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3 Yasen Mitev

General characteristics of the dissertation work

Relevance of the topic

Every single organization, regardless of its volume and subject of activity, is subject to
the mass penetration of information technologies in order to support daily activities.
More and more operations are being assisted by computer algorithms or are being fully
automated. It has long been a fact that the classic system maintenance model is
extremely inefficient. The complexity of digital solutions, as well as their key effect on
the functioning of the business, separates the management of information technologies
into a separate directorate with its own structure, budget and management system. As
digitalization advances, the goals of this directorate are increasingly being reformulated
to be directly part of the success of the organization's core product, instead of being
solely focused on the support of the company's computer system and technology.
There are various methodologies and standards supporting the functioning of the IT
Directorate. Despite the fact that there are globally established ones (ISO standards,
project management frameworks, business management frameworks, etc.), there is no
universal standard or approach applicable to the overall management of this
directorate. Deploying a management system of any of the above types is a complex
process. It takes considerable time, resources and commitment from all parts of the
organization. The decisions to be made for a successful implementation depend on
many criteria and require considerable analysis. Organizations that have gone through
such a change recognize the critical need for support in making such decisions. The
need for hiring external consultants and building a structured decision-making system
is undeniable - [8, 9, 10, 11, 12, 13, 14].

Overview of IT processes in organizations

There is a wealth of research in the field of information technology service
management. Although they explore diverse aspects of the field, the repetition of the
consideration of ITIL - Information Technologies Infrastructure Library is noticeable.
Based on the review of research from different types of sources, covering a
development period of more than 10 years, the following areas of IT process research
can be systematized. For each of the areas, the results achieved in the world to date
are described in the present work:

e Overview of IT processes in organizations

e Approaches in the initial implementation of ITIL Description of specific cases
that were encountered during the projects. Contain results which of the originally
achieved goals were met and what methods were used to do so. A significant
part of these studies are of the "case studies" type.

e Approaches to the application of ITIL in everyday and routine tasks - a large part
of the formulated problems in the field affect the subsequent development in the
use of ITIL due to the development of the main business activity, the need for
optimization, the need to solve previously unforeseen tasks, etc. These studies
represent a more in-depth analysis of the use of ITIL.
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e Sharing ITIL with other frameworks and standards - this is an area of growing
research interest. The reason is due to the current needs of the industry, which
require in a real environment to simultaneously use several frameworks and
standards for the management of projects in the organization, the production
cycle, the quality, the storage of documents and personal data, and so on. These
management frameworks cannot exist independently and must be linked.

For each of the areas described above, there is a rich set of methods that solve specific
problems. There is a large body of research and at the same time the activity of
scientific and scientific-applied activity in the field of service management related to IT
is increasing. The almost complete absence of formal methods and, in particular, of
decision-making support methods is clearly noticeable.

Aims and Task of the PhD Thesis

The subject area of the dissertation is related to service management processes related
to the implementation, use and improvement of Information Technologies in
organizations.

Based on the overview of the results in the field, the following goal of the dissertation
was formulated. Namely, to develop and apply formal models and methods to
support decision-making in the implementation of the ITIL structural library
(Information Technologies Infrastructure Library), at its various stages in large
organizations - initial implementation, specifics when implementing specific
services, linking with others infrastructure frameworks.

For the fulfilment of the main goal of the dissertation, the following fundamental and
logically related tasks have been formulated:

1) To create models and methods that support decision-making during the initial
implementation of the structural framework ITIL in large organizations.

2) To create models and decision support methods for evaluating implementation,
guality and performance and the related Key Performance Indicators (KPIs) in
the process of managing IT-related services in organizations.

3) Creation of an operational model and method of integration of the most widely
used frameworks for managing services and architectures related to IT: ITIL
(Information Technologies Infrastructure Library) and TOGAF (The Open Group
Architecture Framework). The goal is to join the logically related elements of the
frameworks (processes, operations and roles), as well as to merge the
overlapping elements (processes, operations and roles).

The following methodologies and standards are covered in detail:

¢ |TIL — Information Technologies Infrastructure Library

¢ TOGAF - The Open Group Architecture Framework
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5 Yasen Mitev

Content structure

The research on the topic of the dissertation is divided into six chapters, in which an
introduction to the field of research, exposition of current problems on the topic and
proposal of a solution and topics for subsequent development of the work were
successively carried out. The chapters are structured as follows:

Chapter 1 - The infrastructure IT library ITIL and methods for its implementation
and maintenance in organizations.

Chapter 2 — Model and methods for decision making and evaluation of ITIL
implementation in large organizations.

Chapter 3 — Model and method for group decision support about KP| selection for
IT service evaluation.

Chapter 4 - Using ITIL and TOGAF together.

Abstracts of Dissertations 2024(7) 3-48
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Chapter 1 - The infrastructure IT library ITIL and
methods for its implementation and maintenance in

orgamzatlons
This chapter provides an overview of the ITIL structural framework and the problems it
solves. The importance of this framework in managing IT services in large
organizations is shown. The implementation and enforcement methods used are
reviewed. The review is based on literature research and the official ITIL
documentation.

1.1. ITIL (IT Infrastructure Library)

Over the past ten years, ITIL (Information Technology Infrastructure Library) [15] has
been established as the most used process management framework for IT service
management. It contains a complete set of recommended practices that are intended
to help maintain an optimized information service.

ITIL provides a complete set of guidelines on how to deal with IT service maintenance
scenarios. These guidelines are called recommended best practices and are based on
the experience of many companies and enterprises. These practices ensure that the
task is completed in the most efficient and cost-effective manner. This helps operations
to be carried out in unison with the company's strategic objectives.

The core subject of the entire ITIL methodology is the Information Technology Service.
All practices are directed to the management and maintenance of the Information
Technology Service. The definition of a service given in the official introduction to ITIL,
Service Lifecycle is:

"Service" is a means of providing added value to users by facilitating the results
that users want to achieve without being responsible for specific costs and risks.

1.2. Key principles of ITIL

Many authors, cf. for example [17, 18, 19, 20] as well as the official ITIL documentation
[21, 22 ,23 ,24, 25] states the main task of ITIL. It's about helping organizations achieve
their core business goals by providing them with a cost-effective and high-performance
IT environment. Following the context of this, basic principles of ITIL can be
summarized as follows [26, 16]:

Added value to the service

Obtaining a high rating from users for the service provided
More active application of skills and experience

Improve user productivity

Cost reduction

ITIL is designed as a framework, which means it only provides an overview of
processes and does not require strict adherence to all of them. This general rule is also
supported by the design of ITIL - it is structured in a way that allows companies to use
only the processes they find useful and applicable. All processes are designed in a way
that allows them to be used alone or together [27].
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7 Yasen Mitev

1.3. ITIL tasks

The main task of ITIL is to provide IT managers, as well as the entire organization,
with end-to-end processes to enable them to manage day-to-day IT operations
[28]. These processes must be able to continuously improve the service of the
organization and its users [29]. They must also support the implementation of
their strategic objectives. This task can be divided into the following objectives:
* User satisfaction
* Optimized use of resources
» Workflow optimization
* Improved information security
* Clear accountability
* Clear definition of roles

1.4. ITIL integration approaches

Various studies have been reviewed that analyze and track ITIL implementation [31,
32, 33, 34, 35, 36, 37, 38, 39, 40, 41] Based on the overview, two possible approaches
to integration can be summarized, with the division being provoked according to the
type of organization. The first, rarely performed, describes the start-up company that
decides to implement ITIL from the ground up. It is deployed as most organizations
start out in a small footprint that does not require a complex environment management
system. The second approach is used for most companies in the market - it covers all
organizations in the market that already have at least several years of experience in
the market and at least relatively established internal IT management processes. The
decision to improve these processes is followed by the creation of an ITIL
implementation project. In general, the implementation of this project takes years. It
can be divided into four main stages:

1) Assessment of current IT service management processes
2) Create a tactical ITIL implementation plan

3) Implementation change management

4) Continuous service improvement

1.5. Organizations suitable for ITIL implementation

There is no formal definition or framework that says in what type of business processes
ITIL can be successfully implemented in order to bring added value. This shows that
the framework does not depend on the type of business of the organization. It is widely
applicable because IT processes are universal and do not directly interfere with the
main product of the business [44, 45, 40]. Of particular importance is the possibility and
willingness of the organization to accept process-oriented work as part of its culture
[46]. A rule of thumb can be introduced that larger companies adopt ITIL more easily
than smaller ones [47, 48]. The reason is mainly the lack of resources and the smaller
scope for optimization. As stated in "Delivering Effective Support. Adopting ITIL to Fit
Your IT Business Model" [49], after conducting qualitative research with a focus group
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of 30 companies: "Many companies feel that they have insufficient resources to
implement such strict IT support standards such as ITIL.

Negative attitudes centered on standards are too much stress on the organization, too
expensive, or simply not important enough to invest time in."

1.6. Benefits of ITIL integration

The following benefits of using ITIL can be summarized: improved service quality [52,
53, 54, 33, 25], higher customer satisfaction [37, 38], higher productivity [55, 56, 25,
52], improved response time to customer requests from the provider [55, 53], and more
efficient use of IT resources [57, 55, 53].

1.7. Structure of ITIL v.3

Between 2007 and 2011 (two editions) the third major version of ITIL was launched. It
provides more consistent solutions addressing rapid advances in IT technology, as well
as modern business needs and the outsourced support model. Version 3 of ITIL is
systematized in 5 volumes. There is another one that is often overlooked because it is
an introductory book with a broad overview. It is called ITIL Complementary Guidance
The other five are:

ITIL Service Strategy

ITIL Service Design

ITIL Service Transition

ITIL Continual Service Improvement

1.8. Other governance frameworks and standards
1.8.1. TOGAF

TOGAF is a standard for managing and maintaining enterprise system architecture. It
is one of the most frequently used standards among enterprises, and in most cases it
is actively supplemented with ITIL. This is because the scopes of ITIL and TOGAF do
not overlap.

1.8.2.0ther management frameworks applicable in IT

The list below indicates the main frameworks that support in whole or in part the
management of IT environments, and they can be a complementary or a substitute unit
of ITIL, depending on the objectives and the subject of activity of the particular
enterprise.

e CobiT — a methodology that focuses on how the management of the IT
department should be done.

e CMMI - This is a framework that focuses on software development. It aims
to optimize the entire process of creating a software product, improve its
guality and optimize the price.

Abstracts of Dissertations 2024(7) 3-48



9 Yasen Mitev

e [SO9001 - standard describing the general levels of quality management.

e PMP (Project Management Professional) — this is the most common standard
for project management. It can be applied regardless of industry and project
size. Its real capabilities unfold when leading large projects, due to the full
range of operations it manages. This method is known as the so-called name
"waterfall" method because the result is delivered at the end of the project.

e SCRUM - this is a project management method that aims to break down the
entire task into many simple tasks to be performed sequentially and quickly,
each of which guarantees a result. The main strength of the method is in the
iImplementation of non-scale projects with a total duration of less than one
year.

e Kanban - is a framework for managing the production of various products,
which mainly seeks to balance the work flows so that we can deliver the
ordered product in the agreed time without affecting its pre-planned cost.

1.9. Positions responsible for decision-making

There are 14 different types of roles in Service Design, with one defined for each
process. We will discuss their role in decision-making tasks in Chapter 3. Below is a
complete list of Service Design roles:

Applications Analyst
Avalilability Manager
Capacity Manager
Compliance Manager
Enterprise Architect
Information Security Manager
IT Service Continuity Manager
Risk Manager

Service Catalogue Manager
Service Design Manager
Service Level Manager
Service Owner

Supplier Manager

Technical Analyst

1.10. Approaches to integration of ITIL

The integration of ITIL requires a clear understanding of the organization's goals, as
well as a detailed familiarization of the board of directors with the current trends for
managing an IT directorate. Due to the dynamically changing business environment,
the deeper penetration of IT technologies into daily activities, as well as the increasing
costs of owning IT systems, the nature of IT departments and their functions are
evolving. The rate of these changes is higher than the frequency of ITIL version
updates. This determines the need for the use of external support from business
analysts, experts in the management of IT organizations, to help make strategic
decisions concerning the IT department. We can conclude that the framework as well
as the necessary information for making these decisions is absent in the ITIL Service
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Design chapter. It is provided by the above business analysts and should be
implemented once a specific integration scheme is chosen. Four different
models/approaches can be specified for ITIL integration. These approaches are purely
practical and intuitive. They have appeared and developed since 2011 and until now.
They have arisen in chronological order, assuming that each subsequent one is more
effective for the business than the previous ones. To date, three of these four models
are current and used across industries. The specific choice of model depends on the
specific needs of the organization as well as the maturity it has reached. The models
are described in detail by Gartner Inc., a leading research and consulting company -
[39]. In [39], the development of these models, the frequency of their use, as well as
the results of their application are traced. The article provides valuable guidance on
which model to choose.
The main models, principles and integration schemes are given in chronological order:

1. An optimizing model.

2. Model optimizing processes.

3. Model optimizing the service

4. A model optimizing the value of the service

Although there are guidelines for choosing an appropriate model - [78], according to
the specific functions of the organization, its commercial activity and its existing internal
management methods, there is a risk of incorrect self-assessment and choosing the
wrong model for subsequent development. The reason is that decisions are made
subjectively, with no clear metrics available to assess the current situation.

1.11. Conclusion

This overview chapter analyzes the ITIL infrastructure IT library as well as existing ITIL
integration methods. The processes that ITIL offers are reviewed. Based on this and
the studied ITIL company documentation, as well as scientific research in this area, the
following more important conclusions can be drawn:

1) the infrastructure IT library ITIL is the most commonly used library of best practices
and processes for managing IT services;

2) The ITIL library is universal, there is no analogue, it can be applied in organizations
of different sizes and subject of activity.

3) The advantages of the ITIL library are very clearly expressed in large organizations,
where there are opportunities to optimize complex processes

4) Implementing and maintaining ITIL involves making complex decisions. Such are,
for example, the Service Strategy and Service Design chapters.

5) The ITIL library does not explicitly address decision-making issues regarding its
integration into organizations.

6) The ITIL library is implemented and supported massively by using generally
accepted elementary (naive) decision-making methods such as brainstorming, voting,
game methods, etc. Decisions are made subjectively, albeit at an expert level. There
are often no clear metrics available to assess the current situation.

7) In the theory and practice of the ITIL library, modern decision-making methods are
not applied so far. Therefore, the creation and use of such methods would significantly
assist ITIL experts and users in integrating and applying the framework.

Abstracts of Dissertations 2024(7) 3-48



11 Yasen Mitev

Chapter 2 - Model and methods for decision making
and evaluation of ITIL implementation in large
organizations

This chapter offers a model and two decision-making methods for evaluating and
implementing the ITIL framework in large organizations. The model is in matrix form.
The method used to make the decision is based on the median score. The second is a
structural process-oriented method for integrating ITIL. The suggested model and
methods does not require knowledge or experience in implementing IT management
frameworks.

2.1. Formulation of the problem

The decision to integrate the ITIL IT environment management framework requires a
thorough study of the current environment, the appointment of new roles, the hiring of
consultants, etc. Therefore, the main decision is the result of a large series of decisions
about the use of resources, the determination of roles etc. This sequence requires a
significant budget and time to be invested in such a project. All these changes lead to
a risk for the normal functioning of the company, as well as its revenues [26].

Unfortunately, the ITIL framework does not provide a detailed approach to follow to
achieve successful integration. No clear approach is given on how to choose which
processes to integrate and which not. Only checklists are provided to track that all
necessary operations are performed. Only in the chapters "Service Design” and
"Service Transition" describes in detail how the service is designed and integrated.

Another risk for the company is frequent service interruptions during operation. It is
assumed that this is due to poorly executed routine maintenance There is a need for a
clear methodology on which to prove the success of the integration. The two methods
we propose in this chapter are a step in that direction.

One of the main objectives of implementing such a framework is to increase the
quality of service. Its interruption can lead to significant losses for the company, as well
as discrediting the brand. To be able to fulfill the company's business objectives, the
framework to be integrated must be strictly customized according to the set strategic
and tactical business objectives. Applying redundant processes (unnecessary to the
organization and its work) that do not support the achievement of the main business
goals would only lead to increased costs and bureaucracy. This always affects the
business product.

2.2. Approaches to solving the problem

ITIL management has not used mathematical decision-making methods so far. On the
other hand, sufficiently complex decisions have to be made, and their effective
achievement needs modern decision-making tools. The approaches described below
use completed scorecards that measure various parameters of the environment before
and after ITIL integration. Their advantages are mainly related to the fact that the
organization is evaluated before the transition, and then the progress and success of
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the implemented changes can be easily tracked. It is important to note that such
approaches are not explicitly described in the ITIL documentation.

e Brainstorming
e Voting
e Hire a consulting agency

2.3. ITIL integration method

Based on the analysis of ITIL Service design, as well as the existing IT process
integration models in, it can be concluded that the ITIL Service design chapter does not
provide sufficiently comprehensive information when processes must be built from
scratch. Only a general framework is presented. The ITIL integration scheme is given
in Figure 1.1.

Ctrate toolset for measuring
the quality and results of
the processes
implementation

Define an asset of
processes that
support the goal

Define measurable
target

Create optimized
organizational
structure

Define a process framework that is
going to be implemented

Figure 1.1. ITIL Integration Scheme

After implementing the steps outlined in the outline, the organization has generated the
necessary knowledge and process base to begin implementing ITIL. The organization
has a governing body to make informed decisions, measure progress and quality of
implementation, and have a clearly defined goal to follow.

The next step is implementing ITIL. It is described with the processes from the ITIL
Service Strategy chapter.

It should be said that the ideas of [87, 88, 78] by which optimal implementation is
pursued are process oriented. In other words, we are talking about the implementation
of a specific IT service (case study). However, there is no common implementation
methodology. On this basis, we propose the following ITIL integration method. It offers
a series of steps, the consistent application of which ensures the effective
implementation of ITIL in any IT service:

a. Assessment of current service management processes

b. Create a detailed ITIL integration plan.

c. Management of ITIL implementation activities

d. Periodic improvement of the service.
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13 Yasen Mitev

Assessment of current service management processes. The activities here mainly
include interviews with IT departments and experts in the given area. The results of
these meetings (interviews) are documented in various checklists and design
documents.

Create a detailed ITIL integration plan. This step includes the ITIL implementation
decision process, where it must be decided which "best practices" will be implemented.
Management of ITIL implementation activities. To effectively carry out the tasks to
be realized during the transition, the company can use different project management
frameworks such as: Six Sigma, PRINCEZ2, etc. It includes activities such as training
staff on new approaches and a set of tools, creating new documentation, assigning
new roles in teams, communicating with selected suppliers.

Periodic improvement of the service. Regular audits throughout the company's life
cycle are recommended to maintain effective processes serving core business
objectives. Most of these audits are conducted on a 6-monthly or annual basis.

1.12. A group decision-making method for optimal ITIL
integration selection.

Considering the above method, it can be seen that the decision-making process is
mainly concentrated in Step 2 "Create a detailed ITIL integration plan. This is a critical
part for the success of the implementation, since almost all decisions are made in time
of this part It is important to note that no one-size-fits-all plan can be used in this step.
At this point, we will propose a decision-making method for the optimal choice of ITIL
integration. For ease of presentation, we will describe it by solving a real case study —
a healthcare company based in the UK that successfully implemented ITIL some time
ago (see Table 1) using a conventional method.

