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A mai elbadas célja

. Felhivni a figyelmet a Felh6 alapu
szolgaltatasok, technologiak
alkalmazasahoz kapcsolodo
folyamat és emberi/személyzeti
feltételek fontossagara.

. Kiemelni azokat a teruleteket,
amelyek alapvetéen érintettek.

. Bemutatni azt, hogy az ITSM terilet
eziranyu fejlesztésében milyen
kezdeti lépések megtételére van
sziikség (Microsoft alapu
megkdzelités szerint).
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in 2013

The strategy for unleashing the potential of cloud
computing in Europe outlines actions intended to
deliver a net gain of 2.5 million jobs and a boost of
€160 billion to the EU GDP by 2020

of organizations

plan to increase

public cloud Total
spending in 2013 digital
content
will
grow

The strategy is designed to stimulate the uptake of
cloud computing across all sectors of the economy



11:15AM

4 .
xR On NBC Olympics g On NBC Sports By Sports Schedule On TV presented by CItl | =

734
FREESTYLE SKIING
Men’s Slopestyle Final
A %
.

Highlights Full Event Replays

Hockey

Women's Group A: USA vs SUI ° @ @ @
STARTEL

Watch Live Iinfo Alerts  Add to DVR

Curling

Men’s Round-Robin: SUI vs SWE ° @ @ @




What is Microsoft Azure?
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Microsoft Azure is a flexible,
open, and secure public cloud
built for business. Access a
broad collection of integrated
services that accommodate
many languages and
operating systems. Use
world-class tools to accelerate
a wide variety of app
development and delivery
capabilities.
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Az IT Szolgaltatas
Menedzsment fontossaga



Hagyomanyos kornyezetek eseten = Mi okozza a
kieséseket?

40% of IT failures are related to
processes within an organisation’s IT
department.

40% of IT failures are attributed to
people within an organisation’s IT
department and their understanding
of the technology.

20% of IT failures are linked to failures Technology
with the technology itself.”

SOURCE: Four steps to optimize configuration management process and tools Ronni J. Colville October 2013



A Technologia bGnmagaban nem

elegenda...
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Uj tervezési, A ,hagyomanyos” Uj szerepkérok, Szorosabb
fejlesztési, folyamatok, .readiness” egylttmikodésre
Uzemeltetési eljarasok kondiciok van sziikség a
munkafeladatok atalakitasa szolgaltatoval(egy/

jelennek meg szuikseges tobb)



Computing Patterns - példa
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Your Application Portfolio — What Does it Look Like..?
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Az optimalis felnd mukodtetes valtoztatast igenyel a Folyamat
(Process) és az Ember/személyzet (People) szintjen is.
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Cloud Services
Foundation -

Reference Model ﬁ;
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.Heroes can barely run a ship (like many IT
departments) and definitely can’t run a navy."
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N lsr Special Publication 800-145

National Institute of
Standards and Technology

U.S. Department of Commerce

Definiciok

The NIST Definition of Cloud
Computing

Cloud computing is a model for enabling ubiquitous, convenient, on-
demand network access to a shared pool of configurable computing
resources (e.g., networks, servers, storage, applications, and services) that can
be rapidly provisioned and released with minimal management effort or
service provider interaction.




Detfiniciok — alapvetd jellemzdok

2 o
=18 |4a|=2

Measured
service

On-demand Broad network Resource Rapid
self-service access pooling elasticity




Definiciok — Szolga
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tatasi modellek
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Definiciok — Szolga
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Community cloud




Cloud Services
-oundation
Reference Mode|




Cloud
Services

Foundation
Reference
Model

Minimum operational
processes, and
technical capabilities
that are necessary to
provide any services...

http://blogs.technet.com/b/cloudsolutions/arch
ive/2013/08/15/cloud-services-foundation-
reference-architecture-reference-model.aspx

Service Delivery
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http://blogs.technet.com/b/cloudsolutions/archive/2013/08/15/cloud-services-foundation-reference-architecture-reference-model.aspx

