAJIN3UPOBATh 1 sTan OLICHKM KauecTBa pecypcoB WT, mnpoueccHOro)
KAayeCTBO PECYPCOB Moaxo0/a, YIIpaBICHUS aKTHUBaMU uT 5]
T, Leneu, KoHuryparusivu UT, 3HaHKE cr1ocoO60B onpeeneHus
[IPUOPUTETOB " moTpeOHOCTH B ypoBHE KauecTBa pecypcoB UT,
OrpaHUYEHUN [IPUHIUIIBI JOKYMEHTO000POTa, FOPUANYECKIE OCHOBBI
yIIpaBJIE€HUS TOrOBOPHOM pabOThHI

Ha YpPOBHE YMEHHH: KOHTPOJIIMPOBATh KadeCTBO
pecypcoB UT, ompenensitb COOTBETCTBUE KayeCTBa)

ecypcoB UT morpebnoctsim (B yactHOCTH, SLA),




dbopmupoBarh 1IeeBoe KadecTBO pecypcoB UT wu
KOHTPOJIUPOBATH €r0 JOCTHIKEHHE

Ha ypOBHE HABBIKOB: OPraHU30BBIBATH MPOIIECC
yripaBieHus cepsucamu UT, npuMeHsATs cTaHIapTsl U
METOJIUKH MpoleccHoro noaxoaa k UT,
ONTUMU3UPOBATH MIPOLIECC YIPABJICHUS peCypcamMu 1
cepucamu UT

CriocoOHOCTD
YIIPaBJISTh

MHPPACTPYKTYpOH U
npoexktamu UT

[1Kc-2.1
2 JTal

Ha ypOBHE 3HAHUM: 3HAHUE CTAH/IAPTOB U METOJIUK
yripaBieHus mpoektamu U UT-uHbpacTpyKkTypoi,
cTtaHAapTel U MeTo bl M T-npoexramu pa3inyHblil
tunoB u UT-nnpoueccamu, meronl oieHku MT-
[MpOEKTOB U pe3yabTaroB U T-npoekToB, cTaHAapTHl U
MeToAMKH ynpasieHus npoueccamu UT

Ha ypoBHE yMeHMiIl: OpraHu30BBIBATH KOMAaHIHYIO
[paboTy € HCHOJB30BAHHWEM BHENIHMX MOJPSAYUKOB,

Y1paBisaTh IIPOLIECCAMU, OLICHUBATh 51
KOHTPOJIMPOBAaTh KadyeCTBO IIPOLECCOB YIPAaBICHUS]
N T-unppactpykTypoid, Kontponuposars 51
ONTUMU3UPOBATh mpouecc yIpaBiIeHUS
MHPPACTPYKTYPOI ur, Opranu3oBbIBaTh 51
ONTUMU3UPOBATh IIPOEKTHYIO JESATEIBHOCTD,
B3anmonencTBoBaTh c 3aKa34uKaMu 51

[MOTCHLMAIbHBIMA  3akazuukamu  UT-mpoekrtos,
Yupasisate UT-npoextamu

Ha ypoBHE HaBBIKOB: Opranuzanus GopMupoBaHUS
3anay ynpasinenuss UT-undpactpykrypoit Ha ocHOBe
BBISIBJICHHBIX TOTPEOHOCTEN U COIJIACOBAaHHUE ITUX
3a/1a4 ¢ 3aMHTEPECOBAHHBIMHU JIULAMM,

M HUIIMMPOBAaHKE U IIJIJAHUPOBAHUE BBIIIOJIHEHUS 3a/1a4
ynpasienust UT-uHppacTpyKTypoil U coriiacoBaHue ¢
3aMHTEPECOBAHHBIMHU JIMIIAMHU TUX IUIaHOB, KOHTpOIIB
BBIITOJIHEHMA 3a1a4 yrpasiaeHus UT-
HpPacTPyKTYypol, AHAINU3 pe3yIbTaTOB BHIIIOIHEHUS
3anay ynpasienus UT-undpactpykrypoit u
BBIITOJIHEHHUE YIIPABIECHYECKUX JNEUCTBUH 110
[pe3yapTaTaM aHaiuu3a, AHaJIu3 pe3yabTaToOB
BBITOJIHEHUSA I T-IIpOEKTOB U BBIITOJIHEHUE
YIIPaBJICHYECKUX JIEUCTBUH IO pe3ysIbTaTaM aHaJIN3a,
KonTpos BeinosiHeHus U T-nipoekTos,
MHnnyuposanue miannpoBanus UT-mpoekToB u
COIJIaCOBaHUE C 3aMHTEPECOBAHHBIMU JIMIIAMH 3THUX
1aHoB, Opranu3zanus npouecca GopMHUpOBaHUS U
coryiacoBaHus IeNei, 3aga4 u 01o0mkeToB UT-
poeKkToB, Oprannu3anus nIporecca BIBICHU

norpeOHocTell B UT-ipoekrax




2. O0bem u MecTO TUCHUILIMHBI B cTpykType OIl BO

Hucuumnuna «b1.B.06CTtannapTel yIIpaBJICHUS Ut (nH(pOPMAIIMOHHBIMU
TEXHOJIOTUSAMH)» OTHOCHUTCS K 050Ky B1.B.OJ] «Aucuummusl(Moaynn). BapuatuBaas 4actey.
Kon mucummmuuel B1.B.06. ucummiubna wm3ydaercs Ha 1 kypce, Bo 2 cemectpe. OOmmas
TPYZAOEMKOCTh AucUUIINHBL 72 (23E).

KosnnyectBO akazeMHU4ecKHX 4YacoB, BBLACISEMBIX HAa KOHTaKTHYIO paboTy ¢
npenogaBaresneM cocraBiger 16 wyaca, M3 HuXx 16 — Ha IpakTUYECKHE 3aHATUSA, Ha
CaMOCTOSITENIbHYIO padoTy 00y4aroluXcsi OTBOIUTCS 56 4acoB.

DopMoil TPOMEKYTOUHOW aTTECTAIIMH B COOTBETCTBUHU C yUEOHBIM IUIAHOM SIBIISICTCS

3a4€eT.
3. CopepxaHue U CTPYKTYpPa AUCHHUILIMHBI
Ouno-3aounan gopma odyuenusn
N HammenoBanue Tem O0beM THCHMILIMHBI (MOAYJIf), Yac. ®opma
n/n /MM pa3iesioB Bcero KonrakTHas padora CP TeKYLIero
Oﬁy‘lamﬂll/lxcﬂ ¢ nnpenoaaBaTe/ieM KOHTPOJIsA
10 BUAAM Y4eOHBIX 3aHATHI ycneBaemMocTu**,
J/20, JIP/ 90, 3/ 90, KC MPOMEKYTOYHOM
A0T* JA0T* A0T* P aTrecTalum™**
Tema 1 | BBenenue. 2 ) o
Tema 2 | OCHOBHBIE MOHSTHSI. 7 2 5 (0)
Tema 3 | DOkcmyaranusi  yCiIyr 12 2 10 (0)
(Service Operation).
Tema 4 | IIpeoOpazoBanue yciuyr 12 2 10 0
(Service Transition).
Tema 5 | [IpoexktupoBaHue yciyr 14 3 11
(Service Design).
Tema 6 | Crparerus yciyr 13 3 10
(Service Strategy).
Tema 7 | IocrosinHoe 12 2 10
yIIydlleHue yciayr
(Continual Service
Improvement)
[TpomexyTouHasi aTTecTarys 3ader
Bcero: 72 0 0 16 56

Ucnonvsyemvie coxpawenus: onpoc (O)

ConepxaHue IMCUUILINHBI

Tema 1. Benenue B Oe3zonacHOCTb. OCHOBHBIE MOHATHS M onpenencHus. YenoBek u
TexHocdepa.

[emn xypca. ITIL® u crangapter ynpasinenus UT. CocraB mokymento ISO/IEC 20000 (o
cocrosHuio Ha Havaio 2012). CrangapTel u mybnanunsie 6unbmmoreku (frameworks). Cepruduxanus
CHEHUAIINCTOB 1o ISO/IEC 20000. Ceprudukanms OpraHM3aLuN 1o
ISO/IEC 2000. Omenka mporeccoB: CBsA3M MEXAy craHmapramu. OmeHKa MpOIECcCOB: KOHIEIIIUS
Process Maturity Framework (PMF). Yposens 1 — Hauanbnsiii. YpoBens 2 — [loBTopsiemslii. YpoBeHb
3 — Ompenenéuubii. YpoBeHb 4 — VYmnpanusemblil. YpoBeHb 5 — Ontumusupyemsbiii. Cuctema
ynpasnenust UT-ycnyramu. Kpatkas uctopus ITIL®. [Tyonukanuu ITIL® v3.

Tewma 2. OCHOBHBIE TOHATHSL.




VYenyra. IT Service Management (ITSM). IlpeumymectBa ITSM. ®ynkmms. ITporecc.
[poueccer ITIL® v3. Iponeccs u pynkuuu. 4 P.

Tema 3. Dxcrryaranms yeayr (Service Operation).

[Tporteccnt ITIL® v3. YnpapineHue COOBITUSMHU: Ha3HAUYCHHE. YTIPABICHHE HWHIUIACHTAMU:
IeIM W Ha3HaueHWe. YTpaBJICHHWEe WHIUAcHTaMU: cxema. Cmyx6a mommepxku (Service Desk).
[Tpuopure3zanys MHIUACHTOB. 3HAYUTEIbHBIA MHIMACHT. CTaTyChl MHIIMIEHTOB M METPUKH KayecTBa.
VrpapieHue MHUUACHTAMU: BXOJbI/BBIXObI. BBIMOMHEHNE 3ampocoB HAa OOCTyXUBaHHE: LEIH U
Ha3HayeHHe. BbIMoONIHEHWe 3ampocoB Ha OOCIYy)KHBaHHE: OCHOBHBIE TMOHSTHA. YTpaBICHHE
npobyieMaMu: 1Ie7M ¥ Ha3HaueHue. Y IpaBlieHUe MpodiieMaMu: CTPYKTypa. YpaBieHue npodieMamu:
OCHOBHBIE MOHATH. YIIpaBlieHHE IpobieMaMu: cxeMa. YTIpaBlieHUe TOCTYIIOM: LIeJTU ¥ Ha3HaueHHeE.
VYipapiieHue 10CTYIIOM: OCHOBHBIE MOHATHS. Y IIPABIEHUE TOCTYIIOM: BHJIbI JESATEIBHOCTH.