The healthcare company we are looking at adopted ITIL 18 months ago. Its
headquarters are in Great Britain, but its IT services management is in Bulgaria. The
IT environment consists of about 220 servers, switches, backup tape libraries, etc. All
servers are in the data centers of an external service provider. A detailed profile of the
organization is described in Table 2.1.

ITIL integration was done in this company according to the method we developed. For
this purpose, an independent group of experts with experience in creating, maintaining
and/or consulting the information service using ITIL has been created. Most of these
experts are certified in the implementation of ITIL, and one of them is the head of the
IT directorate.

Table 2.1. Profile of the researched organization

Company type A public company based in Great
Britain, 23 mil. Euro capitalization in
2013

Areas of activity Global distribution of medicines in over

60,000 pharmacies; hospital equipment;
integrated solutions for home treatment
Regions of activity Europe
Employees ~ 16 000
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Employees in the IT Directorate ~ 115
Number of configurable units ~ 850 of which 220 are servers
IT strategic goals Cloud first service selection strategy

Automation by optimizing processes and
introducing artificial intelligence
Introduction of hybrid roles Direct use of
IT technologies to solve medical
problems Reducing the number of
service interruptions, significantly
reducing the number of contacts with
technical support personnel.
Transforming the IT department as a
profit center

Experience with management As the company grew, it implemented its

processes own business processes. Subsequently,
different processes from ITIL were
integrated on a campaign basis, without
following a set strategy. Acquired
companies have used a wide range of
process frameworks and, to date, they
have not been harmonized with the
parent company's processes.

Ouir first step is to collect data about the company to be summarized and presented to
the experts. This includes:

+ a set of data for applications and systems that are used in the company's information
environment.

+ a set of data about the infrastructure environment that hosts the information systems;
* organizational structure of the IT Directorate.

* a set of data on existing processes in the management of the IT directorate.

The second step is creating a questionnaire. It gives the individual chapters of ITIL.
Each expert should indicate which ITIL processes would add value to the quality of the
IT service. At the time of scoring the questionnaires, the experts were not aware of the
actual ITIL integration solution that had been implemented. The group of experts
familiarizes themselves within a week with the project documents and requirements
provided by the company. The documentation is from the stage where the company
has not yet implemented ITIL integration [91]. The answers to the questionnaire are
summarized in table 2.1. As can be seen from the table we have used the rule of thumb
that an ITIL sub-section is the smallest structural unit that can be integrated. Each
expert must assess how well each sub-unit is suitable for the company and would
contribute to supporting the main business objective. For this purpose, we have chosen
a 5-point scale, where 1 means completely irrelevant and 5 means completely relevant
- see Table 2.2:

Table 2 2 Description of the possible evaluations by the experts

Assessment 1 2 3 4 5

Importance Completely Not | can not Recommended A highly
of irrelevant recommended decide process recommended
assessment process AECEE process
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In general, there is a general understanding that implementing as much of ITIL as
possible in a company should ensure better IT management and achieve better results.
But this is not the best scenario and should be avoided. The collected completed
guestionnaires are presented in Table 2.3.

For better visibility and analysis of the data, the headings of the chapters and their
subsections are replaced by numerical indices. In this way, a matrix model for Group
Decision Making for the implementation of ITIL was obtained - see Table 2.3. The
experts' ratings for each indivisible unit of ITIL are presented in turn. The indivisible
logical units of ITIL are given by pillars. The numbers of the logical units indicate the
order of their integration. A unit with a smaller number integrates before a unit with a
larger number, but not vice versa. To solve the problem, we will accept the assumption
that the subhead is the smallest logically indivisible structural unit that can be
independently implemented. The total number of these units is 33. The solution of the
above group decision-making model consists in the following: based on the expert
judgments made, select a set of logically indivisible units from ITIL for integration. One
obvious solution is to select all 33 units.

This means detailed implementation of ITIL in the organization. But as already
mentioned, this would not give an optimal result. In rare cases, an optimal budget can
be guaranteed. But managing additional processes that would not improve the quality
of the IT service can lead to unnecessary complications. Any other selection of some
sub-string of these 33 items (at least 1 item must be selected) is also a decision
(implementation of ITIL) that is specific.

Table 2-3 Group decision-making model for ITIL integration

1 2 3 4 5
1.1[1.2[1.3[1.4[15[2.1[2.2]2.3[2.4]2.5[2.6]2.7]2.8[3.1[3.2[3.3]3.4]3.5[3.6]3.7][4.1]4.2[a.3[a.4]a.5]a.6[a.7]4.8]a.9]5.1]5.2]5.3]5.4
Expert 1 3 45 342 35554 432 432 2 25250505 3334333 2 2
Expert 2 2 4 3 2 1 2 4 4 35 3 5 3 3 4 3 4 4 4 3 45 4 5 4 45 4 3 4 4 4 4
Expert 3 2 2 2 433 2 45555 4355 45 3 44505 55 435 43 3 2 2
Expert 4 4 4 5 455 455055556555 55555 5 45055 5 5 5 35 5 5
Expert 5 3 2 32 2 4 4 35 43 3335 2 45 4 4 3 45 45 3 443 2 4 4 4
Expert 6 3 43 3 133 25 44 4 4 45 4 45 35455 45 4 45 455 3 3
Expert 7 4153555 45555 5 35 4443335553 4055 333 4 4
Expert 8 5 4 3 2 4 3 2 2 4 4 4 4 3 2 42 42 23 45555 43353333
Expert 9 2 2 2 33 2 3 4 4 4 43 3 45 3 43 3 3 4444553535 445
Expert 10 2 153 3 45 35 45 42 2 445544 2 5455 425533 2 3
Expert 11 5 53 2 4 4 3 45555 35 45 4 43 3 4555 444553 4 33
Expert 12 3 42 3 1425533433535 453 45 405 44442 4533

We assume that the person who makes the final decision (DM - decision maker) is one
person. In this case, it is the project manager. So how to solve the above pattern. For
this purpose, we propose a statistical method based on the median score of each
logically indivisible unit of ITIL. The solution to the task is presented in Table 2.4, where
"1" means that the referenced subchapter is accepted for implementation, and "0"
means that it is not accepted. The selection is based on the calculation of the medians
m(i),(i=1,...,33), of the distribution of the experts' evaluations for the i-th logical unit. In
our case, if m(i)24 (according to the rating scale from 1 to 5), then the i-th sub-chapter
is recommended for implementation (value "1" in the second row of Table 4). Medians
m are calculated using the following equation:

N
2z
fn

m=m; + .C
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where:

m;- lower limit of the median class;

N- total frequency;

F;- previous cumulative frequency corresponding to mi;
fm- frequency of the median class;

¢ — median class width.

Table 2 4 Group decision model solution

IMLunit 1.11213141521222324252627283132333435363741424344454647484951525354

Median 3 4 3 3 335 3 4 545 4 4 3 3 535 4 4 335 4 5 5 5 5 4 4 535 3 4 3 3
Soluion 0 1 o o0 o 0 O 1 1 1 1 1 0 O 1 0 1 1 0 0 1 1 1 1 1 1 1 1 0 O 1 O O

It is interesting to see what the number |Q| is of all possible options Q for ITIL
implementation (solutions) of the proposed model. It can be seen that this is the sum
of all possible combinations without repetitions of length k, for k=1,...,33,

33

33
NE Zl (*)
The solution obtained from the proposed method is compared with what has already
been implemented in practice by a conventional method by experts and is selected as
a conditional benchmark. It turns out that the two solutions are close. In the actual
implementation of ITIL in the first 18 months, the company has found that it is more
appropriate to start using an extended solution, but in less depth where applicable.

2.5. Conclusion

The following results were obtained in this chapter:

1. A structural process-oriented method for ITIL integration is proposed. The method
does not require knowledge or experience in implementing management frameworks.

2. A group decision-making model is proposed for selecting an optimal set of ITIL
processes to be integrated.

3. A method for solving the group decision-making model for selecting an optimal set
of processes is proposed. The method is statistical and is based on the median
assessment of expert opinions.

4. The model and method for group decision-making are demonstrated in a real
example of an international company from the healthcare sector. The proposed model
and method give great flexibility to decision makers to manage their experts' proposals.
The results obtained can be used as suggestions to other decision-makers and as
justification data that can be used before the company's board of directors as well as
external auditors.
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Chapter 3 - Model and method for group decision
support about KPI selection for IT service

evaluation.
3.1. Description of the e-mail service

In this chapter, we will show the entire process of formulating KPI indicators, compiling
formulas for their calculation, defining intervals and threshold values for their evaluation
with the aim of optimizing the implemented service. We will also show how they are
used in the implementation of the particular service. Since the number of IT services is
large, each of them requires a specific set of KPI indicators, we will do this for a specific
service (Case Study). As such a service, we choose the e-mail service.

The Service Level Agreement (SLA) is one of the important topics that must be
addressed in the processes that are part of ITIL Service Design. This agreement
describes the performance parameters that the service must provide to ensure smooth
operation of the employees. The service level agreement (SLA) is of key importance to
the organization, and it should be done with the active involvement of the board of
directors in the organization — [41]. The goal is to gain support from management and
be closely related to the organization's goals. An important part of the service level
agreement (SLA) are the KPIs. These metrics describe the service level agreement
(SLA) qualitatively and quantitatively. The creation of the Service Level Agreement
(SLA) will cover KPIs that serve ITIL Service Operations. Our scenario includes cases
where the e-mail service is already integrated and running in a routine mode of
operation, and there is no part of it that has been moved to a cloud service (Office 365).
The parameters of the Service Level Agreement (SLA) described by KPIs are typically
reviewed and analyzed at certain time intervals (daily, weekly, monthly), but in recent
years there has been a trend to monitor this data live and compare with historical data
[96, 97, 21]. The monitoring of this data is subject to strong automation.

A Service Level Agreement can be entirely created and monitored using the ITIL
framework. This is also the case that is chosen and discussed in this chapter because
of its universal applicability. When performing Service Design, the processes through
which the service is designed are first created by a Service Level Agreement (SLA).

This is a task of great importance for the quality of the service in the future, the
resolution of disputes and the description of requirements in accordance with the
expectations of the customer. Service levels are expressed using KPIs that describe
quantitatively and qualitatively what is required and accepted for good service and
expected from the service provider.

Customer feedback is based on a predetermined rating system. Another study by
Al. Tsenov et al. - [103] proposes a method for examining customer satisfaction with
wireless services by measuring various provider metrics.

e The correct selection of the appropriate KPI indicators can be divided into the

following 2 tasks:

e Selection of an appropriate set of KPIl indicators - since there is a very wide
variety of KPI indicators, as well as the possibility of creating completely specific
ones that can describe the properties of the service, the first task is to define
those indicators that can represent the client's expectations and priorities. A
common problem is choosing the wrong KPIs to track. This leads to a waste of
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resources (commitments to non-essential tasks that do not add significant value
to the overall quality of the service and/or neglect of other important activities).

e Setting values for the selected KPIs — the next task after choosing a set of
service quality indicators is to set measurable values that can describe these
indicators. It is common practice to also set change intervals to describe a given
level of quality (eg: if between 95% and 100% of all requests are completed on
time, then quality is excellent, if this value is between 85% and 95 %, then the
quality is alarming and improvement actions are needed, etc.).

3.2. Service relationships

The e-mail server and thus the service it provides depend on the different
technologies in the IT environment [104]. This means that the e-mail service may be
affected by various technologies that interact with it. These can be physical or virtual
servers, data storage arrays, network connectivity, electrical power. In organizations
with 500 or more users, there are various engineering positions and/or teams
responsible for these technologies. Following this scenario, ITIL best practice is to
define different KPIs for each service-related technology.

To solve the problem described above, the following "good practice” can be
applied. Namely, application of cascading of threshold values. Accordingly, all KPI
indicators of services supporting the functions of the e-mail service should have higher
values. This means that if the parent service for the email server is running at a
minimum KPI value, the corresponding email server will still be able to meet the

expected performance level as shown in Figure 3.2.
%,
® ®
o . ‘ o
Exchange CAS server ® Windows.platform Datacenter
uptime uptime network uptime

.. 98% expected 99% expected
oco°
o o

Figure 3 1 Cascade in determining the KPI indicators for the Exchange server of the e-mail service.

99.5% expected

According to Figure 3.2, the Exchange CAS Server (CAS — Client Access Service) is
installed on Windows and is responsible for fulfilling all client access requests to the
Exchange e-mail server. It is essential that the e-mail service works, but this service
depends on the Windows Server platform on which it is installed. The Exchange CAS
role cannot be performed until the Windows platform is functional. That's why we define
Exchange CAS Server KPIs as leaders. The Windows Server operating platform may
have other server applications installed and therefore cannot deliver the service it is
intended for if it does not have proper network connectivity. In this case, we must make
sure that the fastest possible time access to the server room is provided. Usually,
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different servers are located in the same premises and any instability in the network
connectivity would affect many more services than just the e-mail service. Below we
list the technologies and services that support the e-mail service and are necessary for
its operation:

e Server platform
e Network connectivity
e Backups

3.3. Existing solution approaches

The main approaches currently being used by companies to solve the above formulated
problems are described below: [31]

* Applying an existing set of KPI

» Set appropriate metrics for selected KPlIs in practice, the above approaches are not
applied according to the needs of the client.

Instead, each vendor sets higher KPI values driven by market trends and competition
to offer better solutions.

3.4. ITIL processes responsible for creating and maintaining
KPIs

We will briefly discuss the ITIL processes through which the Service Level Agreement
(SLA) and KPI indicators are created and negotiated.

3.4.1. Service strategy

This is a group of activities that must be performed before the service is integrated.
They define the strategic tasks of the service, as well as its short-term and long-term
goals. Service strategy is not a one-time activity, but a process that recommends
various activities throughout the service life cycle.

3.4.2. Service design

Once the service strategy is clarified, concrete processes describing the service design
are to be created. These processes are described in another ITIL chapter called
"Service Design". This stage begins with an assessment of the current IT environment
and processes, if any. During this evaluation, it is decided what will be kept and what
will be changed. Some of the following important decisions are made during this cycle
of processes: « Catalog with the exact technologies that will be used; the details of their
implementation - their design, the stages of implementation, as well as their deadlines.
* Description, structure and plan for the training/hiring of the staff who will perform the
transition to ongoing support thereafter. « The necessary ITIL roles required to maintain
the environment from a process perspective * KPIs that will be used to measure the
effectiveness of IT processes and the environment.

3.4.3. Service transition
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This group of processes is used after the design has been specified. It offers a set of
good practices on how to introduce the service in the enterprise in an effective way -
with optimized costs and without causing a disturbance in the daily tasks of employees.
This can be a new installation of a service that did not exist until now or a change to an
existing service (for example, installing a new module to a system, updating the
software version, replacing hardware, etc.).

3.4.4. Service operations

These processes [43] help maintain the service when all design and implementation
projects are completed and a stable environment requiring routine maintenance is
established. This means that the IT environment is installed, tested and made available
for use by the business. For the e-mail service we're exploring in this chapter, this
means that e-mail messages are forwarded through the Exchange 2012 environment,
as we've chosen in this example for ease of description. The KPIs we explore in this
chapter are oriented towards Service operations and measure the performance of the
e-mail service during this product life cycle.

3.5. Compilation of KPI indicators for the e-mail service

In this point, we will offer a comprehensive set of KPI indicators for the e-mail service,
and the way of their formation was presented in the previous points and will be
completed here - [106]. In the context of the ITIL framework, there are several main
steps (see Figure 3-3) that need to be considered, respectively KPI indicators should
be grouped with this in mind. It usually starts with defining the most widely used KPIs
that successfully allow the level of service to be measured. Depending on the needs of
the business, only a few KPIs can be selected. But specific ones can also be added. In
some of the companies, it is extremely important to have a high level of personal data
protection (banking institutions, military institutions, etc.). In other companies, the
reliability of the service and the lack of interruptions (in the field of logistics and sales,
for example) are put first. So, there are different business requirements for e-malil
service in different fields of activity. This also leads to the use of different KPI indicators
to successfully measure the level of service. It is important to note that there are also
different groups of KPI indicators for the different stages of implementing the ITIL.

* Availability of the service
o Service availability — the time during which the service is available to all
users, expressed as a percentage of the entire month.
o Number of unplanned service interruptions caused by a technical problem
or human error.
o Number of partial service interruptions.
* Processing of customer requests
0 Average time to process customer requests during the month
o Percentage of customer requests processed within the agreed time
interval.
o Percentage of customer requests processed in one iteration - represents
requests that were not sought clarification from the guarantor and were
not returned for corrections.
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o Percentage of complaints - describes the set of requests where there was

a complaint about the accuracy of execution.
* Incident handling

o Average time to launch work on a customer incident. It is measured by
averaging the times between the creation of an incident and the initiation
of work on it by a maintenance worker.

o Average Incident Resolution Time — measured as the average value
between creation (or detection by the monitoring system) and restoration
of service.

o Percentage of all incidents resolved within agreed timeframes.

o Percent of Incidents Handled in One lIteration - represents requests that
were not sought clarification from the guarantor and were not returned for
corrections. o Percentage of incidents whose initial maintenance level 1
assessment was performed according to procedure instructions.

o Complaint rate

* Changes made midway

o Percentage of successfully implemented changes implemented according
to plan.

o Number of failed changes in the middle.

o Number of unauthorized changes in the middle.

* Resource capacity

o Consumed disk space per user

o Number of users supported by the equivalent of one employee — the
number of users that can be supported for a given service by the
equivalent of one employee.

3.6. Group decision-making in the selection and

evaluation of KPI indicators for the e-mail service

At this point, we will propose a model and a solution where, with the help of a group of
experts, the adequacy of the proposed KPI indicators for the e-mail service is
evaluated. This will help process integrators to compare and determine the relevant
KPIs and their desired values for each specific case.

For a more convenient presentation, the presentation will be made with the help of
a real example (Case Study). Namely, implementation of the e-mail service in a large
national University. Solving the above task will be done in two main steps:

l. The panel of experts compiles a list of all key performance indicators that
can potentially be included in the Service Level Agreement (SLA) for the
specific case, as they are relevant.

Il. The group of experts evaluates the feasibility of the collected indicators one
by one.

Based on the proposed list of KPI indicators, experts can decide whether it is necessary
to add more indicators or whether the current set is sufficient. In our case, the set of 18
KPI indicators grouped into 5 groups, which was proposed in the above point, is used.

3.6.1. Model
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On the basis of this submitted information, the experts evaluate with 1 to 10 points each
KPI indicator according to the three selected aspects - whether it will support the
accessibility of the service: user satisfaction and user productivity. — see Table 3.2.
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Table 0-1 Expert’s KPI evaluation with grades 1-10

Service availability KPi Service request management KPI Incident management KPIs Change management Capacity SLA

SLA Manager

T

Problem Manager

R
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The resulting model is in the form of a two-dimensional matrix. Pillars correspond to
KPIs. The rows correspond to the experts/decision makers (DMPs): DMP1 = IT
Director, DMP2 = SLA Manager, etc. The values in cell (i, j) of the matrix indicate the i-
th expert's assessment of the j-th KPI. The larger the value, the more the given indicator
is preferred.

3.6.2. Model verification

We will solve the model thus formulated using a group decision-making method
proposed by Don Krapohl - [47]. The method is simple and effective. It is based on
statistical approaches. It provides structured and transparent decision-making within a
given criterion according to a set template - see table 6. The core of the method is the
so-called weighted decision matrix. For each expert, a weighting factor representing
the level of knowledge about the area to which a given KPI indicator applies is
calculated. The solution process consists of three stages:

* | Identification of the group factor;

* Il — Individual assessment;

« Il Calculation of final result.