Felno alapelvek,
alapveto
koncepcionalis
elemek




Principles
(general rules,
guidelines to support
cloud services
foundation)

http://blogs.technet.com/b/clouds
olutions/archive/2013/08/15/cloud
-services-foundation-reference-
architecture-principles-concepts-
and-patterns.aspx

Take a Service Provider's Approach

Optimization of
Resource Usage

Incentivize Desired
Behavior

Take a Holistic
Approach to
Availability Design

Create a Seamless
User Experience

Minimize Human
Involvement Drive Predictability

Achieve Business Value through Measured
Continual Improvement

Perception of
Perception of Continuous Service
Infinite Capacity Availability



http://blogs.technet.com/b/cloudsolutions/archive/2013/08/15/cloud-services-foundation-reference-architecture-principles-concepts-and-patterns.aspx

Concepts

Favor Resiliency Over Redundancy Pool Compute Resources

. Consumption Based
Service Classification Fabric Management [ pricing

Virtualized Partitioning of

Resource Decay Infrastructure Elastic Infrastructure Shared Resources

http://blogs.technet.com/b/clouds
olutions/archive/2013/08/15/cloud . .

-services-foundation-reference- Ho mogen rclilely Of
architecture-principles-concepts-

and-patterns.aspx Multi tenancy Cost Transparency Physical Hardware

Security and Identity


http://blogs.technet.com/b/cloudsolutions/archive/2013/08/15/cloud-services-foundation-reference-architecture-principles-concepts-and-patterns.aspx

Klasszikus” megkozelités

What is the

Continous
improvement

vision?

Where are we
now?

Where do we
want to be?

How do We get
there?

T
Did we get there?
/=
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I

Context, Business Objectives

Analysis

Short and longer term program

Process optimization

People (Human Resource and

RACI optimization)

Technology improvement

Measurement and metrics

Governance, periodic review

=
<™

Cloud Principles

4
4
4
4
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Cloud Services Foundation

Cloud Concepts Reference Model

PROCESSES:

Incident Management

Problem Management

Request Fulfilment

Event Management

Service Asset & Configuration Management
Change Management

Release & Deployment Management
Knowledge Management

Access Management

Benefits Management
Kiilsé, belsé kontextus

Célok, elvardsok

Hasznok, el6nyok

Javasolt valtoztatasok

Megoldasok (projektek,
technoldgia)
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Provided
services
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Folyamatok
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Responsible for controlling the
life cycle of all changes.

Minimize Human
Involvement

Automated
workflows

Drive Predictability

Favor Resiliency Over
Redundancy

Real time
fabric man.

Perception of
Continuous
Availability

Automatizalas
Standard
change-ek

Focused
risk mgmg.

Take a Service

Provider’s Approach

Service Operations

Request
Fulfillment

Asset and
Configuration
Management

Change
Management

Release and
Deployment
Management

Access
Management

Systems
Admnistration

Knowledge
Management

Incident and
Problem
Management




Responsible for maintaining information
on the assets, components, and
infrastructure needed to provide a service.
Critical configuration data for each
component, and its relationship to other
components. Mature Service Asset and
Configuration Management processes are
necessary for achieving predictability.

Nagyobb
dinamika
Fizikai-logikai
elvalasztas

Ismert allapot
(pl. fault dom.)

Virtualized
Infrastructure Fabric Management

Service Operations

Request
Fulfillment

Asset and
Configuration
Management

Change
Management

Release and
Deployment
Management

Access
Management

Systems
Admnistration

Knowledge
Management

Incident and
Problem
Management




InM: resolve events that are impacting, or Service Operations
threaten to impact, services as quickly as
possible with minimal disruption.

PrM: identify and resolve root causes of

incidents that have occurred as well as identify
and prevent or minimize the impact of incidents
that may occur.

Access
Management

Request
Fulfillment

Asset and Systems
Automatizalas Configuration Admnistration
Management

Change Knowledge
Management Management

Azonositas Incidens vs
Elharitas failure
fixining

Release and Incident and
Deployment Problem

Virtualized Minimize Human Management Management

Infrastructure Involvement Resource Decay




Responsible for manage requests for
service from users.