Tema 4. IIpeobpazoBanue yeayr (Service Transition).

IIpoueccer ITIL® v3. VnpapieHue HW3MEHEHUSIMU: LEIM M Ha3HAyeHUE. YIPaBICHHE
W3MEHEHUSAMHU: OCHOBHBIC IIOHATHs. YIIpaBI€HHWE W3MEHEHHWsAMM: cxemMa. 7/ R VYiopasnenus
n3MeHeHussMu. [Ipumepsl npuopuTe3anuy N3MEHEHNH. YTIpaBiIeHne akKTUBAaMH U KOH(HUTypaIusIMu:
nenmu W HaszHadueHue. SACM: ocHoBHble TepmuHBI. KoHuryparmwmonnas enuauia. bubnmorteka
staionHoro [IO (DML). Ba3oBoe coctossHue m cHuMOK. baza manubeix koHburypamuii (CMDB).
Cucrema ynpasienus konpurypanusmu (CMS). CMDB: npumep ctpykTypsl. SACM: A€SITETbHOCTH.
Vhpasienue penu3amMu U pa3BEPTHIBAHUEM: 33aJaud. YIPaBICHUE pelu3aMH U pa3BEPTHIBAHUEM:
OCHOBHbIE MOHATUA. M3MeHeHus u Penusbl. YnpapiieHue 3HAHUSIMU: 1IeJIb U Ha3HaueHue. J[aHHble-
Nudopmanus-3nanue-Mynpocts. Cucrema ynpaBieHus 3HaHUSAMM. lIpakThueckoe 3ajaHue: B
rpyMIax CIpoOeKTUPOBATH MPOLIECCH YIPABICHHU MHIMACHTaAMU, H3MEHEHUSIMH, TTPOOIeMaMHu.

Tema 5. TIpoexTtupoBanue ycayr (Service Design).

IIpoueccst ITIL® v3. OxsBar mnpoektupoBanus yciayr. Co3gaHue HOBOM  yCIyTu:
npoektupoBanue. [IpoektHas qokymenTamus yciayrd. OCHOBHBIE CTpaTeTruu MPEI0CTaBICHUS YCIYT.
VYrpasiieHue KaTajaoroM yciayr: HEeNH U 3aja4d. Y IPaBJIeHUE KaTajloroM yCIyT: BUIbI JESTEIbHOCTH.
Karasor ycayr. Pa3pabotka katasora yciayr. [Toaxo/s! k onpeaenaeHuio CTpyKTypbl kaTasora. [Ipumep
Karajgora yciuyr. YmpasieHue ypoBHeM yciyr (SLM): mens. SLM: ocHoBHble moHsTHA. Monenb
yciyra: "0u3Hec-ypoBeHb'". Mojgens yciryru: "onepainuonHsiii ypoBeHs'". [Ipumep SLA. SLM: Buab
JESATEIIbHOCTH. YTIPaBI€HUE MOIIHOCTSMM: eJIb. YIIPABIEHUE MOIIHOCTSMM: Tpoliecc. Y IpaBlIeHue
MOILHOCTSIMH: BUJIbI J€ATEIBHOCTU. YIPaBICHHUE JOCTYIMHOCTBIO: 1I€Jb. Y IPaBI€HUE JOCTYIHOCTbIO:
OCHOBHBI€ MOHATUS. PacivpeHHbIN KU3HEHHBIN HUKII MHIUIEHTA. Y IPaBICHHUE IOCTYTHOCTBIO: BU/IbI
JesTeNbHOCTH.  Ynpasinenue HenpepbiBHOCTBIO  UT-ycnyr  (ITSCM):  wens.  YmpaBnenue
HenpepsiBHOCTBIO UT-ycnyr (ITSCM): ku3HeHHBIH LWKI. YmpaBieHue WHGOPMAIMOHHON
Oe3omacHOCThIO: 1enb. Cucrema ympaBienus wuHpopMmarmoHHOW Oe3onmacHocThi0  (ISMS).
VrpaBnenuto  MHQOPMAIMOHHOM  0€30HACHOCTBIO:  BHJIBI  JEATENBHOCTH.  YIIPaBICHHE
nHGOPMAITMOHHOM 0€30MacHOCTHIO: KITF0UeBbIe (PaKTOPHI ycriexa. YpaBiIeHUe MOCTABIIUKAMU: 1ENTh
Y Ha3HaYeHHUE. Y IPaBJICHNE TIOCTaBIIMKAMHU: TPOIIECC.

Tema 6. CtpaTerus yCcayr.

ITSM kak ctpaternueckuit aktuB. LlenHocTh yemyru. [lone3HocTs: skoHOMHUYECKUH 3 dexT
yciryru. CiocoOHOCTH M pecypchl OcTaBIIMKa yciayr. KoMOMHUpOBaHHOE BO3/ICHCTBHE MOIE3HOCTH
U TapaHTuM Ha 3aka3zuuka. 4P Crparerum yciyr. Ynpasienue ¢punancamu UT: 3anaun. Ynpasnenue
notpebiieHueM: 3a1add. YTpaBlieHHE IMOTPeOJIeHUEM, OCHOBAHHOE Ha MPOQWIAX JAEATEILHOCTH.
VYnpasienue norpebieHreM: npoduin mojap3oBareneid. Ynpasienue noprdenem ycayr: noptdensb
ycIyr. YnpasjieHue noprgeseM yCiIyr: Iporecc.

Tema 7. IlocTOSIHHOE VIIYYIIEHUE YCIVT.

[ocTosinHoe ynyutienue ycuyr: 3agauu. CSI: Kputuueckue 3eMeHTbl CTPYKTYpPbl U3MEPEHUS
yeayr. Tumst metpuk. [{ukn PDCA. 7 maros mpoiiecca yaydIieH .

4. MarepuaJjbl TEKyIIero KOHTPOJISI YCIIEBAEMOCTH YYaIIUXCHA M (DOH/ OLICHOYHBIX
CpeICTB NPOMEKYTOYHOM ATTeCTAllMM 1O AUCHHUILINHE

4.1. ®opMbI M METOABI TEKYLIEro KOHTPOJSI YCNEBAeMOCTHM H IPOMEKYTOYHOH
aTTrecTalMu.



4.1.1. B xone peanu3aluy JUCUUILIMHBI UCHOJB3YIOTCA CIEAYIONINE METOIbl TEKYIIETO

KOHTPOJIA YCIIEBACMOCTH o6yqafomnxc>1:

— IIPY MPOBEJICHUN 3aHATHII CEMHHAPCKOTO THIIA!
Onpoc, obcyacoenue

4.1.2. [IpoMexxyToUuHasl aTTeCTalus MPoBoAuTCs B hopme: 3auema

4.2. MaTepuaJibl TEKYLIEr0 KOHTPOJISI YCIIeBAeMOCTH.

TunoBble OLIEeHOYHbIE MATEPUAJIBI (BOIIPOCHI 1JI1 OIIPOCOB)

Tema 1. BBenenue B 0e30macHOCTh. OCHOBHBIE IIOHATHS M OINPEJIEICHUS.

YenoBek U

TGXHOC{l)C[Za.

Cranpaptel ynpasieaus UT.

Cocta noxkymentoB ISO/IEC 200000
CrangapTsl U yOIMyHbIe OMOTHOTEKN
Ceprudukanys CrenuaiicToB

Ceprudukanus opranuzanuii

OneHka NpoIeccoB: CBA3M MEX/1y CTaHIapTaMu
Cuctema ynpasnenust UT-ycmyramu.

Tema 2. OCHOBHBIE TOHATHSL.

VYcnyra.

IT Service Management (ITSM).
[Mpeumymecta I[TSM.

DyHKIUS.

IIpouecc.

[Ipoueccsl

[Tpoueccol U GyHKIHH.

Tema 3. Dxcryatanus yenyr (Service Operation).
VYnpapneHue coOBITUIMU: Ha3HAUCHUE.
VYnpapneHue HHIMACHTAMU: 1IEJIA U Ha3HAUYCHUE.
VYnpasneHue HHIUACHTAMU: CXEMA.

Crnyx6a mognepxku (Service Desk).
[Tpuopure3anus HHIMICHTOB

3HAYUTENbHbBIN HHIUICHT.

Crartychl HHIIMJIEHTOB U METPUKU KayecTBa.
VYnpaBieHrne MHIUIEHTAMU: BXO/IbI/BBIXO/IBI.
BrImonHenue 3anpocoB Ha 00CTy)KMBaHUE: 1IEJIM U Ha3HAUYCHHE.
BrimonHenue 3armpocoB Ha 00CTy)KMUBaHUE: OCHOBHBIEC TTOHATHSI.
VYnpapnenue npoOieMaMu: e U Ha3HAUYCHUE.
VYnpasnenue npodieMaMu: CTPyKTypa.
VYnpapnenue npoOieMaMu: OCHOBHBIE TTOHSITHS.
VYnpasnenue npodiemMaMu: cxema.

VYmpasiieHue T0CTYIOM: IIeH U Ha3HAYCHHE.
VnpapiieHue 10CTyNOM: OCHOBHBIE MTOHSTHSL.
VYnpasiieHue 10CTyNnOM: BUJbI JESTEIbHOCTH.
Tema 4. [IpeobpazoBanue yeayr (Service Transition).
VYrpasrienne N3MEHEHUSIMHA: [IEJTH 1 HA3HAUYCHHE.
VYrpasiieHue U3MEHEHUSIMU: OCHOBHBIE TIOHSATHS.
VYnpasieHue U3MEHEHUSIMH: CXeMa.
VYrpasieHuss ”3MEHEHUSIMH.

[Ipumeps! npuopUTE3aMU U3MEHEHUH.




VYrpaBiieHnue akTHBaMH B KOHQUTYpAIUSIMHA: [IETH U Ha3HAYCHHE.
Tema 5. TlpoextupoBanue ycayr (Service Design).