Data entry and analysis are consolidated. The result includes the following information:
"heat map" type tables reflecting levels of disagreement and agreement; Points of
contention; Optimistic/pessimistic disagreement and Optimistic/pessimistic support of
the bottom line - see Table 3.3.
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Table 3-2 Top 5 evaluated KPI indicators: Levels of agreement and disagreement
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| * Uptime percentage of the service Ii | 0.7 0.5 0:§ 0.7 394 351 360
|* Count of complete unplanned service outages In L] A 314 292 324
|+ Count of service degradation events L] 1 287 257 263
|* Average time for completing the service requests || ] 107 258 170
|+ Percentage of service reguests completed within the agree]l 1 126 199 150
|* Percentage of service requests completed within one shot || L 108 253 78|
|* Percentage of complaints li ] 147 286 109
|* Average time for starting work on case || Ll 261 183 225
|+ Average time for resolution i || 210 250 200)
* Percentage of incidents resolved within the SLA timeframedll L 350 241 283
+ Percentage of incidents completed within one shot I L] 264 305 137
|* Percentage of incidents with proper initial assessment II L] 276 174 126
|» Percentage of complaints L] L] 248 340 208|
|* Percentage of successful changes N Ll 295 220 177]
+ Number of failed changes n I 294 221 161
+ Number of unauthorized changes |n 1 315 89 121
|* Cor d disc storage per user || || 202 102 114
[+ Supported users per FTE L] || 236 89 118]
\
\ Relative strength of disagreement Disagreement Heat Map Agreement Heat Map Top S scored
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From the table, we can see the first 5 most highly rated KPI indicators for each of
the three objectives of the session: availability (service uptime) of the service;
supporting end user satisfaction; end user productivity support. We can also see the
level of agreement and disagreement between experts on the applicability of a
particular KPI according to the heatmaps. A more intense color means a high level of
agreement (disagreement) between experts and vice versa.

It can also be seen from the results that the service uptime indicators (the first three
columns of the input table) have a high importance for the three decision
objectives/aspects. This is also consistent with the high level of agreement between
experts. It can also be seen that the level of disagreement between experts is relatively
high for the first 5 selected KPIs for measuring productivity and end-user satisfaction
(see Table 6, last two pillars).

This means we can confidently confirm which KPIs are not relevant. Namely:

* For "Will support service availability time", the indicators are not appropriate:
Percentage of service requests completed within the agreed SLA; Average time to
satisfy the service request; Average time to start work on a request;

* For "Will support end-user satisfaction" the indicators are not appropriate: Number of
unauthorized changes; Average disk space consumed per user; Supported users of
the equivalent of one employee.

» For "Will support end-user performance” metrics are not appropriate: Percentage of
client requests processed in one iteration; FTE (full time equivalent) users supported,;
Percentage of service requests completed within the agreed timeframes.

3.7.Conclusion

In this chapter, we looked in detail at the process of defining KPI indicators for a given
IT service according to the ITIL framework. A detailed set of 18 KPI indicators for the
e-mail service, grouped into five groups, is proposed. A methodology using group
decision-making is proposed to assess the appropriateness of the proposed KPI
indicators. This methodology is demonstrated on a real example (Case Study). The
proposed methodology will allow the management department in large organizations
to have a structured approach to select appropriate KPI indicators to measure their
business goals.
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Chapter 4 - Using ITIL and TOGAF Together
4.1. Complexity in integration of frameworks

Market research [48] shows a permanent trend for the increase in the volume of
outsourcing services in information technology. In turn, the trend towards the increasing
complexity of information systems provokes the creation and effective use of
established management frameworks in the industry, so that many reputable service
providers can share a common protocol for monitoring quality and managing the
service. These frameworks and standards are described in chapter one of the
dissertation. This chapter proposes a methodology to enable the joint use of ITIL and
TOGAF as management frameworks. The choice of aligning ITIL and TOGAF is
motivated by the following:

* wide use in industry.

* the need for a common protocol for the joint use of both frameworks.

So, we will explore the TOGAF IT Service Management Framework because it
complements ITIL from an architectural perspective. In business organizations, a
variety of management frameworks exist simultaneously to cover different areas and
aspects of a given IT service. Although these frameworks are designed to be
compatible with each other and yet applicable across a wide range of industries, there
are points of overlap that need to be explored. Also, the points of interaction, which can
be called interfaces, are not universal and do not follow a common protocol. This
also applies to the integration of two of the most implemented frameworks in
information systems, namely ITIL and TOGAF. Two main types of problems can be
formulated:

e Task 1. The same operations are described by both frameworks. This can
lead to duplication of duties, conflicts and inefficient use of resources in the
organization.

e Task 2: There is no relationship between TOGAF and ITIL processes.

For example, participants in the same directorate dealing with different types of
operations may experience difficulties due to the undefined communication framework
and protocol. As a result of the increasingly frequent use of the combination of the ITIL
and TOGAF frameworks, it is increasingly likely that organizations, and in particular IT
departments, will experience more and more difficulties in reconciling the two
frameworks. Although an organization may decide to manage its architectural
environments (when we have an overlapping case) from only one of the two
frameworks - ITIL or TOGAF, the question of overlapping will still be present. It is
expressed in the need for an interface for communication between the two frameworks
— defining communication points, unifying terminology, as well as consensus (creation
of a communication protocol).

4.2. Applying ITIL with other management frameworks and

standards

In most practice scenarios, companies use different frameworks and
standardizations that interact with each other. This is necessary to provide a tool for
all operations required for the particular IT infrastructure. There are no restrictions on
ITIL being used in parallel with other frameworks, as it only offers best practices
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without being mandatory. There are various studies that investigate the joint use of
ITIL with other management frameworks [113, 114, 115, 116, 21, 24, 35, 51]. Another
one [21] explores the coexistence of four widely used frameworks and
standardizations:

e |TIL for IT service support

e CobiT

e [SO9001
The common existence of these frameworks and standards is described in the graphic
in Figure 4.1 [21]:
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Figure 4-1 Interaction between 4 IT governance frameworks [21]

Aunosg 11
Buiuueld 1|

Jwby ao1aseg

by 1oaload

‘*aag uoneonddy

Figure 4-1 depicts a real scenario in an organization that has a wide range of IT
services: hardware and software assets developed in-house or used off-the-shelf to
provide a full set of tools to support day-to-day business operations. As a foundation,
we have the day-to-day IT operations that support the day-to-day work of employees.
Another study investigated the collaboration between ITIL, COBIT and ISO27002 [113].
The authors analyze the strengths of the three frameworks and propose a model in
which the joint use of the frameworks leads to an improved outcome because of their
complementarity. Other authors [114] make an integration between COBIT and
ISO27002 to achieve a model in which the levels of information security are increased,
and the costs of these activities are optimized using the distinct advantages of the two
frameworks.

4.3. Method for identification and integration of ITIL and

TOGAF structural frameworks

First, we will propose an operational model, on the basis of which the points of
contact and overlap between ITIL and TOGAF will be defined - see Figure 4 2, on the
basis of which the integration is actually carried out. Duties will be allocated for
implementation through ITIL or TOGAF through a table of responsibilities (RACI -
Responsible, Accountable, Consulted, Informed) - [49]. The method is two-step for
reasons of clarity. Each of the two stages can be performed independently or in
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combination: 1. identification of points of contact; 2. creating communication at the
points of contact between ITIL and TOGAF.

Interface

eList of touchpoints

ITIL v.3 «Communication TOGAF v.9.1

protocol

eTable of
Responsibilities

durypa 0-1 Integrational model between ITIL and TOGAF.

Version v.3 of ITIL and version v.9.1 of TOGAF are used to build the model.

4.3.1. First stage - identification of points of contact

At this stage, we will identify the points of contact at the level of a general structure
(processes).

After analyzing the structures of ITIL and TOGAF, a relationship between ITIL and the
ADM (Architecture Development Method) cycle for TOGAF is derived, which defines
the points of contact. They are shown in Table 4.1 - a total of 9 in number. Table 4 1
Points of contact between the TOGAF ADM cycle and the main chapters of ITIL

TOGAF phases of ADM ITIL

Preliminary phase Service strategy

Architecture vision Service design

Business architecture Service design

Information system architecture Service design

Technology architecture Service design

Opportunities and Solutions Service design, service transition
Migration Planning Service transition
Implementation governance Service transition

Architecture change management Service transition

We will consider each of the links in turn, taking TOGAF's ADM model as a starting
point of comparison.

Preliminary Phase — This is the preliminary phase of TOGAF, aimed at identifying the
business requirements of the organization/enterprise, formulating the goal, creating a
governance structure and describing the principles of the architecture. On the part of
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ITIL, the Service strategy section mainly aims to define the set of services that will be
needed by the organization, to determine a budget and to identify the units/specialists
that should implement these services.

Architecture Vision, as well as the next steps of ADM - Business Architecture,
Information System Architecture and Technology architecture mainly aim at
shaping the architecture of the environment. It starts from common requirements and
standard design for the industry and reaches a customized design for the specific
organization. A comparison with the functions that the processes of the ITIL Service
Design section perform shows that the ITIL Service Design section can functionally
interact with the above-mentioned TOGAF phases.

Opportunities and solutions are a phase of TOGAF that is responsible for
considering the different options for achieving the target (final) architecture; divide the
project into phases and identify recurring elements (tasks, parts of tasks); to plan
specific changes in the information environment of the organization/enterprise and to
examine their impact on the routine work of employees; to explore different
implementation options. On the part of ITIL, these actions are represented in two
sections - Service design and Service transition.

The Migration Planning phase, together with the next two - Implementation
Governance and Architecture Change Management, perform functions on planning,
implementation and product renewal. From the perspective of the ITIL framework, an
IT service also needs these steps in its life cycle. According to the analysis, they are
implemented by the Service Transition chapter. The above reasoning can be verified
on a particular case only for ITIL — [50].

4.3.2. Second stage - communication in the identified touch
points

To make communication protocols between duties in the two frameworks, role-
level touchpoints between the two frameworks will first be defined. The determination
was made by means of an analysis of the sources: - TOGAF version 9.1
documentation. It contains a description of the roles in the framework, as well as their
duties and levels of competence for each; - documentation of ITIL version v.4. It
contains duties of the individual roles in the framework, systematized by chapter. The
analysis itself was carried out based on the established points of contact between the
TOGAF ADM cycle and the main chapters (processes) of ITIL - see front point. We will
demonstrate this approach at the first touch point:

| Preliminary phase (TOGAF) | Service strategy (ITIL) |

For the purposes of the analysis, we will use the TOGAF and ITIL definitions of
responsible roles/activities, as well as the requirements of The Open Group, an
organization that created and maintains TOGAF [The Open Group - TOGAF.
http://www.opengroup.org/] — see Table 4.2.
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Table 4 2 Skill levels required for each role according to The Open Group -
[http://www.opengroup.org/]

Architecture Enterprise | Enterprise Enterprise Enterprise Enterprise Program/

Board Architecture | Architecture| Architecture | Architecture | Architecture | Architecture Project IT
Roles Member Sponsor Manager | Technology Data Applications | Business Manager Designer
Generic Skills
Leadership I 4 4 I 4 3 j 3 3 3 4 1
Teamwork B 3 3 4 4 0 4 i 4 4 4 2
Inter-personal b 4 4 b 4 4 = 4 4 4 4 2
Oral Communications 3 3 [ ] 4 4 | 4 4 4 4 2
Written Communications 3 3 [ -4 4 o 4 4 3 3
Logical Analysis 2 2 B 4 s = 4 4 4 K 3
Stakeholder Management 4 N 3 I 4 3 3 3 3 M 4 2
Risk Management [ 3 3 I o 3 3 3 3 I B 1

Service Strategy

- Business relationship manager

The role has no overlapping responsibilities with TOGAF roles, due to the definition that
TOGAF supports the creation of the information architecture. For this ITIL role, we find
that there is no need to develop a communication protocol.

- Demand Manager

Based on an analysis of the requirements for this role, we postulate that the Demand
manager must communicate with the following TOGAF roles to process architectural
needs: Enterprise architect manager, Enterprise architect technology, Enterprise
architect applications.

- Financial manager

There is no specific duplicative role on the part of TOGAF. Budget management is
overseen by the Project/Program Manager, while each role within TOGAF has a high
level of responsibility for budget definition and control. For its part, ITIL recommends
that the financial manager should be aware of the financial implications of the
architectural decision and be able to provide input during the architectural decision-
making process.

- IT Steering group

This represents a group of roles and employees who are responsible for creating the
strategy for the development of the information environment in the company. In
addition, the group reviews the information objectives to confirm that they support the
company's business objectives. This definition covers much of TOGAF's objectives.
Therefore, it is at this interrelationship of processes that the overlap is greatest.
Therefore, there is the highest risk of duplication of tasks, and/or difficulty in making
decisions. Since this is a large group of roles, we recommend merging them as an
effective solution to the problem. On the TOGAF side, the overlapping duties/roles are:
Architecture board member, Architecture sponsor, Enterprise architecture manager,
Enterprise architect data, Enterprise architect applications, Enterprise architect
business.

- Service Portfolio Manager

TOGAF does not address the topic of the methodology by which a service will be
supported and therefore there is no significant risk for the Service Portfolio Manager to
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have overlapping duties with any of the other TOGAF roles. However, we recommend
that Service Portfolio Manager catalog creation be supported by Enterprise Architect
Technology, Enterprise Architect Data, and Enterprise Architect Applications.

- Service Strategy Manager

TOGAF does not address the topic of the methodology by which a service will be
supported and therefore there is no significant risk for the Service Portfolio Manager
to have overlapping duties with any of the other TOGAF roles. However, we
recommend that Service Portfolio Manager catalog creation be supported by
Enterprise Architect Technology, Enterprise Architect Data, and Enterprise Architect
Applications.

ITIL TOGAF Risk of overlapping
obligations

Business relationship No overlap exists There is no

manager

Demand Manager Enterprise architect Low

manager, Enterprise
architect technology,
Enterprise architect

applications
Financial Manager Project/Program Manager Average
IT Steering group Architecture board member, | High

Architecture sponsor,
Enterprise architecture
manager, Enterprise
architect data, Enterprise
architect applications,
Enterprise architect business
Service Portfolio Manager | Enterprise Architect Average
Technology, Enterprise
Architect Data n Enterprise
Architect Applications
Service Strategy Manager | Enterprise Architecture High
Manager

4.7 Conclusion

In the fourth chapter, the possibilities of integration of the structural IT library ITIL with
other structural frameworks are considered. The TOGAF structural framework was
chosen for this purpose, as it is the most frequently used combination in practice. While
ITIL is concerned with offering good practices for maintaining a system service, TOGAF
offers a standard to support the system architecture providing that service.

An operational model is proposed, based on which the points of contact and
overlap between ITIL and TOGAF, through which the integration takes place, are
defined. ITIL version v.3 and TOGAF version v.9.1 are used in the model.
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A method for the integration of the two frameworks ITIL and TOGAF in their joint
use in organizations is proposed. The method is two-step. At the first stage, the points
of contact of the two frameworks at the process level are identified. In the second stage,
the communication is done at the touch points at the role level. For each touchpoint, a
specific communication protocol is made for each role. The proposed method is
universal and can be used for integration of other structural IT frameworks. Using this
method prevents the risks of overlapping duties where, as a result of insufficient
communication, certain tasks can be duplicated (two people doing the same task
without knowing about each other).

The proposed integration method is demonstrated for a first level one touch point
between ITIL and TOGAF:

| Preliminary phase (TOGAF) | Service strategy (ITIL) |

For this point, 6 roles in ITIL and 8 roles in TOGAF have been established, for which
corresponding communication protocols have been made. The extent of the risk of
overlap is established in these protocols. The duties of the individual roles are allocated
for implementation through ITIL or TOGAF through a table of responsibilities RACI
(Responsible, Accountable, Consulted, Informed).
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Conclusion

The dissertation examines the main issues related to the implementation and
exploitation of the most used framework for the implementation and exploitation of IT
services - ITIL.

First, it is the task of initial implementation of ITIL in organizations. As is known, there
are no recommendations and approaches for this in the ITIL documentation. At the
same time, in large organizations, this implementation is not a trivial task, which is also
complicated by the fact that the work process should not be disturbed. All this makes
the issue of proper selection and planning of ITIL components very important. This
issue cannot be resolved effectively without the use of modern decision support
methods. A group decision-making model and method for selecting an optimal set of
ITIL processes are proposed.

Secondly, it is the task of the implementation, quality and performance and related Key
Performance Indicators (KPI) of the service management processes related to IT in the
organizations. A detailed set of 18 KPI indicators (criteria) for a selected service (e-
mail) grouped into five groups is proposed. A methodology using group decision-
making is proposed to assess the appropriateness of the proposed KPI indicators. This
methodology is demonstrated on a real example (Case Study). The proposed
methodology will allow the management department in large organizations to have a
structured approach to select appropriate KPI indicators to measure their business
goals.

Thirdly, it is the task of stacking the most used structural framework ITIL with other
structural frameworks. The most used combinations of information environment
management frameworks are ITIL - TOGAF. The two frameworks cannot be integrated
through existing processes. There is a lack of integration methods, which leads to their
inefficient joint use. An operational model is proposed, on the basis of which the points
of contact and overlap between ITIL and TOGAF, through which the integration takes
place, are defined. ITIL version v.3 and TOGAF version v.9.1 are used in the model. A
method for the integration of the two frameworks ITIL and TOGAF in their joint use in
organizations is proposed. The method is two-step. At the first stage, the points of
contact of the two frameworks at the process level are identified. In the second stage,
the communication is done at the touch points at the role level. For each touchpoint, a
specific communication protocol is made for each role.

Scientific and applied contributions

Scientific contributions:

1) An analysis of ITIL was made including related tasks; significance;
implementation approaches in organizations and the role of decision-making
methods in this whole process.

2) A structural process-oriented method for ITIL integration is proposed. The
method does not require knowledge or experience in implementing
management frameworks.
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3) A model and method for group decision-making in the initial implementation of
the ITIL structure library/framework in large organizations is proposed. The
model is in the form of a two-dimensional matrix. In it, the individual components
of ITIL are represented as a string of binary variables. Panel of experts presents
individual ratings on a selected scale for each component of the library. The
method is based on the median evaluation of the evaluations of the individual
experts.

4) Following the principles of ITIL, a comprehensive set of 18 criteria (Key
Performance Indicators - KPI) has been proposed, united in 5 groups to evaluate
the implementation, quality and performance of the e-mail service. A group
decision-making model for implementing the e-mail service in organizations is
proposed.

5) An operational model and a method for the integration between ITIL and TOGAF
are proposed. ITIL version v.3 and TOGAF version v.9.1 are used in the model.
The method is two-step. At the first stage, the interface is at process level. In the
second stage, the communication is done at role level.

Scientific and applied contributions:

6) Group decision-making model for the implementation of the e-mail service in
organizations is proposed. It uses user-friendly statistical method developed by
Don(ald) Krapohl, 2010, USA.

7) The ITIL-TOGAF library coupling communication method has been
implemented/demonstrated for the first level: in one touch point (Preliminary
phase (TOGAF) — Service strategy (ITIL)) and for 6 ITIL roles for level 2 touch
points. The duties of the individual roles are split between ITIL or TOGAF
through a table of responsibilities RACI (Responsible, Accountable, Consulted,
Informed).

8) The proposed model and method for the initial implementation of ITIL in an
organization is demonstrated on a real example of modernizing IT services in a
large pharmaceutical distribution company from Great Britain (Case study), in
which the PhD student took part within their commissioned project of Hewlett-
Packard (Service Center), Bulgaria.