Rogzitett, lgénybevétel Automatizalas
valaszthatd -méres-
szolg. elengedés

Take‘a Service Minimize Human
Provider’s Approach Involvement

Service Operations

Request Access
Fulfillment Management

Asset and Systems
Configuration Admnistration
Management

Change Knowledge
Management Management

Release and Incident and
Deployment Problem
Management Management



Szervezet




Az T szervezetre vonatkozo fObb kihatasok

',‘ cs

Kihatas az ITSM Valtozas a felel6ségi
folyamatokra Uj szerepkorok, ismeretek korokben




Javasolt kiinduld megkoze

Javasolt gyakorlat

Uzleti modell
Elére definialt szerepkorok és
felel6sségek

Téamogatni kivant folyamatok
Operativ tevékenységek
Governance tevékenységek

Jelenleg mUkodtetett
folyamatok/szervezet

Jelenlegi szerepkdrok, munkatarsak Uj
szerepkorokbe helyezése szlikség szerint
«  Utkdz6 accountability-k
* Megosztott felel6sségek
* Hianyzo accountability-k
* Hianyzo felel6sségek
Munkatarsak képzése
Governance

ites (kiemeles)

Uj, Felhé szolgaltatasokat
mukddtetd szervezet

Uj szervezeti struktira
Uj szerepkorok, felelésségi korok




Cloud Service
Models
will impact the

role model

Business
Service

SaaS

®  Tenant & Workload
# Owner ®  Owner

Service Consumer

(8
Author

a Deployer
6 Operator

Platform
Administrator

Fabric
Administrator

Administrator

\Service Provider

Fabric Management

PaaS

Tenant % Workload
Owner »  Owner

Author Developer

.
Deployer Tester

Operator

Service Consumer

(

Platfarm
Administrator

Fabric Management
Administrator

Fabric
Administrator

J

\Service Provider j

®  Tenant
# Owner

Workload
Owner

Developer

.
Deployer Tester

Operator

Platform
Administrator

Service Consumer

Fabric
Administrator

Administrator

Fabric Management

K Service Provider

)




Global Admin
Office 365 Administrator

Directory Services Administrator J

Felho
kdrnyezethez

Exchange Online Administrator ]

SharePoint Online Administrator J

0365 Administrator roles Skype for Business Administrator J

Billing Administrator
Password Administrator
Service Administrator

User Management Administrator ]

kapcsolodo
szerepkorok szeropkdr péidék

Office 365 kiemelt

(példak)

Operator/0365 Operator J

Cloud Architect

Platform Administrator

Fabric Administrator

Fabric Managerment
Administrator

itSMF 11 - Felhd
Uzemeltetés

https://support.office.com/en-us/article/Assigning-admin-roles-in-Office-
365-eac4d046-1afd-4f1a-85fc-8219c79e1504?ui=en-US&rs=en-
US&ad=US



https://support.office.com/en-us/article/Assigning-admin-roles-in-Office-365-eac4d046-1afd-4f1a-85fc-8219c79e1504?ui=en-US&rs=en-US&ad=US

Cloud - Disruptive
technology
oY
ITSM szerepe, \
fontossdga e

Cloud Services
Foundation Reference

Model

m Felhd definicidk

Felhd alapt megoldasok
' ITSM kérdései '

|| | Concepts

Folyamatok |

Osszefoglalas

Szervezet




? | Kérdéesek?

Kbsz6ndm szepen

m Microsoft

© 2015 Microsoft Corporation. All rights reserved. Microsoft, Windows, Windows Vista and other product names are or may be registered trademarks and/or trademarks in the U.S. and/or other countries.

The information herein is for informational purposes only and represents the current view of Microsoft Corporation as of the date of this presentation. Because Microsoft must respond to changing market conditions, it should not be interpreted to be a
commitment on the part of Microsoft, and Microsoft cannot guarantee the accuracy of any information provided after the date of this presentation. MICROSOFT MAKES NO WARRANTIES, EXPRESS, IMPLIED OR STATUTORY, AS TO THE INFORMATION IN THIS
PRESENTATION.