OxBaT NPOEKTHUPOBAHUS YCIIYT.
Co3zanne HOBOM yCIIyTH: IPOEKTUPOBAHUE.
[IpoekTHast JOKyMEHTAIMS YCIIYTH.
OcCHOBHBIE CTpaTeruu NPeAOCTaBICHUS YCIIYT.
VYrpapiieHue KaTaloroM yCiIyr: Leidu U 3aJauH.
VYrpapiieHue KaTaJoroM yCiIyr: BUIIbI JesiTeibHOCTH. KaTtanor yciyr.
Pa3pabotka karasnora yciyr. [Tonxo/s! k onpeeneHuio CTPyKTYphl KaTajiora.
[Tpumep katanora ycnyr. Yopasienue yposHeM ycnyr (SLM): nienb. SLM:
VYipapiieHue MOLUTHOCTSIMU: BUJBI 1€ATEIBHOCTH.
VYipapiieHue 10CTYITHOCTBIO: LEb.
VYipasiieHue 10CTYITHOCTBIO: OCHOBHBIE ITOHSTHSL.
PacmmpeHHbIi )KU3HEHHBIN UK MHOHUICHTA.
VYipaBiieHue 10CTYITHOCTBIO: BUJIbI JESATEIBHOCTH.
VYnpasnenue HenpepbiBHOCTRI0 UT-yciyr (ITSCM): nens.
Vupasnenue HenpepbiBHOCTBI0O UT-yenyr (ITSCM): sxu3HeHHBIH TUKIL.
VYnpasnenue nHOPMALIMOHHOM 6€30M1aCHOCTBIO: LIEIIb.
Cuctema ynpasieHus HHGpopMamoHHo# 6ezonacHocThio (ISMS).
VYrpasienuto nHGOPMAITMOHHON 0€301aCHOCTHIO: BUABI ACSITEILHOCTH.
VYnpasnenue nHHOPMAIIMOHHON O€30MaCHOCTHIO: KIIFOUEBbIe (DaKTOPHI ycrexa.
VrpasiieHue nocTaBIIMKaMU: LI€Jb U Ha3HAYCHHE.
VYrpapiieHue nocTaBIIMKaMU: POLIECC.

Tema 6. CTparerus ycayr.

LlenHocTh yCmyru.
[Tone3HOCTh: SKOHOMUUYECKHUIT 3PPEKT yCIIyTH.
CnocoOHOCTH U pecypchl NOCTABILIMKA YCIYT.

KomOuHMpoBaHHOE BO3/IEHCTBHE TIOJIE3HOCTH U TApaHTHUU Ha 3aKa3uuka. 4P
Crpareruu yciyr.

VYmpasnenue punancamu UT: 3agaun.
VYnpasieHue noTpedaeHneM: 3a1auu.

VYnpasnenue norpeGieHneM, OCHOBAHHOE Ha MPOGMIIAX JEeSTEIbHOCTH.
VYnpasnenue norpedieHuem: npouin noiab30BaTemnei.
VYnpasnenue noprdenem yciayr: moprdens yeuyr.
VYnpasnenue noprdenem yciayr: mpouecc.

Tema 7. IlocTOSIHHOE VIIYUYIIEHUE YCIVT.

[TocTosiHHOE yiTydlIeHHe yCIIyT: 3aJauu.

Kpurtnueckue 3nemMeHThl CTPYKTYpPbl U3MEPEHUS YCIYT.
Turbsl METPUK.

Iuxn PDCA.

7 Waros npoiiecca yiay4dLIeHUi.

4.3. OueHo4HbIe CpeaCcTBA I IPOMEKYTOYHOM aTTecTalluu.

4.3.1. IlepeyeHb KOMIETEHIHII ¢ YKa3aHHeM 3TaNoB UX (JOPMHPOBaHMS B NpoLecce

OCBOEHHSI 00pa30BaTeIbLHOHi MPOrpaMMBbl.

KOMIIETEHIUI € y4eTOM 3Tana ux (JOpMUPOBAHUSA

Iloka3aTein W KpUTEPUH OLECHUBAHUSA

YIPaBIATh KadeCTBOM

pPECYpCOB U CEPBHCOB
UT

Kon HaumenoBanue Kopx sTana ocBoenus HaumenoBanue stamna
KOMIICTEHITNH KOMIICTEHIIHH KOMIICTEHIINH OCBOCHHS KOMIICTEHIIHH
ITKc-1 CrniocobHOCTB ITKc-1.1 CriocoOHOCTh aHATU3UPOBATH

pe3yNbTaThI BBITIOJTHEHUS
3amau  ympasinenus — UT-
undpactpykrypoir u UT-




MPOEKTaMU ¥  BBIOJIHATH
YOPaBJICHUYECKUE  ACHCTBUSA
10 pe3yJIbTaTaM aHajlu3a
IKc-2 CnocoO6HOCTh [TKc-2.1 CnocoOHOCTh aHATU3UPOBATH
YIPaBISTh pe3yabTaThl BBITIOJIHEHUSI
HHPpacTpyKTypo U 3aga4  ympaBiaenuss  UT-
npoexkramu UT unoppactpykrypoir u UT-
IPOEKTaMU U  BBINOJHATH
YIPaBJICHYECKUE  ACUCTBUSA
110 pe3yJbTaTaM aHaIu3a
DTtan 0CBOEHUS [Tokazarenb Kputepuit onenuBanus
KOMIIETCHIIMHT OIICHUBAHMUSI
ITKc-1.1. Onpenensats  coorBeTcTBHE | OnpeneneHa MoTpeOHOCTH B
CnocoO6HOCTH kauectBa  pecypcoB  UT | ypoBHe kauecTBa pecypcoB UT u
aHAJIM3UPOBATh  KayecTBO | NOTpeOHOCTAM. OnpenensirTs | COOTBETCTBUE KayecTBa
pecypcoB  UT, uenelt, | motpebHoctd B ypoBHe | pecypcoB UT motpeGHOCTAM.
MIPUOPUTETOB U | KauecTBa pecypcon UT.

OrpaHUYCHUH yIpaBJICHUS
Ka4eCTBOM PECypCOB

I1Kc-2.1.

CnocoOHOCTh
aHaJIM3UPOBATH
pe3yJIbTaThl  BBIIIOJIHEHHUS
3agay  ynpasieHus UT-
uHopactpykrypor u WUT-
MPOEKTaMU U BBIOJIHATH
YIIpaBJICHYECKUE IEUCTBUS
110 pe3yJbTaTaM aHaju3a

[IpoBoaut aHaJIn3
pEe3yJIbTATOB  BBINIOJHEHHUS
3aga4  ynpasineHus — UT-

uH¢ppactpykrypoir u MUT-
IIPOEKTaMHU. Beinonnsier
yIpaBICHYECKUE JCUCTBUSA
10 pe3yJIbTaTaM aHaJln3a

pe3yJIbTaToB.

YIPaBJICHYECKUX JEUCTBUA B
COOTBETCTBUHU C IIOIYYECHHBIMU
pe3yJbTaTaMu

[IpoBenen aHaJIn3

Pazpaboran TJ1aH

4.3.2 TunoBbie OLICHOYHBIE CPEICTBA

Cuucok BOIIPOCOB AJIsl MOATOTOBKHM K 3a49€TYy:
Crrcok BOIIPOCOB IIPHUBOJUTCS Ha AHTJIUMCKOM SI3BIKE C nepeBOJOM Ha pYCCKI/Iﬁ A3BbIK.

Bonpocel  MakCUMaJIbHO

IIOXO0XHU Ha

BOIIPOCHI

OopUIHATEHBIX

TECTOB  MEXIYHapOIHBIX

cepTudUKaIMOHHBIX OpraHu3anuid. Bonpocsl 3akpeIThIe, MpeaIaraeTcsi HECKOJIBKO BAPHAHTOB OTBETA.

OpuUrnHaIBHBIN TEKCT

ITepeBon

1 Functions are best described as?

1 [lalite Hambosee TOYHOE ONIpECIICHUS
tepmuHa OYHKINS

a) Without their own body of knowledge

a) Cama 1o ceOe He HAaKaIUTMBAET 3HAHUS

b) Closed loop systems

b) 3amkHyTas cucreMa

¢) Self-Contained units of organizations c)
MoJIpa3/ielicHue

O060co0biIeHHOE

OpraHu3anoOHHOC

d) Focusing on transformation to a goal

d) ®okyc Ha COOTBETCTBHE HA3HAYCHUIO

2 Consider the following statements:

2 Kakue yTBep>KIeHNS BEPHBI?

1 Service Transition provides guidance on 1
moving new and changed services into production

Pazgen
OMNHCHIBAECT TpaBUia
N3MEHEHHBIX
SKCIUTyaTaluio

ycumyr B

IIpeoOpazoBanne  yciyr
NepeBoia HOBBIX  HIIH
ITPOMBITIJICHHY IO

testing

2 Service Transition provides guidance on 2
OTIMCHIBAET MPABUJIA TECTUPOBAHUS

Paznen

[IpeoOpazoBanue  yciyr

10




OpHUTrHHATBHBIA TEKCT [TepeBon
3 Service Transition provides guidance on 3  Pazmen IlpeoOpazoBanme  ycIyT
the transfer of services to or from an external omucbIBaeT TpaBuiIa Mepeaadyd YCIyr OT/K

service provider

BHEUIHEMY TOCTaBIIHKY YCIYyT

Which of the above statements is
CORRECT?

a) 1 and 2 only a) Tompko 1 2

b) 1 only b) Toisbko 1

c) All of the above c) Bee

d) 1 and 3 only d) Tompko 1 u 3

3 Which of the following areas would 3 B kakux  00nacTax  TOJIE3HO
technology help to support? HCIIOJIb30BaHUE CIICIMATU3UPOBAHHBIX

HH()OPMAITHOHHBIX CHCTEM?
1. Self Help 1 Self Help

2. Measurement and reporting systems

2 CucteMsbl yuéta M OTYETHOCTH

3. Release and deployment

3 Cucremsl TOAIEPKKH pEIU30B U
pa3BEPTHIBAHUSA

4. Process design

4 TIpoekTUpOBaHUE TTPOILIECCOB

a) 1, 2 and 3 only

a) Tompko 1,2 m 3

b) 1, 3 and 4 only

b) Tosibko 1,3 u 4

c) 2, 3 and 4 only

c) Tonpko 2,3 u 4

d) All of the above

d) Bce

4 Learning and improvement is the
primary concern of which of the following
elements of the Service Lifecycle?

4 Ha xaxo#l »Tame >XU3HEHHOTO IHKJIa
W3yYCHUE U YJIYUIICHUE ABJISIETCA KIFOUEBOU
3agaven?

a) Service Strategy, Service Design,
Service Transition, Service Operation, and
Continual Service Improvement

a) Paszpenbt Crparerus YCIyT,
ITpoextupoanue ycuyr, IIpeoOpazoBanue ycuyr,
Oxcmyaranus yeayr u IlocTossHHOE yydrieHne