The proposed model and a set of KPIs are demonstrated on a real example of a large
educational organization (Case study)in a project implemented by Hewlett-Packard,

Bulgaria (Service Center ), in which the PhD student took part within their
commissioned project of Hewlett-Packard (Service Center), Bulgaria.
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O6Lwa xapakTepucTka Ha gucepTauuoOHHUA TPYyA

AKTyanHoOCT Ha TemaTa

Bcsaka egHa opraHvsauus, He3aBUCUMO OT HEMHUAT obeM n npeaMeT Ha OEeNHOCT e
noasnacTtHa Ha MacoBOTO HaBnM3aHe Ha WHMOPMAUMOHHUTE TEXHONOorMM C uen
noanomaraHe Ha exegHeBHUTE AenHocTu. Bece noseye onepauumm 6usat nognomaraHm
OT KOMMIOTbPHM anropuTMum Unu Nbk bmMeaT HanbiIHO aBToMaTusnpaHu. OTaaBHa Beye
e haKT, Ye Knacu4eckMaT MOAEN Ha CUCTEMHA NoaapbXKa € KpanHO HeedeKTUBEH.
CnoxHocTTa Ha AUrUTanHUTE peLUeHUs, KakTo U TEXHUAT KIYOB eqeKkT BbpXy
YHKUMOHUPaHETO Ha GusHeca obocobsaBaTt ynpaBreHMeTo Ha WH(OPMaLNOHHUTE
TEXHOMNormm B OTAENHa ANpeKuMsi CbC cobcTBeHa CTpyKTypa, BoaxeT n cuctema Ha
ynpaeneHue. C HanpegBaHETO Ha Aurntanusauusata uenuTte Ha Tasu AMpekums Bce
noeeye ce npegopmynupar Taka Ye AUpeKkTHO aa 6baaTt YacT OT ycrnexa Ha OCHOBHUAT
NPOAYKT Ha opraHnsaumsaTa, BMECTO Aa ca (hOKyCupaHuM caMo BbpXy NOAApbXKKaTa Ha
dupmMmeHaTa KOMNITbpHa CUCTEMA U TEXHOMOTUMW.

CobuwecTtByBaT pasnnyHun MeTo40normm n cTaHaapTH, nognomaraium
PYHKUMOHUPAHETO Ha AupeKkunaTa 3a MHPOpMaLUNOHHN TexHonorn. Hesasncnmo ot
akTa, 4e MMa CBETOBHO YTBbpAeHN Takuea (ISO cTtaHgapTu, pamkm 3a ynpasreHune
Ha NPOEKTU, paMKU 3a CTONAHCKO ynpasreHne un np.), He CbLUecTByBa yHMBeEpPCareH
CTaHAapT WNn noaxod, KOMTO Aa € NPUNOXMM 3a LANOCTHOTO ynpaBrieHWe Ha Tasu
avpekumsi. BHepsaBaHeTO Ha cuctema 3a ynpasrieHMe Ha KOWTO U fa e oT
ropen3bpoeHunTe TUMNOBE e CroXeH npouec. Ton oTHeEMa 3HaYUTENHO Bpeme, cpeacTea
N OTAAAEHOCT OT BCUYKM 3BEHA Ha opraHusauusaTa. PelwweHuara, konto Tpsabsa oa ce
B3emMaT 3a YCMNELWHOTO BHeapsiBAHE 3aBUCAT OT MHOIMO KpUTepum W U3UCKBaAT
3HaunTeneH aHanus. OpraHu3auuuTe NpeMuHanu npes TakaBa NpPoOMsiHa, oTyuTat
KpUTMYHATa Hy)Xga OT nognoMaraHeTo MM 3a B3eMaHe Ha TakmBa peLLeHus.
Heocnopuma e HyxgaTa OT HaeMaHEeTO Ha BbHLUHW KOHCYNTAHTU U U3rpaXkaaHeTo Ha
CTPYKTypuvpaHa cuctema 3a B3eMaHe Ha peLLeHUs.

OG30p Ha OCHOBHUTE pe3ynTaTu B obnacrra
CoblyecTByBaT MHOXECTBO M3crnefBaHusa B obnactra Ha ynpaBfeHMeTo Ha fageHa
ycrnyra, cBbp3aHa C WH(OpPMaUUOHHW TexHonoruu. HesaBucumo, ye wu3cnegsar
pasHoobpas3HM acnektm B obnactta, ce 3abensdsBa noBTapsiemMocTTa Ha
pasrnexgaHeTo Ha ITIL — Information Technologies Infrastructure Library.
Ha 6a3ata Ha HanpaBeHUAT 0630p Ha M3cneaBaHUst OT PasNUYHK TUMOBE U3TOYHULIN,
obxBawauwy, nepuwon Ha passutue Hag 10 roguHu, morat ga ce cuctematmsupar
cnegHuTe obnactm Ha u3cnegBaHust Ha IT npouecuTte. 3a Bcsika OoT obnactute B
HACTOALLMAT TPYA Ca ONMCaHU U NOCTUTHATUTE pe3ynTaT B CBETa A0 MOMEHTA:
e (0630p Ha IT npouecuTe B opraHM3aumnTe
e [logxoam npu nbpBOHavanHo BHeapseaHe Ha ITIL - OnuceBaHe Ha cneunguyHmn
crnyyau, Kouto ca Ounm cpewHatM No BpeMe Ha npoektute. Cbaobpxar
pe3yntaTtu KoM OT MbpPBOHAYanHO NOCTUrHaATUTE Lenun ca Bunum n3nbiHeHn n
KakBu meToaum ca OunmM M3non3BaHM 3a TOBa. 3HauMTENHa 4acT OT Tean
n3cnegBaHua ca Tun ,case studies®.
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e [logxoawn npu npunaraHe Ha ITIL BbB BCEKMOHEBHU U PYTUHHW 3aa4uM — rondama
yact oT opmynupaHuTe npobnemmn B obnacTTa 3acsaraT nocnenBalioTo
pa3suTue B ynotpebaTta Ha ITIL nopagu passBuTue Ha OCHOBHAaTa CTOMaHCKa
AENHOCT, HyXAa OT ONTUMM3auus, Hyxaa OT pellaBaHeTo Ha HenpeaBuaeHn 0o
MOMEHTa 3agaun u np. Teanm uscnegBaHus npencraBnaBat Mno-3agbibodeH
aHanus 3a nanonasaHeTo Ha ITIL.

e CbBMecCTHO mnsnonseaHe Ha ITIL ¢ gpyrn pamki u ctaHgapT — ToBa € obnacTt ¢
pascCTslW, UHTepec 3a uscnensaHud. [lpnynHaTa e nopopeHa OT TeKywuTte
HYXXOM Ha UHOYCTpUATa, KOUTO U3UCKBAT B pearnHa cpega eJHOBPEMEHHO aa ce
N3nosi3BaT HAKOJSIKO paMKM W CTaHOapTW 3a ynpasneHne Ha NpoekTuTe B
opraHmsauusaTa, UMKbSla Ha MPoOu3BOLCTBO, KayeCTBOTO, CbXPaHEHWETO Ha
AOKYMEHTU U NINYHU aHHU 1 npoymne. Te3n paMKn 3a ynpasreHue He moraT a
CbLLEeCTByBaT HE3AaBMCMMO N Mexay Tax Tpsbsa aa 6bae narpageHa Bpb3ka.

3a Bcsika OT onucaHuTe no-rope obnactm e Hanuue 6GoraT Habop OT MeToaM,
pewaBallin KOHKpeTHM npobnemn. CobuiectByBaT ronsm 6Opon uscneasaHust u
CbLLIEEBPEMHHO Ce 3acuriBa akTMBHOCTTa Ha Hay4dHaTa N Hay4YHO-NpUIoXHaTa ENHOCT
B obnactTa Ha ynpaBfeHMeTo Ha ycrnyruTe, cebp3aHa ¢ IT. AcHo ce 3abenassa no4vtu
NBbMHOTO OTCbCTBME Ha ¢opmManHM MeTOAM M B 4YaCTHOCT Ha MeToAM 3a
nognomaraHe B3eMaHeTO Ha peLUueHus.

Ll,enu n 3agayvdum Ha aucepTauundaTa
MpeomeTHaTa obnacTt Ha gncepTaumndaTa e CBbp3aHa C npouecuTe 3a ynpasrieHue Ha
ycnyrute, CBbp3aHM C BHeOpsiBaHe, W3MNONi3BaHE U YCbBbPLUEHCTBAHE Ha
NHdpopMmaumoHHUTe TexHonorm B opraHmsauumTe.

Ha 6a3a Ha HanpaBeHus 0630p Ha pe3ynTaTuTe B obnacTtTa e (popMynupaHa cnegHaTta
uen Ha AuceptauMoHHMAT TpyAa. VimeHHO, Aa ce pas3paboTAT M npunoxar
dopmanHu moagenu u metoaM 3a nognomMmaraHe B3eMaHeTO Ha peLUeHUsA npu
npunaraHeTo Ha CTpykTypHata 6ubnuorteka ITIL (Information Technologies
Infrastructure Library), Ha pa3nuyHu HeMHW eTanu B rorieMu opraHusauum —
NbpBOHAaYanHoO BHeaApsiBaHe, cneundPukn npu peanusnpaHe Ha KOHKPETHMU
ycnyru, CTUKOBaHe C ApYru MH(PaCTPYKTYPHU PaMKM.

3a U3NbMAHEHMETO Ha OCHOBHATa Len Ha ANCEPTAUMOHHUAT Tpynd ca hopMyfiMpaHu
cnegHuTe oyHOaMEHTarnnHM 1 NIOrMYeckn CBbp3aHu 3a4aun:

1) [a ce n3cneaBaT Bb3MOXHOCTUTE 3a Cb3[aBaHe W npuraraHe Ha MeToau 3a
nognomMaraHe B3eMaHETO Ha pelleHuUs NMpu NbpBOHAYanHO BHe4psiBaHE Ha
CTypKTypHaTa pamka ITIL B ronemu opraHnsauumu.

2) N3cnegBaHe Ha MeToauTe 3a OUEHKa Ha BHeApsABaHETO, KayecTBOTO WU
NPOU3BOOMTENHOCTTA U CBbP3aHUTE C TAX KIHOYOBM WMHOMKATOPUM 3a
npoussogutenHoct (KPlI — Key Performance Indicators) npu npouecute 3a
ynpaBneHue Ha ycnyrute, cebp3aHu ¢ IT B opraHnsaununte. [la ce nscnensar
Bb3MOXHOCTUTE 3a NpunaraHe Ha Nogxo4sLWwm MeETOAN 3a B3EMaHe Ha peLLeHns
B Llenuna TO3u npouec Ha BHegpsiBaHe Ha IT ycnyrn Bbpxy usbpana IT ycnyra.

3) N3cnegBaHe Ha B3aMMOAENCTBMETO  MeXAy YCTaHOBEHUTE HaM-LUMPOKO
M3NONM3BaHM paMKM 3a ynpasrieHue Ha ycnyrute, cBbp3aHn ¢ WUT B
opraHusauuuTe W paMkuTe 3a ynpaeBreHne Ha  uMHpOopMauMOHHaTa
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apxutektypHa cpega: ITIL (Information Technologies Infrastructure Library) un
TOGAF (The Open Group Architecture Framework). W3cnegBaHe Ha
Bb3MOXXHOCTUTE 3a Cb3aBaHe Ha MoAeN N MeTop 3a CTUKOBAHE Ha JIOrm4ecku
CBbp3aHUTE eneMeHTU OT paMKkuTe (mpouecu, onepaumm U ponu), Kakto u
obeavHsBaHe Ha NPUNOKPMBALLUTE Ce eNeMeHTH (Npouecu, onepaunm n ponu).
CnegHuTe MeToAoNoOrMM U CTaHaapTy ca pasrnefaHn B AeTannu:
e |TIL — Information Technologies Infrastructure Library
e TOGAF - The Open Group Architecture Framework [1]

CprKTypa Ha CbAbpPXaHUeTo

N3cnepBaHusTa No Temarta Ha AuceptaumsaTta ca pasgefieHun B LWeCT rnasu, B KOUTO
nocrnegoBaTeNHO € M3BbPLUEHO 3ano3HaBaHe ¢ obnacTTa Ha uscneaBaHe, usnaraHe
Ha akTyanHu npobnemu No TemaTa u npeanaraHe Ha peLleHne n TeMu 3a nocreasallo
pas3BuTME Ha Tpyda. [maBuTe ca CTPYKTYpUpaHu KakTo crejsa:

Mmaea 1 - WHdpacTtpyktypHata UT Gubnmnoteka ITIL n metoanm 3a HeMHOTO

UMNIIEMEeHTUPaHe 1 nogabp)KaHe B opraHusaummTe.

FnaBa 2 - 3agaum 3a B3eMaHe Ha pelleHus npu BHegpsiBaHeTo Ha ITIL

MnaBa 3 - Knio4osu nokasatenu 3a edpektnBHocT (KPI) n TAXHOTO nsnonssaHe.

MnaBa 4 — CbBMecTHO nanonasaHe Ha ITIL n TOGAF
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haBa 1. UHdpacTpyktypHata WUT Oubnmorteka
ITIL n MeToAM 3a HEMHOTO MUMMNJIEMEHTUpPaHe WU
noaabpXKaHe B opraHM3auunTe

1.1. ITIL (IT Infrastructure Library)

Mpe3 nocnegHute gecet roamHn ITIL (Information Technology Infrastructure Library)
[2] e yTBBbpAEHa KaTO HaM-4eCTO M3Non3BaHaTa paMka 3a ynpasreHne Ha npoLlecu 3a
ynpasneHue Ha UT ycnyrn. Ts cbabpka nbfieH Habop ¢ NPenopbYUTENHU NPAKTUKK,
KOMTO wuMaT 3a uen Ada nognoMorHaT nogabpXaHeTo Ha OonTMMM3upaHa
MHJOPMaLMOHHA ycryra.

ITIL npegocTaBs nbneH Habop OT HAaCoOKM Kak Aa ce paboTn CbC CueHapuun, Kacaelum
nogapwbxkata Ha UT ycnyrute. Te3sn ykasaHuUs ce HapuyaTt NpenopbyuTeNnHU Hau-
nobpu npaktukm (best practices) u ce ocHoBaBaT Ha onuTa Ha MHOroO OUPMKU U
npeanpusaTtua. Tesn MpakTUKM rapaHTupart, 4Ye 3ajayaTta ce M3NbfHABa MO Han-
edmKkaceH U MKOHOMUYECKN edbeKTMBEH HayuH. ToBa noanomara onepauuuTe ga ce
M3BBPLUBAT B YHUCOH CbC CTpaTErnyeckuTe Lenm Ha KOMnaHuaTa.

OcHoBHUAT NpegMeT Ha uanata metogonorua Ha ITIL e YcnyraTta 3a HbopmMaLumOHHN
TexHonornm. Bcmykm nNpakTMku ca HacoYeHW KbM YyMpaBfieHMeTO M noaapbXkata Ha
Ycnyrata 3a nHopmaumoHHn TexHonorun. OnpeaeneHneTo 3a ycnyra, nocoYeHo B
odumumanHoTo BbBeaeHue B ITIL, Service Lifecycle, e:

"Ycnyrata" e cpeactBo 3a npepoctaBsHe Ha pAobGaBeHa CTOMHOCT Ha
noTpebuTenuTte, KaTo yrecHsiBa pe3yfntatute, KOUTO NoTpeduTenuTe UckKart Aa
nocTurHar, 6e3 Aa 3a OTFTOBOPHU 3a cneunduyHn pa3xoam n puckose ".

1.2. KnroyoBu npuHumunu Ha ITIL

MHoro aBTopu, BX. Hanpumep [3, 4, 5, 6], KakTo 1 B odpuLManHnuTe AOKyMeHTauus
Ha ITIL [7,8, 9, 10, 11] ce noco4yBa ocHOBHaTa 3aga4a Ha ITIL. ToBa e nognomaraHe
Ha opraHusauuMuMTe fa nocTuraTt OCHOBHUTE CcuM Ou3Hec uenn, Kato UMM ce
npegocTaBa MKOHOMUYECKM edekTUBHa W BuUcokonpoussoguTenHa IT cpepa.
CnepnBaiikn KOHTEKCTa Ha ToBa, OCHOBHM npuHuunu Ha ITIL morat ga 6vbpart
0600weHun kakTo cnegga [12, 13]:

e [lo6aBeHa CTOMHOCT KbM ycnyraTta

lMonyyaBaHe Ha BMCOKa OuUEeHKa Ha noTpebuTenuTe 3a NpegocTaBeHaTa ycnyra
[Mo-akTMBHO NpunaraHe Ha yMeHUst n onut

MopobpsiBaHe Ha NPOAYKTUBHOCTTA Ha NoTpebutenurte

HamansiBaHe Ha pa3xoauTte

ITIL e npoekTnpaHa KaTo paMka, KOeTo 03HavaBa, 4Ye npegoctass caMmo obuy npernea
Ha NpouecuTe 1 He N3UCKBA CTPUKTHO creasaHe 3a BCUYKM OT TsiX. ToBa 0610 npaBuno
ce nogkpensa v ot ausanHa Ha ITIL - Ton e CTpyKTypupaH no Ha4dnH, KOUTO NO3BOSISABA
Ha KOMMNaHWUTe [Ja W3Nnofi3BaT camMoO MpouecuTe, KOUTO CMATaT 3a MNoSie3Hn U
NpUNoXmnmu. Beuukn npouecu ca NpoeKkTUpaHn Mo HayuH, KOMTO MM MNO3BOfsBa Aa
6baaT n3non3BaHM CamMoCTOATENHO uUnu 3aegHo [14].