YCIIyT

b) Service Strategy, Service Transition,
and Service Operation

b) Paznmenst Crparerus yeIuyT,
IIpeobpazoBanue yciryr, 1 JKCIUTyaTaIUs yCIyT

c) Service Operation and Continual
Service Improvement

c) Pazmenst Okcmmyartamuss yciuyr u
[TocTostHHOE YITydIIIeHHE YCITyT

d) Continual Service Improvement

d) Paznien [loctostHHOE yydIlieHUe yCiyT

5 Facilities Management refers to?

5 K w4emy otHocuTca YmpaBiieHue
WH)KEHEPHBIM o0ecrieueHreM ?

a) The Management of IT services that are
viewed as "utilities", such as printers or network
access

a) Ympasnenne WT-ycmyramm, mpu
KOTOPOM YCIYTH paccMaTpHBaIOTCs Kak '"Habop
MIOJIE3HBIX BelIel'", HampuMep TMPUHTEP WIH
CETEBOH JOCTYI

b) The Management of an outsourcing b)  VYmpaBneHue = ayTCOPCHHIOBBIMH
contract KOHTpPaKTaMu
¢) The Management of the physical IT ¢) VYmnpaenenue  ¢usmuyeckor  UT-

environment, such as a Data Centre

uHdppacTpykrypoi, Hapumep LIOdamu

d) The procurement and maintenance of
tools that are used by IT Operations staff to
maintain the infrastructure

d) 3akynmka u oOciy)XHBaHHE CPEICTB,
ucnonb3dyemelx MT-crenpanuctamMmu B - paMKax

TOJIEP’KKH MHQPACTPYKTYPEI

6 Which of the following statements about
the Service Desk are CORRECT?

6 Kakoe YTBEPKICHNE SIBJISIETCS
MpaBWIBHBIMU 10 OTHOMmEHUIO K Ciryx0e Service
Desk?

11




OpHUTrHHATBHBIA TEKCT [TepeBon
1 The Service Desk is a function that 1 Cayx06a Service Desk sBusercs
provides a means of communication between IT = cmocoboMm B3ammopeiictBus Mexay WT w

and its users for all operational issues

KOHEYHBIMH TOJb30BaTENIMU MO BCEM BONPOCAM
skcmtyatauu UT

2 The Service Desk is the always the owner
of the Incident Management process

2 Cmyx06a Service Desk Bcerna sBnsieTcst
BJIaJIeJIbLIEM TIpoLiecca YIpaBJIeHHsI HHIUACHTaMuU/

a) 2 only a) Tosibko 2
b) 1 only b) Toisbko 1
c¢) All of the above ¢) Bee

d) None of the above d) Hu ogno

7 Which of the following statements are
NOT included in Access Management?

7 Kakue 3agaun He BXOJIT B Hpolecc
YIIPaBIEHUS TOCTYIOM?

1 Verifying the identity of users requesting
access to services

1 [TpoBepaTh MOJIJTUHHOCTD
MOJIH30BATENICH, 3ampaliuBarOlIUX JOCTYIN K
yciyre

2 Setting the rights or privileges of systems
to allow access to authorised users

2 Hactpolika mpaB JOCTyIla K CUCTEMam
JUISL aBTOPU30BAHHBIX T10JIb30BATEIICH

3 Defining security policies for system
access

3 dopmuporanue [lomnuTrk 6€30MacHOCTH
JOCTYIIa K CHCTEMaM

4 Monitoring the availability of systems
that users should have access to

4 MOHUTOPUHI JOCTYIHOCTH CHCTEM, K
KOTOPBIM I10JIb30BaTEIIN TOJDKHBI UMETh TOCTYII

a) 2 and 4 only

a) Tompko 2 u 4

b) 1 and 3 only

b) Tosbko 1 u 3

c) 2 and 3 only

¢) Tompko 2 u 3

d) 1 and 2 only

d) Tompko 1 m 2

8 What is the purpose of the Request
Fulfilment Process?

8 KaxoBa 1menp mpouecca YmpaBieHUs
3armpocaMu Ha 00CTyXUBaHHE?

a) Dealing with Service Requests from the
users

a) OO6paboTKa ¢ 3arpoCcoB MOIb30BaTENEH

b) Making sure all requests within an IT
Organisation is fulfilled

b) OOecrieueHre BBINIOJHEHHS  BCEX

3arpocoB B UT-ciryx0y

c¢) Ensuring fulfilment of Change Requests

¢) OGecrieueHue BBITIONHEHHS 3arpoCcoOB
Ha 00CITy)KMBaHUE

d) Making sure the Service Level d) Ob6ecrnieueHue BBITIOJTHCHHUS
Agreement is met Cornamenuii 06 yposHe yciyr (SLA)
9 An Incident occurs when: 9 Kaxkas CUTYaIus SBJISAETCS
Numuaenrom?

1 A user is unable to access a service
during service hours

1 Ilonmp30oBaTens HE MOXKET TMOIYYUTh
JOCTYII K yCIIyre B pabodee BpeMs

2 An authorised IT staff member is unable
to access a service during service hours

2 AstopuzoBannbii UT-cneumanuct He
MOXKET TONYYHMTh JOCTYIl K yClyre B padodee
BpeMs

3 A redundant network segment fails, and
the user is not aware of any disruption to service

3 Pe3epBHBIA CErMEHT CETU HENOCTYIIEH,
HO 3TO HE TOBJIMAJIO Ha pabOTy MOJIb30BaTesIen

4 A user contacts the Service Desk about
slow performance of an application

4 3anpoc mosib3oBateiis B Cityx0y Service
Desk 1o noBoay MeajIeHHON paOOThI IPUIOKCHHS

Which of the above statements is

CORRECT?
a) All of the above a) Bee
b) 1 and 4 only b) Tosibko 1 u 4
c) 2 and 3 only c¢) Tonbko 2 u 3
d) None of the above d) Hu ogna
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10 How does an organizations use 10 Kaxk opraHmzamuy — HCHOJB3YIOT
Resources and Capabilities in creating value? MaTepHalbHble H HeMaTepualbHble aKTHUBBI

(Pecypcet  u  CmocoOHOCTH) Ui CO3/IaHUSA
LIEHHOCTH?
a) They are used to create value in the form a) OHH WCMONB3YIOTCS HJISl CO3MaHUs
of output for production management LIEHHOCTHU B BUJIC pe3yJIbTaTOB

IIPOMU3BOACTBECHHOI'O YIIPABJICHUA

b) They are used to create value in the form
of goods and services

b) OHM wucHONB3yOTCA I CO3[aHUA
LEHHOCTH B BHJIE TOBAPOB U YCIYT

c¢) They are used to create value to the IT
organization for Service Support

¢) OHM UCHONB3YIOTCS JJIS  CO3IAHUS
LIEHHOCTH OpraHu3aIyu B mporeccax llognepxkn

YCIIyT

d) They are used to create value to the IT

d) OHu WHCHONB3YIOTCSA IS CO3IaHUS

organization for Service Delivery LIEHHOCTHU Oopra"u3anuu B mporeccax
IIpenocraBneHus yciyr
11 The 7 Step Improvement Process can 11 VYkaxute Haubonee TOYHOE

most accurately be described as?

OMnpeACICHNEC CEMHU IIaroB Ipouecca yJIydiCHUuA

a) The Seven P's of Continual Service
Improvement (CSI)

a) "7P" I1ocTOSIHHOTO yIyYIlIEHUS YCIyT

b) A service improvement methodology
based on the Deming Cycle

b) MeTo0510T 1S yIydIleHNs], OCHOBaHHAS
Ha [lukine Jlemunra

c) A set of roles and responsibilities for
managing service improvements

c) HaGop pomel, HeoOXOmMMBIH s
YIIPaBJICHUS yITYUIICHUSIMHI

d) A process for defining what is to be
measured, gathering the data, processing the data
and using it to take corrective action

d) Ilpomecc  ompeneneHus  1eiei
YIIy4IIeHHsI, cOOpa JaHHBIX W UX MOCICAYIOIICH
00paboTKH 11 HOPMUPOBAHUS KOPPEKTHPYIOIUX
BO3JICHCTBUI

12 The ITIL V3 core is best described as?

12 OcuoBa ITIL v3 — »10?

a) An Operations Lifecycle

a) JKM3HEeHHBIH UK SKCILTyaTal[|H

b) An IT Management Lifecycle

b) JKusHeHHBII WK  yIpaBIICHUS
ycIyramu

c) A Service Lifecycle

¢) JKM3HEeHHBIN LUK YCIyTH

d) An Infrastructure Lifecycle

d) KuzHeHHbIH KT HHOPACTPYKTYPHI

13 Which of the following statements
BEST describes the role of Communication during
Service Operation?

13 Bwibepure  Haumbonee  TOYHOE
olpezieieHHe POiIM KOMMYHHKAIMH B IIpoliecce
OKa3aHHs yCIIyT

a) Communication is defined as part of all
processes and is executed in Service Operation

a) Yacte mro00oro mporecca B paMKax
OKcIuTyaTtanust yciayr

b) Communication is a separate process
that needs to be defined and executed with Service
Operation

b) OtaenbHBIN
OKcItyaTtamus yeiuyr

mpolecc B pamMKax

¢) Good communication is essential for
successful Service Operation, just as it is for any
other phase of the lifecycle

¢) Heobxonmmumoe ycrmoBue DKCIUTyaTaiiuu
YCIIyT, PaBHO W KaK I OCTaJbHBIX JTaIloB
SKU3HEHHOT'O LIUKJIA YCIIYTH

d) Communication is more important in
Service Operation than in any other stage of the
Service Lifecycle

d) [Mns Dkcmyarauun yciyr Oonee
BaXXHBI, YEM JUIA JPYTUX OTaloOB KU3HEHHOIO
IIMKJIA YCITYTH

14 Demand Management is primarily used
to?

14 OcHoOBHOE Ha3Ha4YeHHE YIIPABICHUS
CIIPOCOM — 3TO?

a) Increase customer value

a) MOBBICUTH IIEHHOCTb 3aKa3uuka (It
3aKa34YnKa)

13
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b) Understand patterns of business activity

b) monumare  Ilpodmip  OusHEc-
nesitenpHOCTH (Pattern of Business Activity, PBA)

¢) Increase the value of IT

C) MOBKIMIATH MOJIE3HOCTH UT

d) Align business with IT cost

d) BbIpaBHUBaHHMe  (IPUBOAUTH B
COOTBETCTBHE) MOTPEOHOCTH OM3HEcCa W 3aTpPaThl
Ha T

15 Which of the following questions is
NOT answered by Service Portfolio Management?

15 Ha xakue BOmpocsl HE OTBEYaET
Ympasnenue nmoprdenem ycryr?

a) How should our resources and
capabilities be allocated?

a) Kak  fmomkHBI  pacmpenensiThCs
MaTepualbHbIC U HEMAaTepUaIbHbIE PECYpPChI?

b) What opportunities are there in the
market?

b) KakoBbl ppIHOYHBIE TEPCIICKTHBHI?

c¢) Why should a customer buy these
services?

c) Ilouemy 3aka3z4ymky ciaeqyeT MOKyHaTh
9TH yCIIyru?

d) What are the pricing or chargeback
models?

d) Kakora (hunancoBas Mmojens (TapudHas
MOJIETIb) YCITyT?

16 Consider the following statements:

16 Kakue
BEpPHBIMU?

YTBCPKACHUA SIBIIAOTCA

1 A Process should be traceable to a
specific trigger

1 IIpouecc nomxeH "pearupoBaTh" Ha
BO3HHKHOBEHHE OIIPEAENIEHHBIX COOBITUI

2 A characteristic of the "Process" is that it 2 XapakTepuCTHKH  mpolecca  —

is performance driven and able to be measured UCTIONHSAEMBIA  (HE TONbKO OyMaXHBIH) U
HU3MEPUMBbIN

Which of the above statements are
CORRECT?

a) 1 only a) Tompko 1

b) All of the above b) Bece

c¢) None of the above ¢) Hu omun

d) 2 only d) Tonbko 2

17 If something cannot be measured, it
should not be documented within which of the
following?

17 Ecam 9T0-TO HE MOKET OBITH H3MEPEHO,
i€ 3TO HE JOJKHO ObITh JOKYMEHTHPOBAHO?

a) The Glossary of Terms

a) I'moccapuit TepmuHOB

b) A Service Level Agreement

b) Cornamenue 06 yposHe ycayr (SLA)

¢) An Incident Management record

¢) 3anmch HHIHIEHTA

d) A Configuration Item (CI)

d) Kondwurypannonnas exuauna (CI)

18 In which core publication can you find
detailed descriptions of the following?

1 Service Portfolio Management

2 Demand Management

3 Financial Management

18 B kaxoli u3 myOauKanuii MOXKHO HATH
JieTaJIbHOE OITMCAHKE CIIeTYIOIIUX IPOIECCOB?

1 Ynpasienue moprdesieM ycayr

2 YnpasJjeHnue cipocom

3 Yopasiaenue ¢puHaHcamMu

a) Service Operations

a) DKcIuTyaTauus yeiyr

b) Service Strategy

b) Crparerus yciayr

¢) Service Transition

¢) IIpeobpazoBanue yciayr

d) Continual Service Improvement

d) IocTositHHOE YITyUIIeHUE YCIyT

19 Which of the following statements is
CORRECT about 'good practice'?

19 Kakme wu3 3THX YTBEpXKICHUH O
"xopomux npaktukax" BEPHBI?

a) It can be used to drive an organisation
forward

a) OHu MOTYT OBITh HCIIOIB30BAHBI IS
JIBIDKCHUS OpTraHU3aIMH BIEPE

14
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b) It is something that is in wide industry
use

b) D10 TO, YTO IIMPOKO HCIOIB3YETCS B
WHTYCTPUH

c) It is always documented in international
standards

c) OHM Bcerga JOOKYMEHTHPOBAaHBI B
MEXIYHApOIHBIX CTaHJapTax

d) It is always based on ITIL

d) Onm Bcerna ocroBanb! Ha [TIL

20 Which of the following statements
CORRECTLY defines Insourcing and Outsourcing
delivery model options?

20 Kakue u3 cilenyromux yTBEp)KIESHUI
BEPHO onpegnenstor monenu MHWHcopcuHra u
Aytcopcunra?

a) Insourcing relies on internal resources;
outsourcing relies on external organisation(s)
resources

a) Ilpm HWHCOpcWHTE HCHOIB3YIOTCS
BHYTPEHHUE PECypChl; NpH AyTCOpCHHTE —
pecypchl BHEITHEH(MX) opraHu3aiy(1if)

b) Insourcing relies on external
organisation(s) resources; outsourcing relies on
internal resources

b) Ilpu MWHcopcuHre HCIONB3YIOTCS
pecypcsl BHEIITHEH (1X) opranu3anuu(ui);
AYTCOPCHHT I0JIaraeTcs Ha BHYTPEHHUE PECYPChI

c) Insourcing relies on co-sourcing;
outsourcing relies on partnerships

¢) MHcopcuHr nonaraeTcst Ha KO-COPCHHT;
AVYTCOPCHHT TOJIaraeTcs Ha MapTHEPCTBO

d) Insourcing relies on knowledge process
outsourcing; outsourcing relies on application
service provisioning

d) MucopcuHr monaraetcs Ha AyTCOPCHHT
yHOpaBiIeHHs] 3HAHUSIMH; AYTCOPCHHI IOJaraercs
Ha [IPEI0CTaBICHUE MTPUIIOKESHUH

21 Which of the following are objectives
of the Release and Deployment Management

21 KakoBbl Lieiu mporiecca YIpaBiIeHUs
penu3aMu U pa3BEPTHIBAHUEM?

process?
1 To ensure there are clear release and 1 OGecnieunBaTh CYIIECTBOBAHUE YETKHUX
deployment plans IUTAHOB PEJIM30B U MJIAHOB Pa3BEPTHIBAHMS

2 To ensure that skills and knowledge are

2 OGecreunBaTh Tepelady HABBHIKOB U

transferred to operations and support staff 3HAHUN MepCcoHaIy, obecrednBaroIemMy
IKCIUTyaTalMio  (3aHATOTO B ONEPAaTHBHOMN

JIESATEIHLHOCTU U TOJIIEPKKE)
3 To ensure there is minimal unpredicted 3 OO6ecrieunBaTh MHUHUMAJIEHOE

impact on production services, operations and
support

HEMpeJCcKasyeMoe BIHUSHUE Ha MPOAYKTUBHBIC
YCIIYTH, POTIECCHI IKCILTYaTalllU U TIOIIEPIKKHI

4 To provide cost justifiable IT capacity
that is matched to the needs of the business

4 IIpenocraBisiTe S3KOHOMUYECKHU
OIIpaBJlaHHbIE MOIIHOCTH, KOTOpBIE
COOTBETCTBYIOT IOTPEOHOCTSIM OHM3HECA

a) 1,2 and 3 only

a) Tompko 1,2 u 3

b) All of the above

b) Bce nepeunciienHbie

c) 1 and 3 only

c) Tompko 1 u 3

d) 1, 3 and 4 only

d) Tonbko 1,3 u 4

22 "Warranty of a service" means which of 22 Uro o3Hagaer TtepmuH "[apaHTHsS
the following? yeiyru"?

a) The service is fit for purpose a) Yciryra cOOTBETCTBYET Ha3HAUEHUIO

b) There will be no failures in applications b) He Oymer Hukakux cOoeB B

and infrastructure associated with the service

MIPIIOKEHUAX U MHPPACTPYKTYpE, CBA3AHHOHN C
yCIyTrou

c) All service-related problems are fixed
free of charge for a certain period of time

¢) Bce mpoGnemsl, cBS3aHHBIE C yCIYTOH,
OyayT ycTpaHeHbl OECIUIATHO B ONpEACIEHHBIN
TIEPUO/]T BpEMEHH

d) Customers are assured of certain levels
of availability, capacity, continuity and security

d) 3aka34yviKku yBEpPEHBI B ONPEACIIEHHBIX
YPOBHSX JIOCTYITHOCTH, MOIIHOCTH,
HEIPEPHIBHOCTH U 0€30I1aCHOCTH

23 A Service Catalogue should contain
which of the following?

23 UYro pomken coxmepxath Karanor
ycayr?
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a) The version information of all software a) HMuadopmanmio 0 BepcHsIX BCEro
MIPOTPAMMHOTO 00ECTICUCHIS
b) The organizational structure of the b) OpraHu3anoHHy0 CTPYKTYpY
company KOMITaHUH
c¢) Asset information ¢) Uadopmanmio o0 akTHBax
d) Details of all operational services d) IToxapo6HOE OTIFICAHHE BCEX

OINCPAIMOHHBIX YCIIYT

24 The Information Security Policy should

24 KakuM rpynmnaM JroAel JOKeH OBITh

be available to which groups of people? JOCTYTICH JIOKYMEHT "ITonmutnka
nHpOpMaLMOHHON Oe3omacHOCTH"?
a) Senior business managers and all IT a) Crapmue  MeHeIKephl  OU3HEC-
staff roApasaeneHuii u Beck U T-mepconar
b) Senior business managers, [T executives b) Crapmme MeHemkepbl  OH3HEC-

and the Security Manager

noapasaeneHuii, pykosogurenu UT u Menemxkep
6e30macHOCTH

c¢) All customers, users and IT staff

¢) Bce 3akazumkwm, monp3oBaTenmn u MT-
TIepCOHAI

d) Information Security Management staff
only

d) Tosbko mepcoHall, BOBJICYEHHBIH B
Ynpasnernue nHOOPMAITMOHHOW 0€301TaCHOCTEHIO

25 When planning and implementing a
Continual Service Improvement (CSI) initiative,
which of the following benefits are LEAST useful
in supporting a business case?