1.3. 3agaum Ha ITIL

OcHoBHaTta 3agaya Ha ITIL e ga npegoctasu Ha T MEHMAXXbPUTE, KAKTO U Ha usinaTa
opraHusaumsi, npouecu OT Kpanh OO0 Kpau, KOMTO Aa UM MO3BOSIAT Ada ynpasnasaT
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exegHeBHuUTe WT onepauumn [15]. Te3um npouecu TpsbBa ga ca B CbCTOSIHME
HenpekbCcHaATO Aa nogobpsiBaT o6CNy)XBaHETO Ha opraHM3aumaTa U  HenHuTe
notpebutenn [16]. Te cbwo TpsibBa Oa NOAKPENAT U3MNbIIHEHMETO Ha CBOUTE
cTpaternyeckn uenu. Tasm 3agada Moxe ga 0bae pasfeneHa Ha cnegHuTe Lenu:

e [loTpebutencka yooBneTBOpeHOCT

e ONTMMM3MpPAHO N3NON3BaHE Ha pecypcu

e OnTumMmM3MpaHe Ha paboTHMS npoLec

e [logobpeHa nHopMaLnoOHHa CUrypHOCT

e fcHa oT4yeTHOCT

AcHo geduHupaHe Ha ponuTe

[
1.4. NMoaxoau npu uHterpupade Ha ITIL

PasrnegaHn ca pasnuyHuM  NpoyuYBaHUS, KOUTO aHanuaupat u npocrnegssat
BHegpsiBaHeTo Ha ITIL [17, 18, 19, 20, 21, 22, 23, 24, 25, 26, 27]. Ha 6a3a Ha
HanpaBeHUAT 0630p, MoraTt Aa ce ob6obLwaT ABa Bb3MOXHU Noaxoaa 3a UHTerpupaxe,
KaTo pasgeneHneTo e NpoBOKMPaAHO CNPSIMO TUna Ha opraHmsauusaTa. NbpBusT, KONTO
pPAOKO Ce U3MbIHABA, ONMCBa CTapTMpallaTa KOMNaHus, KOSTO pellaBa BbBEXOaHETO
Ha ITIL oT camoTo Ha4dano. Ton ce BHegpsiBa, Tb KaTO MOBEYETO OpraHusaumm
cTapTupaT B MasfbK CbCTaB, KOMTO HE M3MCKBA CrI0XKHA CMCTEMa 3a ynpaBreHue Ha
cpepaTa.
BTopuaTt nogxod ce v3nonsea 3a MOBEYETO KOMMAHMM Ha nasapa - Tou obxealla
BCWYKM OpraHM3aumm Ha nasapa, KOMTO Beye MmaT MOHE HAKOSKO rogullieH OnuT Ha
nasapa M NoHe OTHOCUTENHO U3rpadeHn BbTPELLHM Npouecu 3a ynpasneHune Ha UT.
Cnepn pelweHneTo 3a nogobpsiBaHe Ha Te3u NPOLECHK CriedBa Cb34aBaHETO Ha NPOEKT
3a BHefpsiBaHe Ha ITIL. B obwumaT cnyvyan MsnbiHEHNETO Ha TO3WM MPOEKT OTHEMA
roguMHu. Ta moxe ga 6bae pasgeneHa Ha YeTUpPUTE OCHOBHM eTana:

1) OueHka Ha TekyLwMTe npouecu 3a ynpasneHue Ha IT ycnyrata

2) Cb3gaBaHe Ha TakTUYecku nnaH 3a BHegpsiBaHe Ha ITIL

3) YnpaBneHue Ha NpOMeHUTe No BHeOpsiBaHe

4) NocTosaHHO NogobpsiBaHe Ha ycnyraTta

1.5. OpraHuszauumn, noaxoasiwm 3a BHeapsaBaHe Ha ITIL

Hama odwuumanHa gedvHMuma unm pamka, B KOATO Ce Ka3Ba B KakbB TUN OGM3HEC
npouecn Moxe fa 6bae uanbnHeHa ycnewHo ITIL Taka 4e ga Hocu pobaseHa
CTOMHOCT. ToBa MoOKasBa, 4Ye pamMkaTta He 3aBuCu OT BMAa Ha Owu3Heca Ha
opraHusauusaTa. Ta e Wupoko npunoxmma, 7o Kato T npouecute ca yHMBepcanHm
N HEe ce HamecBaT Mpsiko B OCHOBHUSA NPOAYKT Ha BusHeca [28, 29, 26]. OT ocobeHo
3HayeHne € M Bb3MOXHOCTTA, KaKTO M rOTOBHOCTTA Ha opraHu3auusta ga npueme
npouecHo-opneHTnpaHaTa paboTta kaTo YacTt oT KyntypaTta cu [30].
Moxe ga ce BbBege npaBumo, 4e No-rofiemMute KomnaHmm npuemart no-necHo ITIL ot
no-mankute [31, 32]. NpuynHata e rnaBHO nNuncaTa Ha pecypcu 1 No-mMarnkoTo rnorne 3a
ontTummnsaums. Kakto e nocoyeHo B "Delivering Effective Support. Adopting ITIL to Fit
Your IT Business Model" [33], cnen npoBexaaHe Ha kayecTBeHU nacnegsaHus ¢ okyc
rpyna ot 30 komnaHun: "MHOro KoMnaHum cMsaTaT, Ye pasnonaraT C He4OCTaTb4HU
pecypcu, 3a ga npunoxart TakuBa ctporn IT ctaHgapTu 3a nogapbxka kato ITIL.
OTpuuaTenHuTe Harnacu, CbCpegoTOMEHN BbpXy CTaHAapTUTE, ca NpekaneHo rofisam
CTpec 3a opraHusauusTa, npekaneHo CKbNu UM NpoCcTo He ca AOCTaTbYHO BaXKHU, 3a
Aa ce nHBecTupa BpemMe B Tax."
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1.6. NMon3un ot nHTerpauuaTa Ha ITIL

Morat ga ce o6obwar cnegHute non3v oT u3nonssaHeto Ha ITIL: nomobpeHo
KayecTBO Ha ycnyraTa [34, 35, 36], No-BMCOKa KNMEHTCKa yaoBneTBopeHocT [37, 38],
no-Bucoka npoAaykTmBHocT [11, 18], nogobpeHO Bpeme 3a OTrOBOP Ha KIIMEHTCKU
3asiBKM OT gocTtaBuunka [18, 37] n no-edekTnuBHO nanonssaHe Ha IT pecypcute [56, 18,
37].

1.7. Ctpykrtypa Ha ITIL v.3
Mexay 2007 r. n 2011 r. (oaBe n3gaHus) ctapTupa TpeTata ocHoBHa Bepcusa Ha ITIL.
Ta npegocTtaBsa No-nocnefoBaTenHn peLleHns, agpecupalm 6bpana Hanpeabvk B UT
TEXHOMOrMNTE, KakTo U CbBpeMEHHUTE BU3HEeC HyXOM M MoAena 3a noadpbXka Ha
BBHLUHW U3MbITHUTENMW.
Bepcua 3 Ha ITIL e cuctemaTtusmpara B 5 Toma. ChLyecTByBa 1 OLLe eMH, KOUTO YecTo
€ MpornyckaH, 3alloTo € YyBOAHAa KHMra C wupok o63op. Ta ce Hapuya ITIL
Complementary Guidance [pyruTe net ca:

e |TIL Service Strategy
ITIL Service Design
ITIL Service Transition
ITIL Service Operation
ITIL Continual Service Improvement

1.8. Opyrn pamMku U ctaHgapTu 3a ynpaBrneHue
1.8.1. TOGAF

TOGAF e ctaHgapT 3a ynpasfieHne 1 nogabpXXaHe Ha cucTemHaTa apXuTekTypa Ha
npeanpuaTMsaTa. Ton € eauH OT HaW-4ecTo W3Non3BaHUMTE CTaHgapTu cpen
npeanpuaTusTa, KaTo B NoBeYyeTo OT criydamTe akTMBHO ce gonbriea c ITIL. Toea e
Taka, 3awoTo obnactute Ha gencteue Ha ITIL 1 TOGAF He ce npvnokpuear.

1.8.2.lpyrv pamKu 3a ynpasneHue, npunoxumm B UT
B cnncbka no-gony ca nocoYeHn OCHOBHUTE paMKu, KOMTO nogrnomaraT U3Usno unu
YacTU4HO ynpasneHueTo Ha UT cpegu, kato Te morat ga 6baaTt gonbneBawo unm
3amecTBawo 3BeHO Ha ITIL, B 3aBUCMMOCT OT uenuTe U npegMmeTa Ha AeWHOCT Ha
KOHKPETHOTO npeanpusaTue.

e CobiT — meTogonorus, KoATo ce (pokycupa B Ha4mMHa No KomUTo Tpsibea aa ce
n3BbpLUBa ynpasrneHneTo Ha IT oTaena.

e CMMI — ToBa e paMKa, KOATO ce poKycmpa Bbpxy paspaboTkarta Ha codTyep.
Ta uenn ga onTumMMsMpa LEnuAT npouec no Cb3gaBaHEeTo Ha COPTyepeH
NpoAyKT, Noaobpn Ka4ecTBOTO My M ONTUMM3UPA LeHaTa.

e [|SO9001 — cTaHgapT onncealy, 0bWMTe HMBA 3a yNpaBieHME Ha Ka4yeCTBOTO.

e PMP (Project Management Professional) — ToBa e Han-pasnpoCTpaHeHUsT
CTaHdapT 3a pbkoBoAeHe Ha npoektu. Moxe fga ce npunara He3aBUCMMO OT
MHOYCTpUATaA U roneMmHata Ha npoekTta. VICTUHCKUTE My BB3MOXHOCTU ce
pasrpbLiaT Npu PHLKOBOAEHETO HA rofieMu NPoOEKTU, Nopaan NbAHUAT Habop oT
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ornepauun, KOUTO ynpaenasa. To3nM MeToq e U3BeCTeH C T.Hap. ume “waterfall”
MeTo[, TbW KaTo pesynTara ce A0CTaBs B Kpasd Ha npoekTa.

e SCRUM - TOBa € MeTof 3a ynpasrieHMe Ha MNpoeKkTU, KOUTO Lenu usnata
3afjavya ga ce pasbue Ha ronam Gpon OT MpocTu 3adayv, KoMTo Aa O6baaT
M3NbIHABAHW nocnegoBaTenHo M 6bP30, KaTo BcsKa OT TAX Aa rapaHTupa
pe3yntaT. OCHOBHaTa cuna Ha MeToaa e nNpu peanu3npaHeTo He He-mallabHu
NpoeKkTn ¢ 0bLLo BpemMeTpaeHe nNoj eaHa roanHa.

e Kanban — e pamka 3a ynpasrneHue Ha NpoM3BOACTBOTO Ha pasfUyHM NPOaYKTH,
KOSITO OCHOBHO ce cTpemu ga OanaHcupa notouuTte Ha paboTa, Taka 4e ga
MOXeM [a A0CTaBW NOPbYaHUAT NPOAYKT B YTOBOPEHUST CPOK, 6e3 ToBa aa ce
OTpasu Ha NpegBapuTerniHO NnaHupaHaTa My LeHa.

1.9. OnbXHocTwk, OTroBOpHU 3a B3eMaHe Ha peLlleHus
B Service Design cbliecTtByBaT 14 pasnuyHyi Tuna ponuv, kKato uma geduHupaHa no
efHa 3a BCeku npouec. TaxHaTa pons B 3ajaynTe 3a B3eMaHe Ha pelleHus Lie
pasrnegame B rnasa 3. [1o-gony € noMecTteH NbfieH CNUCHK Ha ponute B Service
Design:
e Applications Analyst (AHanuM3aTop Ha NPUIIOXeHNS)
Availability Manager (AHanusaTop Ha OOCTbMHOCTTa Ha CUCTEMUTE)
Capacity Manager (PecypceH aHanusaTop)
Compliance Manager (MeHngxbp 3a CbOTBETCTBUETO C HOPMATUBHU PaMKK)
Enterprise Architect (KopnopaTuBeH cucteMeH apXmTeKT)
Information Security Manager (MeHnaxbp no MHdopMaLnoHHaTa CUrypHOCT)
IT Service Continuity Manager (MeHngXbp 3a NOCTOSIHCTBO Ha ycnyrata)
Risk Manager (MeHuaxbp Ha pucka)
Service Catalogue Manager (MeHngXbp Ha katanora ¢ ycnyrm)
Service Design Manager (MeHnaxbp 3a gm3aniH Ha ycnyrara)
Service Level Manager (MeHnaxbp 3a HUBOTO Ha ycrnyraTa)
Service Owner (OTroBOpHUK 3a ycnyrara)
Supplier Manager (MeHngpxbp AOCTaBKK)
Technical Analyst (TexHnyeckn aHanmsaTtop)

1.10. MNopxopwu 3a nHterpaumsa Ha ITIL

NHTerpmnpaHeTo Ha ITIL nanckea acHo pa3bupaHe Ha uenuTe Ha opraHmM3aundara, KakTto
W geTannHo 3ano3HaBaHe Ha Gopaa Ha OUMPEKTOPUTE C akTyanHuTe TpeHOoBe 3a
pbkoBogeHe Ha IT gnpekuums. Nopaamn AMHaMMYHO NPOMEHSsILLLIATa ce CTonaHcKa cpeaa,
BCE NO-OAbJIOOKOTO Haenm3aHe Ha IT TexHonormmTe B eXxeaHEBHUTE OENHOCTU, KaKTO
yBenuyaBallnTe ce pasxogu 3a nputexasaHe Ha IT cuctemu, cbuHoctTa Ha IT
oTAenuTe n TexHnte pyHkuum ce passmaTt. CKOpPOCTTa Ha TE€3M MPOMEHM € NO-BUCOKa
OT YecToTata Ha obHoBsiBaHe Ha BepcuuTe Ha ITIL. ToBa obycnaess u HyxgaTta oT
M3NONM3BaHETO Ha BbHWHA noakpena oT Ou3Hec aHanuM3aTtopu, eKkcneptu B
ynpaBneHneto Ha |T opraHusauyum, KOUTO Aa nognoMorHaT B3eMaHeToO Ha
cTpaTernyeckun pewenus, kacaewm IT otgena. Moxe ga Hanpasum U3BOA, Ye paMKaTa,
KakTo u HeobxogmmaTta MHgopMaumsa 3a B3EMaHETO Ha Te3n peLLUeHUsi OTCbCTBa B
rnaeaTa ITIL Service Design. Ta 6uBa npegocrtaBeHa OT ropenocoyYeHnTe GusHec
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aHanusaTopu 1 criegea Aa 3anodHe ga ce npunara, cnef kato ce nsbepe KOHKpeTHa
cxema 3a MHTerpauus.
3a nHTerpupaHe Ha ITIL morat ga ce nocodaT 4yeTupu pasnuyHu moaena/nogxoaum.
Tean noaxoam ca YNCTO NPaAKTUYECKM N MHTYUTUBHW. Te ca ce NosBunn 1 pas3sunum ot
2011 rogmHa v gocera. Bb3HUKHaNM ca B XpOHOMOMMYeH pea, KaTo ce NpMemMa Ye BCeku
cnepnBauy, e no-eekTMBeH 3a 6musHeca cnpsamMo npeauwHmntTe. KbM gHeWwHa garta Tpu
OT Te3n 4YeTMpu Mofena ca akTyanHu U ce U3Non3saT B pPasfiMy4HUTE UHOYCTPUMW.
KOHKpeTHUAT M36op Ha MOAEN 3aBMCU OT KOHKPETHUTE HYXOM Ha opraHusauusaTta,
KaKTO M OT 3penocTTa, KOSATO Ta € nocturHana. Mogenute ca nogpobHO onmncaHu oT
Gartner Inc., Bogella kOMNaHusa 3a macnenBaHna n koHcyntupaHe — [39]. B [39] e
npocreaeHo pasBMTUETO Ha TE3N MOAENN, YecToTaTa Ha TAXHOTO U3MNOM3BaHe, KakTo
N pesyntatute oT TAXHOTO npunaraHe. CtatusaTa gaBa LEeHHW HAaCoKU KOW mModen aa
ce nsbepe.
OcHOBHUTE MOAENW, NPUHLMUMNN U CXEMU 3@ UHTErpaums ca ageHn B XPOHOMOrn4eH
pea:
Mogen, onTuMmmnamnpat.
Mogen, onTummnaupalL npowuecure.
Mopgen, onTummsnpaly ycnyrata

4. Mopgen, onTMMM3MpaLLl, CTOMHOCTTa Ha ycnyraTa
HesaBncumo, Ye CcblUecTBYBaT HAacOKM 3a n3bop Ha noaxoasdaiwl mogen - [39], cnpamo
KOHKpeTHUTE OYHKUUM Ha opraHuMsauusita, HemHata TbproBcka OEWHOCT U HEeWHUTe
CblLleCTBYyBalUM BbTPELIHM MeToauM 3a YyhnpaBfneHue, TO CbLyeCTByBa PUCK OT
HenpaBuiiHa camMooueHKa M M3bop Ha rpelweH MoAen 3a nocrnegsallo passuTue.
MpuunHata e, Ye pelweHnsaTa ce B3UMaT CYyBEKTMBHO, KaToO He ca Hanuue SACHU
N3MEPUTENM 3a OLIEHKA Ha TeKyLlaTa CUTyaums.

wnN e

1.11. 3aknrouyeHue

B Tasu ob630pHa rnaea e HanpaBeH aHanu3 Ha UHdpacTpyktypHata T 6ubnuoteka
ITIL, KakTO M Ha cblUecTByBalWmTe MeToamn 3a vHTerpauus Ha ITIL. Pa3srnegaHu ca
npouecute, kouto ITIL npeanara. Ha Tasnm ocHoOBa M Ha npoyyeHata oMpMmeHa
AoKyMeHTauus Ha ITIL, kakTo u Ha Hay4yHUTe u3cneaBaHus B Ta3n obnacT morar ga ce
HanpaBAT CneaHUTE No-BaXKHW U3BOAM:

1) vHdpacTpyktypHata WUT 6ubnmnoteka ITIL e Han-yecTo wm3nona3saHaTa
6ubnunoTeka ¢ Han-gobpK NPakTUKK K NpPoLecK 3a ynpasneHune Ha UT ycnyru;

2) bubnuotekata ITIL e yHuMBepcanHa, HAMa aHanor, MOXe fa ce npunara B
opraHu3auuun ¢ pasnuyeH pasmep 1 npeameT Ha OENHOCT.

3) lMNpeaumcTBata Ha Gubnuotekata ITIL ca MHOro SICHO M3paseHn Npu rofiemMu
opraHusauuu, KbeTo ca Hanuue Bb3MOXHOCTM 3a ONTUMU3MpPAHE Ha CITOXHU
npouecu

4) BHepgpsiBaHeTO u nogabpxaHeTo Ha ITIL e cBbp3aHO ¢ B3eMaHETO Ha CNOXHU
pelwweHus. TakmBa ca Hanpumep rnasute Service Strategy n Service Design.

5) B 6ubnuotekaTta ITIL He ce kKOMEHTMpPAT ABHO BbNPOCUTE, CBbP3aHu C B3EMaHe
Ha peLleHnst OTHOCHO HeEMHaTa UHTerpaums B opraHmsaguuTe.

6) bubnuotekata ITIL ce BHegpsiBa ¥ noagbpXa MacoBO MOCPEACTBOM
n3non3eBaHe Ha obwonpueTn enemMeHTapHu (naive) MeToau 3a B3eMaHe Ha
peLlleHna KaTto MO3bYeH LLYypM, rracyBaHe, UrpoBu metoau n ap. PelweHusta
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ce B3numaT CybeKkTMBHO, Makap 1 Ha eKCNepPTHO HMBO. YeCcTo He ca Hanuue ACH
n3mMepuTenun 3a oueHKa Ha TekylaTa cuTyaums.

7) B Teopusita n npaktukata Ha Gubnuotekata ITIL He ce npunaraT 4o TO3M
MOMEHT CbBPEMEHHN METOAM 3a B3eEMaHe Ha pelleHus. 3aToBa Cb3laBaHETo U
N3NON3BaHETO Ha TaknmBa Metoam 61 NognoOMOrHano CbLUECTBEHO ekcnepTute
n notpedutenute Ha ITIL B MHTErpupaHeTo 1 NpunaraHeTo Ha pamkaTa.
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haBa 2. 3agaum 3a B3eMaHe Ha peleHusa npu

BHeagpsBaHeTo Ha ITIL

2.1. dPopmynupaHe Ha npobnema

PeleHneTo 3a nHTerpmpaHe Ha pamkara 3a ynpasnieHne Ha UT cpeawm ITIL nsnckea
Aa 6bae HanpaBeHO OOCTOMHO NpoyyBaHe Ha TekyllaTa cpefa, Ha3HavyaBaHe Ha HOBU
poSiv, HaeMaHe Ha KOHCYnTaHTWU 1 Np. [Nopaan ToBa OCHOBHOTO peLleHne e pesynTtar
OT rongma nopeauua oT peLLeHNs 3a U3Nosi3BaHeTO Ha pecypcuTe, onpeaenisHeTo Ha
ponu n T.H. Tasn NoOpeaHoOCT N3NCKBaA 3HAYMTENEH OOoKET U Bpeme, KoMTo Aa 6vaat
WHBECTMpPAaHN B TaKbB NPOEKT. BCcnykn T€3n NnpomeHn BOAAT OO PUCK 3@ HOPMAarHOTO
dYHKUMOHUPaHE Ha APYXECTBOTO, KAKTO 1 HeroBuTe npuxoau [12].