25 Ilpu nIaHUPOBAHMU W BHEIPEHUU
[HocrosaHoro ymyumenuss ycayr (CSI), uro u3
nepeuncieHHoro HAVWMEHEE none3no mnpu
000CHOBaHUH 3aTpat?

a) Reduce technology investment by £5m
due to more accurate capacity and performance
modelling processes

a) CSI mo3BoauT CHU3UTH MUHBECTHUIINH B
TEXHOJIOTHH Ha 5 MJIH pyOJieli B pe3ysbTare 0osee
TOYHOTO TPOIIECCa MOJICITHPOBAHUS MOITHOCTEH H
MPOU3BOIUTEIHHOCTH

b) Reduce support manpower demand by
30% due to automated incident and problem
management processes

b) CSI mno3Bomur cokparuth 30%
COTPYJHHKOB B pe3yJbTare aBTOMATH3ALUH
NpOLECCOB  YNpaBJICHWS  WHIOUJICHTAMH U
Ynpasienus npodiemMaMu

c¢) Improve employee morale and therefore
create better relationships between IT and business
units

¢) CSI no3Bonut noBeIcUTH "60€BOI AyX"
COTPYTHUKOB W, KaK CIEACTBHE, YIy4IIUTh
B3auMooTHoIIeHus T u OusHec-noapasaencHui

d) Reduce Problem resolution by 50% and
minimise critical system outages

d) Causuts konmuuectBo [Ipodiem Ha 50%
U MHUHUMHU3HUPOBATHL KPUTUYCCKUE OCTAHOBKU
CHCTEM

26 The objective of the Change
Management process is most accurately described
as?

26 llenr  mpomecca  YmpaBieHUs
U3MEHEHUsIMU HanboJiee TOYHO ONUCHIBAETCS KakK?

a) Ensuring that all changes are recorded,
managed, tested and implemented in a controlled
manner

a) ObecrniednTh, KOHTPOJIHh TOTO, YTO BCE
H3MEHEHMS 3aIIMCHIBAIOTCS, VIIPABJISIIOTCS,
TECTUPYIOTCS I BHEIPSIOTCS

b) Ensuring that changes to IT b) Obecnieunts 3¢ exTuBHOE ynpaBieHue
infrastructure are managed efficiently and wu3Menenusmu IT-unppacTpykTypsI
effectively

c) Ensuring that all changes have c¢) OOecrieunTh HagMuYWe Ui BCEX

appropriate back-out plans in the event of failure

W3MEHEHUH IJIaHOB BO3BpaTa (K NpeAblIyLIeMy
COCTOSIHHIO) B CITy4ae Heyaauu

d) Protecting services by not allowing
changes to be made

d) 3amura yciyr, myTéM 3aIperieHUs
HU3MEHEHUI
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27 The objective of Service Asset and

27 Lens mporiecca YpaBieHUs aKTHBAMH

Configuration Management is most accurately i u  koHpurypamusmu (SACM)  HawIydInuMm
described as? 00pa3oM OMKCHIBACTCS Kak?

a) To understand the performance a) [Monumate XapaKTePUCTUKH
characteristics of assets and Configuration Items | mpon3BOAUTEIHLHOCTH aKTHBOB "

(ClIs) in order to maximise their contribution to
service levels

KoHpurypanoHHbIX EAWHUIl AJIsS TOTO, YTOOBI
MaKCUMH3MPOBaTh WX BKIal B obecreueHne
YPOBHS yCIyT

b) To manage service assets and Cls from
an operational perspective

b) Ympasnars aktuBamm ycnyr u KE ¢
OTIEPATUBHOM TOUYKH 3pEHUS

c¢) To ensure that assets and Cls deliver the

¢) Ob6ecneunts TO, uTo akTHBHl U KE

business outcomes they were designed to achieve  mpemocraBmsitor Te OW3HEC-pe3yIbTATHI, IS
JOCTI)KEHHSI KOTOPBIX OHM IIPEHAa3HAUCHBI
d) To define and control the components of d) OmpenenuTs ©  KOHTPOJIUPOBATH

services and infrastructure and maintain accurate
configuration records

AKTyaJIbHOCTh 3aIllUCel KOMIIOHCHTOB YCIYyT U
HHPPACTPYKTYPHI

28 What is the best definition of an
Incident Model?

28 Urto sBIsSETCS JIyUIIUM ONpEIeICHUEM
Mopenn Uanunenra?

a) The template used to define the Incident
logging form used to report Incidents

a) Ilabmon, xapaktepu3yromuii Gopmy
3aBeficHUss VHIMIEHTa, UCMONB3YeMYIO IS
coo01eHus o ciryuuBiiemMcs MHImaeHTe

b) A type of Incident involving a standard
(or model) type of Configuration Item (CI)

0) Tun MWHuuaeHra, 3aTparuBaromIuil
CTaHIaPTHBIN (mmm TaOJIOHHBIH ) THIT
Kongurypanmnonsou Enuauiipt

c) A set of pre-defined steps to be followed
when dealing with a known type of Incident

¢) Habop mnpenomnpeneneHHbIX IIAros,
CIICAYIOMIUX TPU paspelieHUH W3BECTHOTO THIIA
Nuanunenra

d) An Incident that is easy to solve

d) MIHOMAEHT, KOTOPBIi JIETKO pPa3pernThb

29 Why should monitoring and measuring
be used when trying to improve services?

29 Jlns dyero cienyeT UCIOJIb30BaTh
MOHUTOPHHI ¥ U3MEPEHUS] IPH YITYUIISHUH YCITyT?

a) To validate, direct, justify and intervene

a) Jlns moaTBepkIeHus, pPYKOBOICTBA,
JI0KAa3aTesIbCTBA M BMEIIATEJIbCTBA

b) To wvalidate, measure, monitor and
change

b) [ns moarBepxkaeHUS,
MOHHMTOPHHIA X U3MEHEHHM

HU3MEpPEHUH,

c¢) To validate, plan, act and improve

c) Jlna moaTBepKACHUS, TUIAHUPOBAHWS,
KOPPEKTUPOBKU U YIYULIECHHUS

d) To validate, assign resources, purchase
technology and train people

d) Hns mnonaTBepKAeHWs, Ha3HAuYEHUS
pPECYpCOB, 3aKyMOK TEXHOJOTHU W TPOBEICHHS
TPEHHUHI'OB MIePCOHAJIA

30 Which process reviews Operational
Level Agreements (OLAs) on a regular basis?

30 Kakoii npouecc NpoBOJUT MEPECMOTP
Cornamenuii onepanuonHoro yposus (OLA) Ha
PEryJISIpHOM OCHOBE?

a) Supplier Management

a) YrpaJieHHe TOCTABIINKAMHU

b) Service Level Management

b) YnpasiieHre ypoBHEM yCIyT

c) Service Portfolio Management

¢) YmpasieHnue noprdeneM yciryr

d) Contract Management

d) Ynpasienue 1oroBopaMu

31 Which of the following would NOT be
stored in the Definitive Media Library (DML)?

31 Yrto wu3 uwmwxenepeuucienHoro HE
JIOJDKHO XpaHuThCs B bubmumoreke stanonHoro [10
(DML)?

a) Master copies of software

a) Dranonnsie korwu 110
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b) Backups of application data b) Pe3epBHbIC KOINWH JaHHBIX M3
TIPUITOKEHUN

¢) Software licences

¢) Jlunensuu 110

d) Master copies of controlled

documentation

d) DranoHHbIC KONMH JOKYMEHTAIIUN

32 A benefit of using Service Design tools
is?

32 IlpenMymiecTBOM  HCIOJIB30BAHUI
HHCTPYMEHTOB [IpoektupoBanus  Yciayr
SIBJISIETCSL:

a) To help ensure that standards and
conventions are followed

a)  OoOecrieueHne  yBEpEeHHOCTH B
CJICJIOBAHWH CTAHIAPTAM M COTJIAIICHUSIM

b) To help ensure that events are detected
as quickly as possible

b) OOecrmeyeHne  yBEpEeHHOCTH B
oOHapyxeHun CoObITUH Tak OBICTPO, HACKOJBKO
BO3MOHO

c¢) To help enable different applications to c) ObecnieucHme BO3MOKHOCTH
work together COBMECTHOM Pa0OThl Pa3IMYHBIX TPUIIOKEHUN
d) To help implement architectures that d) Ob6ecrieucHue BHEJIPEHUS
support the business strategy ApPXUTEKTYpHl, TOJJICPKUABAIONIEH  CTpATETHIO
om3Heca

33 A Process owner is responsible for
which of the following?

33 3a KaKue HIKETEPEUUCICHHBIEC ITyHKTHI
oTBeuaeT Biajaenen npouecca?

a) Purchasing tools to support the Process

a) 3akynka
nojanepxxuBaronmx IIpouecc

HHCTPYMEHTOB,

b) Ensuring that targets specified in an
SLA are met

b) HdocTmwkeHne 1memnei, onpeneiIeHHbIX B
SLA

c¢) Carrying out activities defined in the
Process

c) Brinonnenue JIeSITENbHOCTEM,

onpeneneHubix B IIponecce

d) Monitoring and improving the Process

d) MonuTtopunr u ynyumenue [Ipomecca

34 Which of the following is the
CORRECT description of the Four P's of Service
Design?

34 Yto u3 Hmxkenepeurciennoro BEPHO
onuckiBaeT npuHIMN 4P B kaure [IpoektupoBanue
Yemyr?

a) A four step process for the design of a) UeThIpEXmaroBsii TIPOIIECC
effective Service Management npoekTupoBaHus  3(dekTuBHOrO  ynpaBieHHs
ycIyramu

b) A definition of the people and products
required for successful design

b) Omnpenenenue nroneld W MPOIYKTOB,
HEOOXOIUMBIX [UIS YCIIEUIHOIO IIPOCKTHPOBAHHS

c) A set of questions that should be asked
when reviewing design specifications

¢) [lepedeHp BOIIPOCOB, KOTOPBIC JOJIKHBI
ObITh  3aZaHBl  BO  BpeMs  IEpecMOTpa
crienupuKai TPOSKTUPOBAHUS

d) The four major areas that need to be

d) Yerblpe BaXKHBIX 007aCTH, KOTOpPBIE

considered in the design of effective Service HyxknatoTcs B paccMoTpeHnn npu
Management MPOEKTHUPOBaHUHM  A(PPEKTUBHOTO  YIIPABICHHUS
yCIyraMu

35 Which is the first activity of the
Continual Service Improvement (CSI) model?

35 KakoBa TmepBas JEATEIHLHOCTh B
Mogenu noctostHHOTO yayumenus ycuyr (CSI)?

a) Assess the current business situation

a) Jloctyn k TekyIiel OM3HeC-CUTyaIuu

b) Understand high-level business
requirements

b) [Tonnumanue BBICOKOYPOBHEBBIX
TpeOoBaHMii OM3Heca

¢) Agree on priorities for improvement

c) JoroBopeHHoctpr 0
YITYUIIeHUI

IIPUOPUTETAX

d) Create and verify a plan

d) Co3nanue u BeIBepKa IIaHa
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36 Which aspect of Service Design is
missing from the list below?