3a cvxaneHue, pamkarta Ha ITIL He gaBa geTtanneH noaxod, KOWTO TpsibBa aa ce
cnepBa, 3a a ce NOCTUrHe ycnelwHa nHterpaumd. He e gageH siceH nogxop Kak ga ce
n3depe Kou npouecu ga 6boaT uHTErpupaHm nU kou He. lNpegocTtaBeHM ca camo
KOHTpONHM cnucbun (checklists) kouto ga npocnegasaT 4ye BCUYKM Heobxoammu
onepaumm ca usnbnHeHW. EanHcTBeHO B rnasute "Service Design" mn "Service
Transition" ce onncea nogpo6HO Kak ycnyraTta ce nNpoekTnpa u nHTerpupa.

Apyr pycK 3a KOMNaHuATa ca 4YecTuTe NPeKkbCBaHUSA Ha ycriyrata no Bpeme Ha
ekcnnoataums. lNpuema ce, 4e ToBa Ce Ab/MKM Ha Henobpe M3MbIHEHO PYTMHHO
obcnyxBaHe MMa Hyxga OT siCHa MeToAuKa Ha OCHOBaTa Ha KOATO [da Ce [oKaxe
ycnexa Ha uHterpaumara. [ieata metoaa, KOMTO nNpeanarame B Ta3u rnaBa ca egHa
CTbIMKa B Ta3u HacoOKa.

EQoHa oT OCHOBHUTE UENW 3a NpunaraHeTo Ha TakaBa pamMka € Aa Cce MOBMLUK
Ka4yeCcTBOTO Ha ycnyrata. HemHoTo npekbCcBaHe MoOXe Ada foBede A0 3HaYUTEeSTHU
3arybu 3a KoMnaHusTa, KakTo U Aa gnckpeautmpa mMapkarta. 3a ga Moxe ga U3MmbiiHn
OM3HecC uenuTe Ha KOMNaHusTa, pamkKaTa, KoaTo Wwe O0bae MHTerpupaHa, Tpsbea Aa
ObOoe CTPUKTHO nepcoHanuanpaHa Ccbobpa3HO MNOCTaBEHUTE CTpaTermyeckm Wu
TakTuyeckn 6usHec uenu. [lpunaraHeTo Ha WUSNUWHKM Mpouecu (HEHYXXHUM 3a
opraHuMsauusiTa n HerHaTta paboTa), KOUTO He NOAKPENAT NOCTUraHETO HA OCHOBHUTE
BusHec uenu, b1 oBeno camo 40 yBennyaBaHe Ha pa3xoauTe n 6ropokpaumsta. Toea
BMHarun 3acsira GusHec npoaykTa.

2.2. Noaxoau 3a pewaBaHeTo Ha npobnema
B ynpaeneHueTto Ha ITIL He ce uanonsesaTt mMaTtemaTU4YeCKU METOAM 3a B3eMaHe Ha
pewenuna pgocera. OT gpyra cTpaHa, TpssbBa ga ce B3eMaT OOCTaTbYHO CIOXHU
peweHnsa n ePekTUBHOTO MM MNOCTUraHe ce Hyxaae OT CbBPEMEHHU MHCTPYMEHTU 3a
B3EMaHe Ha pPELLEHMS.
MooxoauTte, onmMcaHuM NO-AOSAY, M3NOM3BaT MOMb/HEHM TabnMuM C OUEHKW, KOUTO
n3MepBaT pasnuMyHM napamMeTpu Ha cpegarta npeam u cned vHterpauuaTta Ha ITIL.
MpeanmcTBaTta MM ca CBbp3aHU MaBHO C dakTa, Ye opraHm3auusita ce oueHsiBa
npeawn npexoga, a crneg ToBa MOXe JIECHO Aa ce Npocrean Hanpeabka U ycnex Ha
BbBeaeHNTe NpomMeHn. BaxxHo e aa ce oTbenexu, Yye Takmea nogxoau He ca onmcaHm
N3PUYHO B JOKYMeHTaumaTa Ha ITIL.

e bBpenHcTopmMunHr

e [nacyBaHe

e Haem Ha KOHCcynTaHTCKa areHuus
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2.3. MeToa 3a uHTterpauusa Ha ITIL

Ha 6asata Ha HanpaBeHuaT aHanm3 Ha ITIL Service design, kakto u Ha
CbllecTByBallMTEe MOAENU 3a uHTerpauma Ha IT npouecu, moraTt ga ce HanpassaT
nssogute, 4Ye rnasata ITIL Service design He gaBa OocCTaTbyHO M3vepnaTenHa
MHopMauums, Korato npouecu Tpabea ga 6baat nsrpageHun ot Hynata. [NpeacraBeHa
e camo obLia pamka.

CxemarTa 3a nHTerpauma Ha ITIL e nageHa Ha Purypa.

Cb3gaBaHe Ha
MHCTPYMEHTM 3a

OeduHunpaHe Ha cnepeHe Ha
Habop ot KayecTBoTo 1
npouecu, M3MepBaHe Ha
obcnyKeaLm pesynTatuTe B

uenta npouecure,
obcayKBaLLm

uenta

[LeduHupaHe Ha
pamKa c npovecu,
KOMTO LLe ce

Cb3paBaHe Ha

JeduHunpare Ha onTUMM3MpaHa

namepuma uen OpraHusaunoHHa

CTPYKTYpa

BHeApAT,
NPUHLMIUN
MaKCUMU.

durypa 1.1. Cxema 3a nHTerpaums Ha ITIL

Cnepn npunaraHeTo Ha CTbIMKUTE, ONUCaHM B CXemaTa, opraHusauusta e reHepuparna
HeobxogumaTa OCHOBa OT 3HaHMs U NPoLECK, Taka Ye aa 3anodHe ga sHegpsiea ITIL.
OpraHusauuaTa pasnonara C ynpasnsiBawo TAMo, KOeTo Aa B3MMa MHGOPMUpaHU
pelueHuns, Aa uamepsa nporpeca n Ka4eCTBOTO Ha BHeApsiIBaHe, KakTo 1 Aa nmaT ACHO
AeduHupaHa uern, KoaTo ga crneasar.
CnepBawara cTbnka € BHegpsaBaHe Ha ITIL. Ta e onucaHa ¢ npouecuTe OT rnaeata
ITIL Service Strategy.
Tpsabea ga ce kaxe, ye maeute oT [54, 55] nocpeacTtBoM KOUTO ce npecrensa
onTMMariHO BHefpsiBaHe, ca NpouecHO opueHTupaHu. C gpyrm aymm, roBopu ce 3a
BHeaApsiBaHe Ha KoHkpeTHa WT ycnyra (case study). He cbuwectByBa obaye obuia
mMeTofonorMs 3a BHegpsiBaHe. Ha Tasu ©asa npegnarame cnegHusT MeToq 3a
nHTerpaums Ha ITIL. Town npegnara nopeguua OT CTbMKW, MOCeAOBaTENTHOTO
npunaraHe Ha KOUTO rapaHTupa eeKkTMBHOTO BHeapsiBaHe Ha ITIL B npoussonHa UT
ycnyra:

a. OueHka Ha TekyLMTe Npouecu 3a ynpasrieHme Ha ycnyrata

b. Cb3gasaHe Ha geTanneH nnaH 3a nHterpaums Ha ITIL

C. YnpaBneHue Ha gerHocTuTe no BHeapsiBaHeTo Ha ITIL

d. lNMepnoan4HO yCbBBLPLUEHCTBAHE Ha ycnyrarTa.

OueHKa Ha TeKywuMTe npouecu 3a ynpaBneHue Ha ycnyraTa. [e/HocTuTe TyK
BKMOYBAT NpeaMmHo mHTtepstoTa ¢ VT otaoenute u ekcneptute gageHata obnact
Pesyntatute oT Te3u cpewm (MHTepBIOTa) OMBAT [OOKYMEHTMPaHU B PasfvyHu
KOHTPOMHW CINCBLUN N AN3aiH OOKYMEHTM.

Cb3pgaBaHe Ha getavMneH nnaH 3a mHterpauusa Ha ITIL. Tasm ctbnka Bkno4Ba
npoueca Ha B3eMaHe Ha pelleHune 3a BHegpsBaHe Ha ITIL, kbaeTo TpsibBa ga ce pewn
Kou "Han-gobpu npakTukn" we 6baaT NPUNOXKEHMN.

YnpaBneHue Ha penHoctute no BHepgpsaBaHeTto Ha ITIL. C uen edektuBHO
M3NbIHEHME Ha 3agayvnTte, KOMTO TpsibBa ga ObaaT peanu3vMpaHu No BpeMe Ha
npexoga, KoMnaHuATa MOXe Aa U3Noni3Ba pasnnuyHM pamkun 3a ynpasreHne Ha NpoeKkTH

Asmopedgepamu na oucepmauuu 2024(7) 49-91



MOJIEJIH U METO/IH 3A BBEMAHE HA PEINIEHUA 3A YIIPABJIEHUE HA IIPOIIECH ...60

kaTto: Six Sigma, PRINCE2 u T.H. T4 Bknto4yBa 4enHOCTH KaTo obyveHne Ha nepcoHana
3a HOBWM noaxoau M Habop OT WMHCTPYMEHTW, Cb3[aBaHe Ha HOBa [OKyMeHTauus,
Bb3naraHe Ha HOBU pPOfM B EKUNUTE, KOMYHUKaLMS CbC n3bpaHuTe JOCTaBUYNLIN.
NepuoanyHo ycbBBLpLIEHCTBaHe Ha ycnyrarta. [lpernopbyBa ce pefoBeH OAUTU
npes uenus Xn3HeH LMKb Ha KOMMNaHWATa, 3a Ja ce noaabpXaTt edpeKkTUBHU npoLecw,
obcnyxsalim ocHoBHUTE BusHec uenu. loBeveTo OT Te3n oauTK ce nposexaaT Ha 6
mMeceua unu Ha rogviiHa 6asa.

2.4. MeTog 3a rpynoBo B3eMaHe Ha pelleHuMs 3a

onTumareH n3bop Ha nHrterpaumsa Ha ITIL.

Baumawnkn npen Bug ropHUAT MeTon, MOXe [a ce BUAu, Ye npouechbT Ha B3eMaHe Ha
peweHna e cbepenoTodeH rmasHo B Ctbrnka 2 "Cb3gaBaHe Ha OeTaWneH nnaH 3a
nHTerpaums Ha ITIL. ToBa e KpUTUYHA 4acT 3a ycrnexa Ha M3NbISIHEHUETO, TbW KaTo
MOYTU BCUYKM peLLeHnst ce B3eMarT Mo Bpeme Ha Tasn yacT. BaxHo e fa ce otbenexu,
Yye B Ta3W CTblKa HE MOXe [a ce MU3MOor3Ba YHUBepCcarseH niaH.

B Tasu To4ka LWe npeanoxvm MeTo 3a B3eMaHe Ha peLleHus 3a onTumMarneH nsbop Ha
nHterpaumss Ha ITIL — [40]. C uen no-necHoTO npeAcTaBAHe Ule ro onuem
nocpencTBOM peLLaBaHETO Ha peareH NpMMep OT NpakTukaTa — 34paBHa KOMMaHus,
B6asmpaHa B UK, kodato ycnewHo e BHegpuna ITIL npean u3BecTtHO Bpeme (BX.
Tabnuua 1) nocpeacTBOM KOHBEHLMOHANEH MeTos,.

3apaBHaTa KoMMNaHusl, KOATO pasrnexgame, e npuena ITIL npegn 18 meceua.
CepanuwieTo 1 e BbB BennkobputaHus, HoO HEMHOTO ynpasneHue Ha UT ycnyrmn ce
Hamupa B bbnrapus. UT cpepata ce cbectom OT okono 220 CbpBbpU, KOMyTaTOpH,
NeHToBM BUBNMOTEKN 3a pe3epBHWU KONUA U T.H. BCcnukn cbpBbpU ce HamupaT B
LeHTpoBeTe 3a AaHHU Ha BbHLWEH [ocTaByMK Ha ycnyru. lNogpobeH npodumn Ha
opraHumsauusTa e onucaH B Tabnuua 2.1.

HanpaBeHa e nHterpauus Ha ITIL B Ta3n komnaHus no pa3paboTeHnaT oT Hac
meTon. 3a uenTa e cb3gageHa He3aBUcMMa rpyna OT eKCrnepTu C ONUT B Cb34aBaHe,
nogabpXXaHe n/unu KoOHCynTMpaHe Ha MHpopMaumMoHHaTa ycnyra, usnonssamkm ITIL.
[MoBe4yeTOo OT TE3M eKCnepTn ca cepTuduumMpanmn B npunaraHeTo Ha ITIL, a eguH oT Tsx
e pbkoBoguTen Ha T aupekumsaTa.

Tabnuua 2-1 lNpodun Ha nscnegBaHaTa opraHM3auus

Tvn KomnaHua My6nnyHa koMNaHusa cbeC ceganuuie
BbB Benukobputanus, 23 mun. EBpo
KanuTanusauma npes 2013

MobGanHa gucTpubyumnsa Ha nekapcTea B
Hag 60 000 antekn; obopyaBaHe Ha
OONHULUW; MHTErpUpaHn peLleHns 3a
AOMaLLHO NeYeHne

Cdepu Ha genHocCT

PernoHu Ha genHocT EBpona
Cnyxutenu ~ 16 000
Cnyxutenu B gaupekuus IT ~ 115

Bpou KoHcUrypupyemm eamHuumn

~ 850 kato 220 TaX Ca CbpBbPYU

IT cTtpaTernyecku uenum

Cloud first ctpaterunsa 3a nsbop Ha
ycnyru
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ABTOMaTM3auUmMs Ypes3 oNTMMU3MpaHe Ha
npouecu N BbBexJaHe Ha U3KYCTBEH
NHTENeKT

BbBexaaHe Ha xnbpugHu ponu
[upekTHO nsnonssaHe Ha IT TexHonornu
3a pelwlaBaHe Ha MeULMHCKN
npobnemu

HamansBaHe Ha 6pos Ha
NpekbCBaHWATa Ha ycnyrarta,
3Ha4YMTENHO CbKpalaBaHe Ha bpos
KOHTaKTW C nepcoHara 3a TexHu4ecka
noaapbxKa.

lMpeobpasyBaHe Ha IT anpekuuaTa KaTo
LEeHTBbp 3a neyanba

OnuT ¢ npouecu 3a ynpasrneHue C TeyeHue Ha paspacTBaHETO,
KOMNaHusaTa e npunarana cobcTeeHn
cTonaHcku npouecu. B nocneacrtene
KaMnaHUMHO ca MHTErpupaHun pasnnyHm
npouecu ot ITIL, 6e3 ToBa fa cneaea
3agageHa crtpaterus. Npugodutn
KOMMaHWM ca n3nonssanuy Wupok Habop
OT NPOLECHN paMKN U OO0 TEKYLUNAT
MOMEHT Te He Ca XapMOHW3NpaHu C
NpouecnTe Ha OCHOBHaTa KOMMNAHUS.

[MbpBaTa HM CTbNKa € CbOUpPaHETO Ha AaHHK 3a ropecrnomMeHaTaTa KOMMNaHus, KOUTO
Aa 6baart 0606LWweHn 1 npeacTaBeHn Ha ekcnepTuTe. ToBa BKOYBA:
e Habop OT OaHHM 3a MPUMOXKEHUS WU CUCTEMU, KOUTO Ce u3Mnon3esat B

MHPOPMaLUMOHHATa cpefa Ha KOMNAHUATA;

e Habop oOT paHHM 3a uWHGpaCTpykTypHata cpeda, KOSATO  XOCTBa

MHGOPMAaLNOHHNTE CUCTEMMU;

e OpraHmsauuoHHa cTpykTypa Ha AT anpekumnara;
e Habop OT fJaHHM 3a CbluecTByBawM npouecu npu ynpasneHne Ha WT

AnpekumnaTa.

BTopata cTbhka e cb3gaBaHe Ha BBLMNPOCHUK. B Hero ca gageHun oTaenHuTte
rnaeu Ha ITIL. Bcekn ekcnepT TpsibBa ga noco4vn kom npouecu ot ITIL 6uxa gobasunnu
CTOMHOCT KbM kayecTBOTO Ha WT ycnyrata. KbM MOMeEHTa Ha OLEHsBaHETO Ha
BbMPOCHULMTE, EKCNepTUTE HEe ca 3ano3HaTu CbC CbLMHCKOTO pelleHuMe no
nHTerpaums Ha ITIL, koeTo e BHeapeHoO.
pynaTa ekcnepTu ce 3ano3HaBaT B CPOK OT egHa ceaMuLa ¢ NPOEKTHUTE OOKYMEHTU
N N3NCKBAHWUS, NpeocTaBeHn OT KoMnaHusTa. [JokymeHTaumata € oT etana, B KOUTO
KOMMaHMATa BCE OWEe He e ocbliecTBuna uHterpaumara Ha ITIL. OTtroBopute Ha
BbMPOCHMKA ca pe3toMmupaHn Ha Tabnuua 2.1. Kakto Mmoxe ga ce Bugu ot tabnuuara
HWe CMe M3Mon3Banu NpakTU4ecKoTo npasuso, Ye nog-pasgen ot ITIL e Han-mankata
CTPYKTYpHa eamHuua, KoAaTto Moxe ga 6bae mHterpmpana. Becekn ekcnept TpsioBa ga
OLIEHM OOKOJSIKO BCHKa Nog-eAMHuua e nogxodsila 3a KomnaHusta n 6u gonpuHecna
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3a nognomaraHeTo Ha OCHOBHaTa cTonaHcka uen. 3a uenta cme n3bpanu 5 cteneHHa
ckana, kbaeTo 1 03Ha4yaBa Hanb/HO UpeneBaHTHa U 5 03Ha4YaBa HaMbITHO peneBaHTHa
— BX. Tabnuua 2.2:

Tabnuua 2-2 OnucaHue Ha Bb3MOXXHUTE OLLEHKM OT EKCNepTuTe

OueHka 1 2 3 4 5

3HauyeHue Ha HanbnHo | Henpenopbun- | He mora MpenopbyaH CwunHo

oueHKaTa npeneBaHTeH TeneH npouec aa npouec | npenopbvynTEne
npouec npeueHs H npouec

KaTo usino uma Bceobuo pasbupaxe, 4e npunaraHeTo Ha Bb3MOXHO Hamn-ronisiMa 4act
ot ITIL B egHa komnaHua TpsbBa Aa rapaHTMpa no-gobpo ynpaeneHve Ha UT u ga
nocTurHe no-gobpu pesyntatn. Ho ToBa He e Han-4obpuaT cueHapu n Tpsibea aa ce
n3barea.

CbbpaHuTe NoMbiHEHW BBLNPOCHULUM ca npencTtaBeHn B Tabnuua 2.3. 3a no-gobpa
BMAMMOCT W aHanu3 Ha JaHHUTe, 3arnaBusTa Ha rMaBUTE U TEXHUTE MoAg-4acTu ce
3aMecTBaT C YMCIIOBU MHOEKCMH.

Mo To3n HaumH e nony4yeH matpuyeH moaen 3a NpynoBo BaemaHe Ha PeweHus 3a
BHeapsBaHe Ha ITIL — Bx. Tabnuua 2.3. Mo pegoBe ca npeacTaBeHU OLEHKUTE Ha
ekcnepTute 3a Bcska Hegenuvma eaumHuua ot ITIL. Mo ctbnboBe ca gagexu
Hegenuumute normyeckn eguvHnum Ha ITIL Homepata Ha nornyeckute eanHuum
nokasBaTt pefa Ha TsaxHaTa umHTerpaumsa. EanHmnua ¢ no-manbk HOMEpP ce UHTerpupa
npeaun egMHMLa ¢ NO-rofisiM HOMeEpP HO He M obpaTHO. 3a pellaBaHETO Ha 3aJavara Le
npueMem [OMyCKaHeTo, 4Ye noArnaBata € HaW-mankata JorMvyeckn Hegenuma
CTPYKTYpHa eanHnua, KOSiToO Moxe a 6bae camocToATeNnHo BHegpeHa. O0wmaT 6pon
Ha Te3n eguHMuun e 33.

PeweHneTo Ha ropHMs mMoaen 3a rpynoBO B3eMaHe Ha pelueHUsi ce CbCTOM B
cnegHoTo: Ha 6asa Ha HanpaBeHUTE eKCrnepTHM OUeHKM ga ce mnsbepe Habop oOT
nornyeckn Hegenumm eauHnum ot ITIL 3a nHTerpaumns. EAHO oueBMAHO pelleHne e aa
ce n3bepat Bcumukute 33 egmHmun. ToBa o3HavyaBa eTavnHo BHegpsisaHe Ha ITIL B
opraHusauusTa. Ho kakto Beye Gewe crnomeHato, ToBa He Ou gano onTumaneH
pesyntat. B pegkm cnydam moxe pa ce rapaHtMpa ontumaneH OwogxeTr. Ho
ynpaBneHneTo Ha AOMbIAHUTESHU NpoLecK, KOMTO He Buxa Nogodpunn Ka4ecTBOTO Ha
IT ycnyraTa, Mmoxe fa nosefe 40 HEHYXXHU YCITOXKHEHUS.

Bceku gpyr n3bop Ha HAKakbB Nog-HU3 oT Te3n 33 enemMeHTa (NoHe 1 enemMeHT TpsibBa
Aa 6bvae n3bpaH) e cbLo pelleHne (mmnnemeHTaums Ha ITIL), koeTo e noBeye nnm no-
Marnko KOHKPETHO.

Tabnuua 2-3 Mogen 3a rpynoBo B3eMaHe Ha pelueHnst 3a nHTerpauus Ha ITIL
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1 2 3 4 5

1.1[1.2[1.3[1.4]15[2.1[2.2]2.3[2.4]2.5[2.6]2.7]2.8[3.1[3.2[3.3]3.4[3.5[3.6]3.7][4.1]4.2[a.3[a.4]a.5]a.6[a.7]4.8[a.9]5.1]5.2]5.3]5.4
Expert 1 3 45 342 35554 432 432 2 25250505 3334333 2 2
Expert 2 2 4 3 2 1 2 4 4 35 3 5 3 3 4 3 4 4 4 3 45 4 5 4 45 4 3 4 4 4 4
Expert 3 2 2 2 433 2 45555 4355 45 3 4 4505 55 435 43 3 2 2
Expert 4 4 4 5 455 455055556555 556555 5 45655 5 5 5 35 5 5
Expert 5 3 2 32 2 4 4 35 43 33 35 2 45 4 4 3 45 45 3 443 2 4 4 4
Expert 6 3 43 3 13 3 25 44 4 4 45 4 45 354505 45 4 45 455 3 3
Expert 7 4 153555 45555 5 35 4443335553 455 333 4 4
Expert 8 5 4 3 2 4 3 2 2 4 4 4 4 3 2 42 42 23 4555543353333
Expert 9 2 2 2 33 2 3 4 4 4 433 45 3 43 3 3 4444553535 445
Expert 10 2 153 3 45 35 45 42 2 44554425455 425533 2 3
Expert 11 5 53 2 4 4 3 45555 35 45 4 43 3 4555 444553 4 3 3
Expert 12 3 42 3 14255334335 35453 45405 44442 4533

Mpegnonarame, 4Ye nNUUETO, KOETO B3emMa OKOH4YaTenHo peweHue (DM — decision
maker) e equH YyoBek. B pasrnexgaHus criydan ToBa € pbKOBOAUTENAT Ha NpoekTa.

N Taka, kak ga ce pewm ropHnat mogen. 3a uenta Hue npegnarame cTtaTMCTUYeCKu
MeToa Ha 6a3a meauaHHaTa OUEHKa Ha BCsKa NOrMYeckn Hegenuma eguHuua Ha
ITIL.

PeweHneTo Ha 3agadvata e npeacraseHo B Tabnuua 2.4, kbaeto ,1° o3HavaBa, 4ve
pedepupaHaTta noArnaea € npuveTta 3a BHegpsiBaHe, a ,0“ — ye He e npueTa. N3060pbT
ce 6a3unpa Ha npecmdataHe Ha meamanuTte m(i), (i = 1, ..., 33), Ha pa3npegeneHneTo Ha
OLleHKMUTE Ha ekcnepTuTe 3a i-Ta norndyecka eguHuua. B Hawmart cnyvan, ako m(i) = 4
(cbrnacHo ckanata 3a oueHkn ot 1 go 5), To i-Ta noa-rnaBa € npenopbvyaHa 3a
BHeapsiBaHe (cTonHoCT , 1 Ha BTOpM pea Ha Tabnuua 4).

MegumaHnte m ce npecmsaTaT no CneaHoTo ypaBHEHME:

N
2 h
fn

m=m; + .C

KbAOeTo:

m;- ONHA rpaHuLa Ha MeAMaHHUAT Knac;

N- obLiaTa 4yecToTa;

F;- npenxogHa KymynaTMBHA YecToTa, CbOTBETHA Ha M ;
fin- YE€CTOTA HA MeAMaHHUAT KNac;

¢ — WWMPOYUHE Ha MeanaHHUAT Knac.

Tabnuua 2-4 PelueHne Ha mogena 3a rpyrnoBo B3eMaHe Ha pelueHune

IMLunit 1.11213141521222324252627283132333435363741424344454647484951525354
Median 3 4 3 3 335 3 4 545 4 4 3 3 535 4 4 335 4 5 5 5 5 4 4 535 3 4 3 3
Soltion 0 1 o o0 o 0 0 1 1 1 1 1 0 O 1 0 1 1 0 0 1 1 1 1 1 1 1 1 0 O 1 O O

NHTepecHO e ga ce BMAW KakbB € OpoAT || Ha BCMYKM Bb3MOXHKU BapuaHTn Q 3a
BHeapsiBaHe Ha ITIL (peweHuns) Ha Taka npegnoxeHuaT mogen. Moxe ga ce Buau, ye
TOBa € CymaTa Ha BCUYKM Bb3MOXHU KOMOBUHaUmn 6e3 NoBTOpeHMSA C Ob/KUHA k, 3a

k=1,..,33
33

33
Q| = Z( °)
- l
=1
[MonyyeHOTO pelleHne OT NPeasioKEeHUAT MeTod € CpaBHEeHO C TOBa, KOETO Beye e
BHEOPEHO Ha MpakTuka MO KOHBEHLMOHaneH MeTod OT eKcnepTu M e u3bpaHo 3a
ycrnoBeH etanoH. OkasBa ce, 4ye [ABeTe peweHua ca 6nusku. [MNpu peanHoTo
BHeapsiBaHe Ha ITIL npe3 nbpBute 18 Meceua, KoMnaHusTa e ycTaHoBuna, 4Ye e no-
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NOAXOASAWO Aa 3anoyHe [a M3Mnon3Ba e4HO PaslMPEHO pelleHne, HO B ro-Marka
AbNOoYMHA, KbAETO TOBA € MPUNOXKUMO.

2.5. 3aknro4yeHue

B Ta3n rnaBa ca nony4eHu crnegHuTe pesyntatu:

1. lNpeanoxeH e CTPYKTypeH NPOLLECHO-OPUEHTUPaH METO 3a WHTErpupaHe Ha
ITIL. MeTOoAbT HE M3MNCKBA NO3HAHUA UK ONWUT NO BHeApsiBaHE Ha paMKu 3a
ynpaBneHue.

2. lNpepnoxeH e mMoaen 3a rpynoBo B3eMaHe Ha pelleHus 3a noabop Ha
onTumarneH Habop oT npouecu oT ITIL, konto aa 6bAaT NHTErPUPaHM.

3. lMNpepnoxeH e meTon 3a pellaBaHe Ha Mojerna 3a rpyrnoBO B3eMaHe Ha
peweHns 3a nogdbop Ha ontumaneH Habop oT npouecu. MetoaobT €
CTaTUCTMYECKM N Ce OCHOBaBa Ha MeAnaHHaTa OLeHKa Ha EKCNEPTHUTE MHEHUS.

4. MopgenbT U MeTOAbLT 3a rPyrnoBO B3EMAHE Ha PELLEHNS ca 4EMOHCTPUPAHN Ha
peaneH npuMmep 3a MexayHapogHa KomnaHua OT  cdepata Ha
3apaBeonasBaHeTo. [peanoxeHnte mogen u MeTon AaBaT rofiiMa rb-BKaBOCT
Ha nuuaTta, B3eMalwM pelleHne ga ynpasnsiBaT NpennoXeHusitTa Ha CBOUTe
ekcneptn. [lonyyeHute pes3yntatM MoraT ga ©Obgar M3MNoN3BaHM KaTo
NpeanoXeHns KbM APYrn nNuua, B3emMalm pelleHus, Taka M KaTto AaHHW 3a
obocHoBKa, koMTO MoraT ga 6baat nanonaesanu npeq 6opaa Ha AUPEKTopUTE Ha
KOMMaHMATA, KAKTO U Ha BBbHLUHN OOUTOPW.
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naBa 3. Kno4yoBu nokasartenu 3a e(peKTUBHOCT
(KPI) n TAXHOTO M3non3BaHe

3.1. dPopmynupaHe Ha npobnema

B HacTosiwaTta rnaBa Lie MOKaXeM UANOCTHUAT npouec oT dopmynupaHe Ha KPI
nokasatenu, CbCTaBsiHe Ha (POpMyNnM 3a THAXHOTO MNpecMmATaHe, AeduHUpaHe Ha
WHTEepBanuM W nparoBM CTOMHOCTM 3a THAXHATa OLUEHKa C uen onTuMmsaums Ha
BHeapsiBaHaTa ycnyra. CbLUo Taka e nokaxeMm Kak Te ce U3nonsear npv BHegpsaBaHe
Ha KOHKpeTHaTa ycnyra. Tbi kaTo 6poaT Ha IT ycnyrnte e ronsm, Bcsika OT TSX M3MCKBa
cneumdpudeH Habop KPI nokasatenun, HMe LWe HanpaBMM TOBa 3a KOHKpeTHa ycnyra
(Case Study). KaTto TakaBa ycnyra Hue nsbupame ycrnyrata efiekTpoHHa nowa.

CnopasymeHuneTo 3a HMBOTO Ha obcnyxBaHe (SLA — Service Level Agreement) e egHa
OT BaXkHUTE TeMu, KOUTO TpabBa Aa 6baaTt pasrnegaHy Nnpu npouecuTe, KOMTO ca vyacT
ot ITIL Service Design. B TOoBa cnopasymeHue ce onucBaT napamMeTpuTe 3a
NpOM3BOAMTENHOCT, KOUTO Yycrnyrata TpsibBa [[a npefoctaBs, 3a [[a Ocurypm
GesnpenatctBeHa pabota Ha cnyxutenute. CnopasyMeHMETO 3a HMBOTO Ha
obcnyxBaHe (SLA) e OT Kno4oBa BaXXHOCT 3a OpaHu3auusaTa u 10 Tpsbea aa 6vae
HanpaBeHO C aKkTMBHaTa HaMeca Ha bopaa Ha OUpPEeKTopuTe B opraHu3auusTa - [41].
Llenta e ga ce nonyun nogkpena oT pbKOBOACTBOTO M Aa 6bAe TACHO CBbp3aHa C
uenute Ha opraHumsauuaTa. BaxHa 4acT OT cnopasymMeHuMeTo 3a HMBOTO Ha
obcnyxsaHe (SLA) ca KPI nokasatenute. Tean nokasatenu onvcBaT KayeCTBEHO U
KONMYECTBEHO CnopasyMeHNEeTo 3a HMBO Ha obcnyxBaHe (SLA).

Cb3pgaBaHeTo Ha CnopasyMeHVMeTO 3a HMBOTO Ha obcnyxsaHe (SLA) we
obxsaHe KPI nokasatenn, kouto obcnyxeat ITIL Service Operations - [42, 43].
Hawwnat cueHapuin BkNoYBa criydanTe, B KOMTO yCrnyraTa 3a efeKTpoHHa noLla Beye e
WUHTEerpMpaHa u pabotn B pyTUHEH pexMM Ha paboTa U He CbLLEeCTBYBa YacT OT Hes,
KOAITO fla € npemecTeHa Ha obnayHa ycnyra (Office 365).

MapameTtpute Ha Cnopa3ymMeHMeTO 3a HMBOTO Ha obcnyxBaHe (SLA), onuceaHm
ype3 KPI nokasatenu, TUNMYHO Ce peBU3NpaT M aHanuaupaT Ha onpeneneHu
WHTEepBanu oT BpeMe (exxeHEeBHO, CEAMUYHO, MECEYHO), HO Npe3 NocnegHUTe roauHN
nMa TeHOeHUuMs Te3n JaHHM [a ce HabnwgaBaT Ha XMBO M da Ce cpaBHsiBaT C
ncrtopunyeckntTe gaHHm [42, 23]. HabniogeHneto Ha Tean gaHHM e OBeKkT Ha cunHa
aBTOMaTU3aUUS.

Service Level Agreement cnopasyMeHneTo Moxe ga 6bae u3usano Ccb3gageHo U
HabnogasaHo ¢ nomowita Ha ITIL pamkaTta. ToBa e M cny4yasit, KOUTO € u3bpaH u
pasrnegaH B Tasu rnaea, nopaam HeroeaTa yHMBepcarnHa npunoXxXmmMmocT.

Mpn n3nbnHeHne Ha Service Design npouecuTte, bnarogapeHMe Ha KOUTO ce
NpOoeKTUpa KOHKpeTHaTa ycnyra, Ha NbpBO MSACTO Ce Cb3aBa CrnopasyMeHue 3a HUBO
Ha obcnyxBaHe (SLA). ToBa e 3agava € rofnsiMa BaXXHOCT 3a Ka4eCTBOTO Ha ycnyraTa
B Obaewe, paspellaBaHETO Ha CMOPOBE W OMNUCBAHETO Ha W3UCKBAHUSATA B
CbOTBETCTBME Ha O4YakBaHWUSITA Ha KnueHTa. HuMBaTa Ha ycnyrata ce u3passBaT C
nomouyta Ha KPI, kouTo onuceaTt KONMYeCTBEHO N Ka4eCTBEHO TOBA, KOETO Ce U3UCKBa
1 npuema 3a gobpo obcnyKBaHe 1 ce oYakBa OT AOCTaB4MKa Ha ycnyraTa.

O6paTtHaTa Bpb3Ka C KIMEHTUTE Ce OCbLLECTBSABa Ha OCHOBA Ha nNpeaBapuTENHO
onpegerneHa cuctema 3a oueHka. [pyro npoydsaHe Ha Al. Tsenov et al. - [44]
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npegnara mMetToq 3a M3crefBaHe Ha KNMEHTCKaTa YAOBMETBOPEHOCT OT BGe3XMYHU
ycrnyru 4ypes namepBaHe Ha pasfiMyHK nokasaTenu Ha JocTaByuka.

MpaBunHoTo M3bnpaHe Ha noaxoaawmte KPIl nokasaTenu moxe ga ce pasgenu Ha

crnegHuTe 2 3agayu:

¢ [lopa6bupaHe Ha noaxoasw, Habop ot KPI nokasaTtenu - Thbil KATO MMa MHOIO
ronamo pasHoobpasne ot KPI nokasaTtenu, KakTo U Bb3MOXHOCT OT Cb3aBaHe
Ha HambfHO cneunMduUyHU TakmBa, KOMTO MoraT ga onuwaT cBoWcTBaTa Ha
ycnyraTta, nbpBaTta 3agada e ga ce geduHupaTt Te3n nokasaTtenu, Kouto moraT
Aa npegcraBngBaT OYakBaHUATa U NpUopUTETUTE Ha KnNneHTa. Yecto cpelaH
npobnem e n3bmpaHeto Ha Henoaxoasawm KPl nokasaTtenu, kouto ga 6vaar
cnenBaHu. ToBa Bogu 4o 3aryba Ha pecypcu (aHraXXMMeHTU 3a U3NbITHEHME Ha
HecblLLeCTBEHM 3adayn, KouTo He p[obaBAT 3HauMTenHa CTOMHOCT KbM
LUSSIOCTHOTO KayecTBO Ha ycnyrata u/vunu npeHebpersaHe Ha ApyrM BaKHU
AENHOCTN).

e OnpepensiHe Ha cToMHOCTU 3a n3bpaHute KPIl — cnegBawarta 3agada cneg
n3bumpaHeTo Ha Habop OT NoKasaTenim 3a Ka4eCcTBO Ha ycrnyrata € ga ce 3agagar
N3MepuMM CTOMHOCTW, KOUTO Aa MoraT ga onuceBat Tean nokasatenun. Obwa
npakTuka e ga ce 3agaBaT M MHTEpPBaANM Ha M3MEHEHWe, KOMTO da onuceaTt
AafeHo HMBO 3a kayecTBO (Hanpumep: ako mexagy 95% n 100% oT BcuYkm
3asiBKM Ca U3MbJIHEHN B CPOK, TO KAYECTBOTO € OTSIMYHO, aKO Ta3n CTOMHOCT €
mexay 85% n 95%, To KayeCTBOTO € TPEBOXHO W Ca HYXHW OEWCTBUS 3a
nogodpeHne n T.H.).

3.2. B3anmoBpb3KM Ha ycrnyraTa

CobpBbpbT 3a €NeKTPoHHa MoLla U CbOTBETHO ycnyrarta, KoaTo NpeaocTaBsi, 3aBUCAT
OT pasnuyHuTe TexHonormm B UT cpepata [45]. ToBa o3HavaBa, 4ye ycnyrata 3a
€NeKTPOHHa nowa Moxe ga 6bae NoBnusiHa OT PasnuMyHM TEXHOMOMUKU, KOUTO umart
B3aMmogenctene ¢ Hed. ToBa moraT ga ca (puM3Myeckun unm BUPTyarHU CbpPBbPY,
MacuBM 3a CbXpPaHEHWe Ha AaHHWU, MPEXOoBa CBbP3aHOCT, ENTEKTPUYECKO 3axpaHBaHe.
B opranusauuute ¢ 500 nnun noeye notTpedbuTeNmn CobLEeCTBYBAT Pa3fMYHN UHXKEHEPHN
no3numm n/unun eknnn, oTroBapsLwmM 3a Te3m TexHonornn. Cnegsanku T03m CLEHapui,
Han-gobpata npaktuka cnopep ITIL e aa ce onpegensat pasnuyHn KPI nokasatenu 3a
BCsIka CBbp3aHa C ycnyrata TEXHOOrusi.