36 Kakoii acriekT [IpoekTupoBaHUS yCITyT
TIPOTIYIIEH B CIIUCKE?

1 The design of services

1IIpoexTrpoBaHue ycayr

2 The design of Service Management
systems and tools

2 IIpoexTrpoBanue CUCTEM u
HHCTPYMEHTOB Y IPABJICHUsI yCIyraMu

3 The design of technology architecture
and management systems

3 IIpoekTupoBaHHE TEXHOJIOTHICCKOM
APXUTEKTYPBI U CUCTEM YTIPABICHUS

4 The design of the processes required 5 ? 4 [IpoektupoBanue TpeOyeMbIX
MPOIIECCOB
57? 57
a) The design of Functions a) [IpoexTupoBanme GyHKIM
b) The design of Service Level b) [IlpoekTupoBaHHMe corjameHuii 00
Agreements ypoBHe ycayr (SLA)

c¢) The design of applications

¢) IIpoekTrpoBane MPIITOKCHHMA

d) The design of measurement systems,
methods and metrics

d) IlpoekTrpoBaHHE CHCTEM W3MEPCHHIA,
METOIOB M METPHUK

37 Application Management is NOT
responsible for?

37 VYmpasienue
oTBedaeT 3a?

npuioxenusimu - HE

a) Documenting and maintaining the
technical skills required to manage and support
Applications

a) JlIokyMeHTHpOBaHUE U OOCIY)KHBaHUE
TEXHHUYCCKUX HaBBbIKOB, Tpe6yeMI)IX JJIsL
yIpasieHus 1 nogaepxku [IpunoxeHunit

b) Managing applications through their
lifecycle

b) Ynpasnenve npuioKeHUIMA B TEUCHHES
WX KU3HEHHOTO IIHKJIa

c) Assisting in the decision to build or buy
new software

c¢) CopeiicTBue B pelIeHUsX 0 pa3paboTke
Wi nokynke Hosoro 110

d) Developing operational functionality
required by the business

d) Pa3paboTka oTeparoHHON
(YHKIIMOHAIBEHOCTH, TpeOyeMoil OM3HeCOM

38 Which of the following Roles is
responsible for identifying opportunities for
improvement?

38 Kakas w3 cunenyromux Pomneit
OTBETCTBEHHA 32 ONpE/CICHUE BO3MOXKHOCTEH 115t
YITyqIIeHUs ?

1 Service Owner

1 Bianenern ycayru

2 Continual Service Improvement (CSI)
Manager

2 MeHemKep TMOCTOSHHOTO YIyYIICHHUS
yearyr (CSI)

3 Process Owner

3 Bianener nporecca

a) 1 and 2 only

a) Tompko 1 u 2

b) 1 and 3 only

b) Toasko 1 u 3

c¢) All of the above

¢) Bce BapuaHThI

d) 2 and 3 only

d) Tonpko 2 u 3

39 Which of the following is the most
appropriate approach to carrying out Service
Operations?

39 Kakoil U3 HIKENEPEeUHUCIEHHBIX
MTOIXOJIOB SIBIIICTCSl HAMOOJIEe MOAXOISAIINM JIIS
OKCIUTyaTaluu ycayr?

a) The internal IT view is most important
as Service Operations has to monitor and manage
the infrastructure

a) Bwayrtpenmsss Touka 3penms HWT
HauboJiee BayKHA, TaK KaK OKCIUTyaTalus YCIIyT
JOJDKHA OCYILECTBIISTh MOHUTOPHHT u
yrpaslieHre UHPpacTpyKTypoi

b) Service Operations should maintain a
balance between an internal IT view and an
external business view

b)  DOkcmiayaramus — yCayr — JOJ/DKHA
MOJICP)KUBATh  OaJlaHC  MEXAy BHYTpEHHeH
Toukod 3peHus UT u BHemHeNW TOYKOW 3peHH
OusHeca
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¢) The external business view is most
important as Service Operations is the place where
value is realised and the customer obtains the
benefit of the Services

c) Buemnss Touka 3peHust OuzHeca
Hambosyee BakHa, TaK Kak HMMEHHO B
OKCIUTyaTallud yCIyr pealu3yercs LEeHHOCTh
VYeryr v 3aKka3udK MOJMydYaeT MPEeUMYIIEecTBa OT
Yenyr

d) IT Operations does not take an internal
or external view as they execute processes defined
by Service Design

d) OmepanumonHoe ynpasienune UT ne
3aHMMAaeT BHYTPCHHIOK WM BHEIIHIO TOYKY
3peHHsi, TaK Kak 3aHMMAaeTcsi HCIIOJIHEHUEM
HPOILIECCOB, ONPEeICHHBIX B IIpoeKTHpOBaHHU

yCIIyT

40 Which of the following is NOT an

40 Yro wu3 HmxenepeuucnenHoro HE

advantage of organising Continual Service | sBIseTcs TIOJIE3HBIM npu OpTraHM3alNN
Improvement (CSI) using the RACI model? [MocrossuHOrO  ymyumienuss yeayr (CSI) ¢
HCIOIb30BAHUEM Martpuris pouiet u

orBeTcTBeHHOCTH (RACI)?
a) Facilitates clear communication and a) ConeficTBOBaTH YETKAM

workflow practice across all parties involved in the
CSI program

KOMMYHHUKALUSAM M IPaKTUYECKUM IpoLeaypam
CpelH BCEX CTOPOH, BOBJIECYEHHBIX B IPOTpaMMy
CSI

b) Clarifies the roles and responsibilities of
individual in the CSI program which could
otherwise be overlapping and confusing

b) Jlenats nmpo3payHBIMU T€ JTNYHBIE POIIH
1 OTBETCTBEHHOCTHU B mporpamme CSI, koTopsie B
WHOM Ciy4ae ObutH OBl TEepPEeCceKArOIUMUCS H
IIPOTUBOPEUHBBIMU

c) Identifies where internal Service Level
Agreements (SLAs) can be established to
implement CSI

c¢) Omnpenenars, TAE€  BHYTpPEHHHUE
Cornamenust 06 ypoBae yciyr (SLA) MoryT ObITh
yCTaHOBJIEHBI 1)1 BHeaApeHus: CSI

d) Provides a clear focus for matching the
CSI processes to financial planning

d) AkmeHTHpoBaTh  BHHUMaHHE  Ha
coorBercTBun mpoueccoB CSI ¢ ¢unancoBbIM
IJIAaHUPOBAHUCM

41 What does the
represent?

'Service V model'

41 Yto noka3siBaeT V-MOAEIb yCIyTH?

a) A strategy for the successful completion
of all service management projects

a) Crpateruro JUTST
3aBepuieHns Bcex ITSM-nipoexTos

YCIIELIHOr'O

b) The path to Service Delivery and
Service Support for efficient and effective
utilisation of resources

b) Crioco0 3¢hheKTHBHOTO NCTIONB30BAHUS
pecypcos

c) Levels of testing required to deliver a
Service Capability

¢) YpoBHM TeCTUPOBAHHUS

d) The business perspective as perceived
by the customer and the user of services

d) Ipoekuus yciayru, ¢ TOYKH 3PEHUS
OU3HEC-II0JIb30BaTEIEH

42 Technical Management is NOT 42 3a 4ro He oTBe4yaeT YIpaBJICHHE
responsible for? TEXHUYECKOW TOJIEPKKON

a) Maintenance of the technical a) ConpoBoXKCHHE TEXHUYECKOM
infrastructure HHPPACTPYKTYPHI

b) Documenting and maintaining the
technical skills required to manage and support the
IT Infrastructure

b) JloxkyMeHTHpOBaHME W TOAJEPKKA
HaBBIKOB, HEOOXOMUMBINH ans ympaBmenuss WUT-

HHPPACTPYKTYPOH

c) Defining the Operational Level

Agreements for the technical teams

¢) ®opmupoBanue OLA ais TEXHUYECKHX
ToJIpa3/IeIeHU M

d) Diagnosis of, and recovery from
technical failures

d) JInarHOCTHKA U BOCCTAHOBJICHHUS TTOCIIE
cboeB
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43 A Service Owner is responsible for
which of the following?

43 3a gyto oTBevaeT Brnanenen yciyru?

a) Continual Improvement of the service

a) IlocTossHHOE TMOBBIICHHE KauecTBa
yCIIyTH

b) Designing and documenting a service

b) Pa3paborka u AOKyMEHTHpPOBaHWE
YCITyTH

c) Carrying out the Service Operations
activities needed to support a service

¢) Brimonnenue HeoOXOaMMBIC NEHCTBUS
10 MOJIJICP>KAHUS YCIIYTH B paMKaX dKCIUTyaTaluu

d) Producing a Balanced Scorecard
showing the overall status of all services

d) Pazpabotka KapTel cOamaHCHPOBaHHBIX
ToKa3aTeJie Mo BCEM yciIyraM

44 Which of the following BEST describes
the purpose of Event Management?

44 Yrto Oosbllle BCErO0 COOTBETCTBYET
Ha3HAYCHHUIO Y TIPABIICHUS COOBITHUIMU?

a) The ability to detect events, make sense
of them and determine the appropriate control
action

a) BEBIIBIATE COOBITHSA, ITOHUMATh HX
NPUPOY M ONPEICNATh  COOTBETCTBYIOIIHE
JIEUCTBUA

b) The ability to implement monitoring
tools

b) BaenpsTh cucTeMbl MOHUTOPHHTA

c¢) The ability to monitor and control the
activities of technical staff

c) MoHnuTOpUTH u YIIPABJISTH
JEeATEIbHOCTBI0 TEXHUYECKUX CIELUAINCTOB

d) The ability to report on the successful
delivery of services by checking the uptime of
infrastructure devices

d) Onpenensars BpeMst JOCTYITHOCTH yCIyT

45 Defining the functional requirements
for a new service is part of:

45 I'me ompenenstorcss PyHKINOHAIBHBIC
TpeOOBaHMsI K HOBBIM CUCTEMaM?

a) Service Operation:
Management

Application

a) YrpaBlieHHuE TPIIOKCHUSIMHU

b) Service Strategy: Service Portfolio
Management

b) Ympasnenue nmoprdenem ycmyr

¢) Service Design: Design the technology
architecture

c)I[IpoexkTupoBanue TEXHOJIOTUYECKOMN

APXUTEKTYPBI

d) Service Design: Design the service
solutions

d) [IpoextupoBanue yciuyru

46 There are 7 different sourcing strategies
that a company can use. What is the newest form
of outsourcing?

46 YxaxuTe caMylo NOCIEIHIOI (popmy
ayTCOpCHHIa

a) Knowledge Process Outsourcing

a) Knowledge Process Outsourcing

b) Partnership or multi-sourcing

b) Partnership or multi-sourcing

¢) Business Process Outsourcing (BPO)

c¢) Business Process Outsourcing (BPO)

d) Application Service Provision

d) Application Service Provision

47 Which of the following identifies two
Service Portfolio components within the Service
Lifecycle?

47 Vxkaxure aBa OCHOBHBIX KOMIIOHEHTA
[Moprdens ycmyr

a) Service Pipeline and Service Catalogue

a) Ycmyru "B paspabotke” u Karamor
yCIyT

b) Service Knowledge Management b) Cucrema ympapleHHs 3HAHUSIMH H
System and Service Catalogue Karanor ycnyr
c) Service Knowledge Management c¢) Cucrema ympaBlieHUS 3HAaHHUSIMH U

System and Service Pipeline

Ycenyru "B pa3pabotke"

d) Service Pipeline and Configuration
Management System

d) Ycinyru "B paspabotke" u Cucrema
yIpaBJICHHS] KOHPUTYPAUSIMU
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OpHUTrHHATBHBIA TEKCT

[TepeBon

48 What is the CORRECT order of the first
four activities in the 7 Step Improvement Process?

48 VYkaxWTe TEpBHIE YETHIPE W3 CEMHU
II1aroB MO YJIYYIISHUIO Tpoliecca

a) Define what you should measure, define
what you can measure, gather data and process data

a) OnpenenuTth, YTO HYKHO HU3MEPSTh,
ONpeNeTUTh, YTO MOXKEM H3MEpPUTh, COOpPaTh
TaHHBIe, 00padoTaTh JTaHHBIC

b) Gather data, process data, analyse data
and present data

b) Cobpartp ganHble, 00pabOTaTh JAHHBIC,
MPOaHAIM3UPOBATh JIAHHBIE W  TIPE3CHTOBATH
JTAHHBIC

¢) What is the vision, where are we now,
what do we want to be, how do we get

¢) KakoBo BumeHwue, rae MBI ceiyac, Tae
MBI XOTHM OBITh, KAK HAM OKa3aThCS TaM

d) Gather data, process data, define what
you should measure and define what you can
measure

d) CoOpatb nanneie, 00pabOTaTh JaHHBIC,
OIPE/ICIUTh, YTO HYKHO H3MEPSTh, OMPEICIHUTD,
9YTO MOYKEM H3MEPHUTh

Ixana ouneHuBaHNA.

Jliis ompeneneHrss KOHEYHOW OIICHKH IO JWCIHILIAHE HAaOpaHHBIE CTYISHTOM Oasuibl
nepeBoastcs B 100-6anpHyr0 mKay, KOTOpas MEPEBOAUTCS IO CIAEAYIOUICH cxeme:

ot 0 1o 69 ot 70 oo 100
BKJIIOYHUTEIHLHO BKJIIOUUTEIHHO
«HE 3aYTEHO» «3aYTEHOY

4.4. MeToan4yeckne MaTepHuaJbl

Hpoueﬂypbl OLICHHUBAHUA 3HaHHfI, YMeHHﬁ, HaBBIKOB H (I/IJ'II/I) OIIbITa ACATCIBHOCTU,

XapaKTEepU3YIOUIUX 3Tarlbl HYOPMUPOBAHUS KOMIIETEHIUI TPOBOISATCS B COOTBETCTBUU C Y CTABOM
Axkanemuu (y1B. [locranoBnenuem IIpaBurtennctBa Poccuiickoit denepanuu ot 12.05.2012 r. N
473), TlonmoxkeHreM O TEKYyIIEeM KOHTPOJIE YCIEBAaEMOCTH U MPOMEXKYTOYHOM arTecTaluu
ctynentoB B PAHXul'C (ytB. IIpukazom pekropa ot 25.01.2012 r. Ne 01-349; uzm. ot 07.06.2013
r.), I[lopsinkom opraHusanuu U NpoBeACHUs NMPAKTUKU CTyAEHTOB, ocBanBaomux B PAHXul'C
o0Opa3oBaTeNbHbIe MPOTrPaMMBbI BHICIIIET0 00pa30BaHus — MPOTrpaMMbl OaKataBpuaTa, MporpamMmbl
crenuanuTeTa, mnporpaMmmsl MaructpaTypsl (yTB. [Ipukazom pektopa ot 11.05.2016 r. Ne01-2212).

B wactm o0ecrneueHuss OCBOEHHUS TUCIHUIUIMHBI OOYYarOMIMMCS TPEAOCTaBIsIeTCS
pa3IaToYHBIM MaTeprai Mo TeMaM JUCIUTUIAHEIL.

[Tpouieaypa olieHMBaHUS 3HAHWM, YMEHUH M HABBIKOB, 0OecreynBaronuXx (GpopMupoBaHUe
KOMITETEHIINH, TPEyCMOTPEHHBIX OCBOCHUEM JAUCITUTUIMHBI, BKIIFOYAECT:

- IPOBE/ICHUE TECTUPOBAHUS HA OCHOBE TECTOB, BKIIIOYAIOIINX TEOPETUUECKHE BOIPOCHI U
pacyeTHbIE IPUMEPHI,

- IPOBEJIEHUE OIPOCa MO KIOYEBBIM BOITPOCAM, OXBATHIBAIOILIEM COJIEPKaHUE JUCITUTIIINHBL.

5. Mertoanueckue ykazaHus AJsi 00y4ar0IMXCH M0 OCBOCHUIO M CUMILIUHBI (MO1YJIs1)

s oOecniedyeHrss OCBOEHUS JUCHUIUIMHBI 00ydaromuecss y4eOHbIM IIJIaHOM INPeayCMOTpeHa
caMOCTOATeNbHAas padoTa U MPaKTUYECKUE 3aHATHS.

Bunbl camocTosiTeNnbHON BHEAY JTUTOPHOM pabOTHI :

- CaMOCTOSITENIBHOE U3YYECHHE PA3LEIOB Kypca,

- TOBTOpPEHHE JIEKIIMOHHOTO MaTepHralia U MaTepuaia yueOHUKOB,

- MOATOTOBKA K MPAKTUYECKUM 3AHATHUAM,

- IOArOTOBKA K TEKYIIEMY KOHTPOJIIO.
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6.YueOHas imTepaTypa u pecypcbl HHPOPMANUOHHO-TEJIEKOMMYHHUKAIIMOHHOM CeTH
"UHTepHeT", BK/II0OYas NepeYeHb y4e0HO-MeTOAHYeCKOro odecreyeHust 1Is
CaMOCTOSITEJIbHOM Pad0Thl 00Yy4alOUIUXCH 10 JUCHUILITIMHE

6.1. OcHoBHas nuTEparypa.
ISO/IEC 20000-1, Information technology — Service management — Part 1: Service

management system requirements. 2010

ISO/IEC 20000-2, Information technology — Service management — Part 2: Code of
practice. 2012

The Official Introduction to the ITIL Service Lifecycle. TSO, London, 2009.

6.2. lonoysiHUTENBHAS JIUTEPATYPA.

An Introductory Overview of ITIL® V3. itSMF Ltd, 2009.

6.3. YuebHo-MeToquuecKoe 00ecreueHre CaMOCTOATEIbHOM paboThI.
He npenycmotpeno

6.4. HopmaTuBHBIE IPaBOBBIE TOKYMEHTHI.
He npenycmoTpensl

6.5. UnTepHeT-pecypchl.
He npenycmoTpeHsl

6.6. lHbIE HCTOYHUKU.
He npenycmoTpensl

7.MaTtepuajabHO-TeXHUYecKasi 0a3a, HH(POPMALMOHHBbIE TEXHOJIOTHH, IPOrPaMMHOe
obecnieyeHue U HHGOPMALMOHHbIE CIIPABOYHbIE CHCTEMbI

I[J'ISI IMPOBCACHUA 3aHATUH IO JUCHTUIIIINHE H€06XOI[I/IMO MaTCpUaAIbHO-TCXHNUYCCKOC

o0ecrieyeHre y4eOHBIX ayTUTOPUN (HaIVISIIHBIMU MaTepuaiaMu, SKpaHOM, MYJIbTUMEIUHHBIM
npoekropoM ¢ HoyTOykamu (ITK) anst npesenTanuu yueOHOro MaTepuasa, BbIXOJAOM B CETh
Wnrepuer, nporpammusiMu nipoaykramu Microsoft Office (Excel, Word, PowerPoint)) B
3aBHCHUMOCTH OT THIIA 3aHATUN: CEMMHAPCKOTO U JIEKIIUOHHOTO TUIIOB, IPYMIIOBBIX U
WHAWBUAYaIbHBIX KOHCYJIBTALUN, TEKYIIETO KOHTPOJIS ¥ TPOMEXKYTOUHON aTTeCcTallu.

I[J'IH CaMOCTOSITEILHOMI pa6OTBI 06y‘IaIOH_II/IMCH HeO6XOI[I/IM AOCTYII B YATAJIbHBIC 3aJIbI

OMOMMOTEKN W/WITH TIOMEIIIEHHEe, OCHAIIICHHOE KOMITBIOTEPHON TEXHUKON C BO3MOKHOCTBIO
MOJKITIOUEHHUs K ceTu «IHTepHeT», TOCTYH B 3JEKTPOHHYIO HHPOPMAIIMOHHO-00pa30BaTebHY IO
cpeny opranuzanuu u ObC.

SRV

NudopmanuonHbie cipaBoYHbIE CHCTEMbI:
HNudopmannonHo-npaBoBoii nopran «KoHCyabTaHT mtocy (mpaBoBas 6a3a JaHHbIX).

[DnexTponnsIit pecypc]. — URL: http://www.consultant.ru/
WndpopmanmonHo-npasoBoii noptain «I'apant» (mpaBoBas 0a3a JaHHBIX). [ DIEKTPOHHBIN

pecypc]. — URL: http://www.garant.ru/
Hayunas 6ubnunorexka PAHXul'C. URL: http:/lib.ranepa.ru/;
Hayunas snekrponnas oubnuoreka eLibrary.ru. URL: http:/elibrary.ru/defaultx.asp;

HanmonaneHas snekrponnas 6ubnuoreka. URL: http://rusneb.ru;
Poccwuiickas rocynapcrBennast ouonuoreka. URL: www.rsl.ru;
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http://elibrary.ru/defaultx.asp
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7. Poccuiickas HanpoHanbHas oubanoreka. URL: http://nlr.ru/;

8. Dmnektponnas 6mbnuoreka Grebennikon. URL: http://grebennikon.ru/;

9. DnextpoHHO-OMONMHMOTEeyHas cucteMa M3narenscrBa «Jlanb». URL: http://e.lanbook.com;
10. Dnexrponno-6ubanoreunas cucrema KOPAUT. URL: hitp://www.biblio-online.ru/;

11. DnexTponHo-6ubnuoreunas cucrema [PRbooks. URL: http://www.iprbookshop.ru/
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