3a peluaBaHeTO Ha ropeonucaHusaT npobnem Mmoxe ga 6bae npunoxexHa
cnegHata “gobpa npaktuka“. MIMeHHO, npunaraHe Ha KackagHOCT Ha nparoBuTte
cTonHocTu. CboTBETHO, Bcnykn KPI nokaszaTtenu Ha ycnyrm, nogabpxaiim yHKumMmTe
Ha ycnyraTta efnieKkTpoHHa nowa Tpsibea 4a ca ¢ N0-BUCOKM CTOMHOCTW. ToBa 03Ha4aBa,
4ye ako ycriyrata poguTen 3a CbpBbpa 3a enekTpoHHa nowa paboTn Ha MUHUMarnHa
cTonHocT Ha KPI, CbOTBETHUAT MMeN CbPBBLP NakK e MOoXe a U3MbJTHU O4aKBaHOTO
HMBO Ha NPOU3BOAUTENHOCT, KaKTO e NnokasaHo Ha durypa 3.2.
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Datacenter
network uptime
-99.5%
expected

Windows
platform uptime
—99% expected

Exchange CAS server

uptime — 98% expected

durypa 3-1 KackagHocT npu onpegensiHie Ha KPI nokasaTtenuTe 3a Exchange server Ha ycnyraTa 3a
€reKkTpoHHa nowya.

CwvrnacHo durypa 3.2 Exchange CAS Server (CAS — Clent Access Service) e
nHcTanupaH Bbpxy Windows 1 oTroBapsi 3a U3MbIHEHWETO HA BCUYKU KITMEHTCKM
3asBKM 3a JOCTbN A0 CbpBbpa 3a enekTpoHHa nowa Ha Exchange. OT cbLiecTBeHO
3HadyeHue e ycnyraTa 3a enekTpoHHa nouwia ga paboTu, HO Tasu ycryra 3aBuUCU OT
nnatgopmaTta Ha Windows Server, Ha KOATO TS e uHcTanupaHa. Ponata Ha Exchange
CAS He MOXe aa ce nanbnHaBa, gokato nnatgopmarta Ha Windows He byHKUNOHMPa.
3atoBa onpegensime KPI nokasatenute 3a Exchange CAS Server 3a Bogewm. Ha
onepaunoHHaTa nnatgopma Windows Server MoXe ga uma MHCTanMpaHu u gpyru
CbPBbPHU NPUITOXEHUA U CbOTBETHO TOW HE MOXeEe Aa AOCTaBu ycnyrata, 3a KOATo e
npeAHasHayeH, ako HaMa npaBuiHa MpeXxoBa CBbp3aHOCT. B To3u cnyyan Tpsbea aa
ce yBepuM, 4Ye ce ocurypsiBa MakcumarnHo 6bp3 4OCTbN MO BpeMe A0 CbPBbPHOTO
nomewieHne. OBGNKHOBEHO B €4HO M CbLUO MOMELLEHME Ca PAa3MOSIOKEHN Pa3fIMYHN
CbpBbpPU M BCSKa eJHa HecTaburHOCT B MpexoBaTa CBbp3aHOCT 6y nosnusana Ha
MHOrO MoBeYe yCnyru, a He caMo Ha ycriyrata enekTpoHHa nowa.

Mo-gony mapexagame TeXHONOrMK 1 YCnyru, KOMTO nognomarart ycnyrata enekTpoHHa
nowa u ca Heo6xoaMmMm 3a HEMHOTO (PYHKLMOHMpPAHE:

e CtbpBbpHa nnartdgopma

e MpexoBa cBbp3aHOCT

e Pe3epBHU KONUs

3.3. CoblecTBYyBaWm Nnoaxoau 3a peLueHne
OcHoBHUTE noOAXo4M, KOUTO MOHACTosIWEeM Cce Mu3non3BaT OT KOMMNaHuuTe 3a
paspeluaBaHe Ha ropenocoyeHunTe bopmynupanu npobnemm ca onucaHu no-gony: [17]
. MpwunaraHe Ha cbuecTByBaL Habop oT KPI
. 3agaBaHe Ha Nnoaxoaswm namepurtenu 3a n3bpaHute KPI
Ha npakTuka ropHuTe nogxoau He ce npunarat CbobpasHO HyXAUTE Ha KIMeHTa.
BmecTo TOBa BCEKM JOCTaBYMK A onpedensl No-BMCOKKM ctomHocTu Ha KIMW, BoaeHu
OT nasapHuUTe TEHOEHUMN N KOHKYPEeHLUMsTa 3a npeasniaraHe Ha no-4obpu peLueHms.

3.4. Mpouecu ot ITIL oTroBapsAwmM 3a cb3gaBaHETO U
noaapbXkata Ha KPIl nokasaTenu
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e ouckytupame HakpaTko ITIL npouecute, nocpeacTBOM KOUTO Ce Cb3gaBa U
poroaps CnopasymeHMeTo 3a HMBOTO Ha obcnyxBaHe (SLA) u pecnektusHo KPI
nokasarenure.

3.4.1. Service strategy (CtpaTtermsa Ha ycnyrara)
ToBa e rpyna oT 4enHOCTK, KouTo TpsibBa Aa 6baaT N3BbPLLEHM NPEeAnN UHTErPUPaHETO
Ha ycnyrata. Te onpefensaT cTpaTerndyeckute 3agadv Ha ycnyraTa, Kakto U HenHuTe
KpaTKOCPOYHM M ObNrocpodHu Lenu. CTpaTerndara 3a obcnyxBaHe He e eaHOKpaTHa
AEnNHOCT, a npouec, KOUTO npenopbyBa pasfnyHN LEWNHOCTU Npe3 Lesnvsa XU3HEH
LUMKbM Ha ycnyrara.
3.4.2. Service design (lpoekTupaHe Ha ycnyrara)
Cnep kato 6bae u3siCHeHa cTpaTermata Ha ycnyraTa nNpeactom ga ce cb3gagaTr
KOHKpPETHW npouecu, onucealln auM3arHa Ha ycnyrata. Teau npouecu ca onucaHu B
apyra rmaea Ha ITIL, HapeyeHa "[dun3sanH Ha ycnyrata". To3u eTtan 3anoysa C OueHKa
Ha Tekywarta UT cpeda v npouecu, ako nma Ttakmea. 1o Bpeme Ha Tasn OLeHka ce
pellaBa KakBoO Le ce 3anasu M KakBoO e ce npoMeHu. Hakou OT crnegHuTe BaXkHU
peLLeHns ca B3eTH N0 BpeMe Ha TO3WN LKL OT NPoLecu:
e KaTanor ¢ TOYHUTEe TEXHOSOrMK, KOUTO We 6baaTt n3nonssaHun; NnogpobHoCcTUTe
3a TSAXHOTO U3MbIIHEHME - TEXHUSA OM3alH, eTanuTe Ha U3NbfHEHME, KaKTo U
TEXHUTE CPOKOBeE.
e OnucaHue, CTpykTypa M nnaH 3a obyyaBaHeTOo/HaeMaHETO Ha nepcoHana,
KOWTO e U3NbJHM Npexoda KbM Tekyliata nogapbxka crnej Toea.
e Heobxoanmute ITIL ponn, Heobxoanmm 3a Nogabp)KaHe Ha oKonHaTa cpega ot
rnegHa Tovka Ha npoueca
o KPI nokasatenu, KOUTO LLe ce n3nonseaT 3a nsMmepBaHe Ha ePeKTUBHOCTTa Ha
IT npouecute n cpepara.
3.4.3. Service transition (BHegpsBaHe Ha ycnyraTa)
Taau rpyna oT npouecu, buBa n3non3BaHa cnepg kato gu3ariHa e yTouHeH. Ts npegnara
Habop oT OoGpu NpakTMKM Kak ycnyrata ga 6bae BbBegeHa B NpeanpusitTueTo no
e(EeKTUBEH HaYNH — C ONTUMU3MPaHN pa3xoau 1 6e3 ga npegussBuka CbTpeceHve B
eXeJHeBHUTe 3ajayun Ha cnyxutenute. Toea Moxe Aa 6bae HoBa MHCTanaumsa Ha
AafeHa ycnyra, KOATO OO MOMEHTa He e cCbliecTByBana WM MpoMsHa Ha
cblleCcTByBalla ycnyra (Hanpumep MWHCTanuMpaHe Ha HOB MOAYSNT KbM CUCTEMA,
obHoBsIBaHe Ha BepcusaTa Ha codpTyep, nogMsaHa Ha xapayep v ap.).

3.4.4. Service operations (lMoaapbXxkKa Ha ycnyrarta)

Teaun npouecu - [43], nognomaraT nogabpXXaHeTo Ha ycryraTa, Korato BCUYKN NPOEKTH
no AM3alH 1 BHeApSABaHe ca 3aBbpLUEHU 1 e yCTaHOoBeHa cTabunHa cpefa, nsnckeawa
PYTUHHa nogapbxka. ToBa o3HadaBa, ye |T cpepaTta e vHCTanupaHa, TecTBaHa Uu
npegocTaBeHa 3a u3nonasaHe oT Gu3Heca. 3a ycnyrata enekTpoHHa nolla, KOATo
n3cnegsBamMe B Tasu rraea, ToBa O3Ha4yaBa, Ye MMenn cbobLieHusTa ce npenpawaT
npes cpegata Ha Exchange 2012, kakto cMe u3bpanu Ha KOHKpEeTHUS NpuMmep C Len
no-necHo onucaHue. KPl nokasaTtenute, KOUTO u3crnegBamMe B Tasu r[fiaBa ca
OpUeHTUpaHn KbM  JenHoctuTte OoT  Service operations w©n  n3amepsar
NPON3BOAMTENHOCTTA Ha Yycryrata enekTpoHHa Mowia no BpeMe Ha TO3U LMKbST OT
XWBOTa Ha NpoaykTa.
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3.5. CbcrtaBsasHe Ha KPI nokasatenu 3a ycnyrarta

€eJIeKTPOHHa noiia
B HacTosiaTa Touka e npeanoxmum madepnateneH Habop ot KPI nokasatenu 3a
ycrnyrata enekTpoHHa nowa, a NbTa Ha TAXHOTO cdhopmupaHe Oelle npeacTtaBeH B
npeaxogHuUTe TOYKN U We Obae 3aBbpLueH TyK — [46].

B koHTekcTa Ha pamkata ITIL nma HAKOMNKO OCHOBHM CTbLNKKU (BX. durypa 3-3)
Kounto TpsibBa fa ce otyeTaT, pecnektnsHo KPI nokasatenute e gobpe aa ce rpynupat
oTyntamkm ToBa. OOMKHOBEHO ce CcTapTMpa C [edUHUpPaHEe Ha HaW-LIMPOKO
nanonssaHute KPIl nokasatenu, KONTo ycnewwHo no3BosiiBaT HABOTO Ha ycryraTta Aa
6bae namepeHo. B 3aBMCUMOCT OT HyXXauTe Ha Gu3Heca moraT ga 6baart u3bpaHu
camo Hsikonko KPI nokasatensa. Ho morat ga 6baat aobaBeHu u cneunguyHn Takmea.
B HAKOM OT KOMNAHMMTE € U3KITHYUTENHO BaXKHO Aa MMa BMCOKO HMBO Ha 3alymta Ha
NMYHUTE faHHU (6aHKOBU MHCTUTYLMW, BOEHHU MHCTUTYUUKU 1 Ap.). B apyrn komnaHum
Ha NbPBO MACTO Ca NOCTaBEHM HAAEXAHOCTTA Ha ycryraTa U nuncata Ha NpekbCBaHus
(B obnacTtTa Ha noructukata v npogaxouTte Hanpumep). U Taka, B pasnnyHute cdepu
Ha OEeNHOCT CbLUeCTBYBaT pasnuMyHU OM3HEC M3UCKBaHMA 3a ycryrata efieKTpoHHa
nowa. Toea BoAM M O um3nonssaHeTe Ha pasnudHn KPl nokasatenu 3a ycnewHo
namMepBaHe Ha HMBOTO Ha ycnyrata. BaxHo e ga ce otbenexu, ye cbluecTByBaT U
pa3nudHu rpyny KPI nokasaTtenu 3a pasnuyHuTe etanu ot npunaraHe Ha pamkata ITIL.

e JloCcTbNHOCT Ha ycnyraTta

o [ocTbnHOCT Ha ycnyrata — BpeMeTo, nNpe3 KoeTo ycryrata e JOCTblHa
[0 BCUMYKM NnoTpebutenu, n3paseHo KaTto MPOLEHTHO CbOTHOLUEHWEe OT
LenuaT meced.

o bpon Ha He nnaHupaHu npekbCBaHWUS Ha ycnyrata, NOpoAeHu OT
TEXHUYECKM NpobrieM Unn YoBeLLIKA rpeLuKa.

o bpon Ha YacTuyHUTe npekbCBaHUA Ha ycrnyraTta.

e (O6paboTka Ha KINMEHTCKN 3asiBKU

o CpeaHo BpeMe 3a 06paboTka Ha KIMEHTCKM 3asiBKM Npe3 Meceua

o [MpoueHT oT KNueHTcknTe 3asiBkn 06paboTeHn B JOrOBOPEHUAT BPEMEBU
NHTEepBarn.

o [lpoueHT Ha KnneHTCKUTe 3asaBkM, 0bpaboTeHn C egHa uTepauusa —
npeacTaBnsaBa 3asiBKUTE, 3a KOUTO He ca BUNKM TbpPCEHU YTOYHEHUSA OT
NOPBYNTENS, KAKTO N HE ca BMNM BpbLLAHM 32 KOPEKLIMN.

o [MpoueHT Ha peknamauumn — onMcBa CbBKYNHOCTTA OT 3asiBKU, NMPU KOUTO
€ MMarno onnaksaHe 3a TOYHOCTTa Ha U3MbITHEHME.

e (OO6paboTka Ha MHUMAEHTU

o CpeagHo BpeMe 3a cTapTMpaHe Ha paboTa No KIMEHTCKA WMHUWMOEHT.
M3mepBa ce kaTo ce B3MMa CpefHa CTOMHOCT Ha BpeMeHaTa MeXxay
Cb3[aBaHETO Ha WMHUMAEHTa W 3anoyBaHeTO Ha paboTta nNo Hero oT
CRy>XuTen no nogapbXxkara.

o CpeaHo BpeMe 3a paspellaBaHe MHUMOEHTA — U3MEPBA Ce KaTo cpeHa
CTOMHOCT Mexay Cb3gaBaHeTo (MNu 3acuyaHeTo OT cucTemarta 3a
HabnogeHne) 0O Bb3CTaHOBABAHETO Ha ycnyraTa.

o [MpouEeHT OT BCMYKM MHUMAOEHTU, paspeLleHn B 4OrOBOPEHNTE CPOKOBE.

o [MpoueHT Ha wuwHuMaeHTUTe, o6paboTeHn C egHa wTepaums —
npeacTaBnsBa 3asiBKUTE, 3a KOUTO HE ca BUNKM TbPCEHU YTOYHEHUSA OT
NOpBYNTENS, KaKTO N HE ca BMnM BpbLLAHM 332 KOPEKLIMN.
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o [lpoueHT OT MHUMAEHTUTE, YNATO MbpBOHaYarHa oueHka oT 1 HUBO
nogapbXKa € n3BbpLUeHa cnopen MHCTPYKUMM npoueaypa.
o [lpoueHT Ha onnakeaHuA
e 3BbpLuBaHW NPOMEHU MO cpeaaTta
o [lpoueHT Ha yCneLwHO U3BbPLUEHUTE NPOMEHN, BHELPEHW MO NNaH.
o bpon HeycnelwwHn NpoMeHun no cpenara.
o Homep Ha HeoTOpM3MpaHM NPOMEHM MO cpeaarta.
e Kanauutet Ha pecypcuTe
o KoHcymupaHo gnMckoBO NPOCTPAHCTBO 3a noTpebuten
o [lNopgabpxaH 6pon nNoTpebuTen OoT ekBMBaANEeHTa Ha €AuH CRyXuTen —
GpoaT Ha noTpebutenute, koMTo MoraT Aa ObaaT nogabpXKaHM 3a
AaneHa ycnyra oT eKkBUBarieHTa Ha eQuH CRyXuTen.

3.6. pynoBo B3emaHe Ha peweHUsas npu noabdbop u
oueHka Ha KPIl nokasaTtenu 3a ycrniyrata enekTpoHHa

nowa
B Tasu Touka WWe npeanoxmm mMogen u pelleHne, NpuM KOUTO C nomoluTa Ha rpyna
EeKCnepTu ce oueHsBa afekBaTHocTTa Ha npegnoxeHnte KPl nokasaTtenune 3a
ycriyrata eniekTpoHHa nowia. ToBa we nognoMorHe MHTerpaTopuTe Ha npoueca ga
HanpaBsT cpaBHEHWE U aa onpenenat ymectHute KPI nokasatenu n TeXHUTe XenaHu
CTOMHOCTM 32 BCEKN €OUH KOHKPETEH Cry4van.

C uen no-ygobHo npeacTtaBsiHe, U3NOXEHNETO Le Obae HanpaBeHo C NoMoLLTa
Ha peaneH npumep (Case Study). MiMmeHHO, BHeapsiBaHe Ha ycnyrata enekTpoHHa
noLLa B ronsiM HauuoHaneH YHusepcutet. PelwasaHeTo Ha ropHaTa 3agada we 6bvae
HanpaBeHO Ha ABE OCHOBHM CTbIKM:
|.l'pynaTa ekcnepTu CbCTaBs CMNCHK C BCUYKN KITHOYOBU NokasaTtesnim 3a epeKTUBHOCT,
KOUTO NoTeHuuanHo morat ga 6baart Bkn4veHu B CrnopasyMeHMeTO 3a HUBOTO Ha
obcnyxsaHe (SLA) 3a KOHKpPETHUA CryYan, nopaan TOBa, Ye ca YMECTHM.
II. FpynaTa ekcnepTu OLUeHsABa OCbLLECTBMMOCTTa Ha CbbpaHuTe nokasaTenu eaunH no
eIVH.
B1b3 ocHoBa Ha npeanoxeHnsa cnucbk ¢ KPI nokasatenu, ekcneptute moraTt fga peLiar
panu e HeobxoguMmo ga ce [obaBAT owe WHOMKATOpU WK TEKyLWMAT Habop e
aoctatbyeH. B Hawwma cnyyan ce nsnonasa Habopa ot 18 KPI nokasatenu, rpynmpaHm
B 5 rpynu, konTo BeLue npeanoXxeH B ropHaTa Touka.

3.6.1. Mopgen

Ha 6a3a Ha Ta3n nogageHa nHgopmauus ekcneptute oueHssaTt ¢ 1 4o 10 TOUKM BCEKM
KPI nokasaten no n3dpaHute Tpu acnekra - ganv Ton LWwe NoanoMorHe A0CTbNHOCTTa
OO0 ycnyraTa; yaAoBNEeTBOPEHOCTTa Ha noTpebutenute M NpousBOAUTENHOCTTA Ha
notpebutenute. — BX. Tadn. 3.2.
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Tabnuua 3-1 OueHkn Ha KPI nokasaTenuTe oT ekcnepTute.

Service availability KPi Service request management KPI Incident management KPIs Change management Capacity SLA

SLA Manager

T

Problem Manager

R
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Mony4eHnsaT mogen e BbB BUA Ha AByMepHa matpuua. CtbnboseTte oTroBapsT Ha KPI
nokasatenute. PegoBeTe OTroBapsT Ha ekcnepTtuTte/nuua, Baumaium pewenus (J1BP):
JNIBP1 = UT gupexTop, JIBP2 = SLA meHnaxbp n T.H. CTonHocTuTe B KneTka (i, j) Ha
MaTpuLaTa nokassaT OLeHKaTa Ha i-Th ekcrnepT OTHOCHO j-Tu KPI nokasaten. KonkoTto
no-rosiiMa € CTOMHOCTTa, TOSNKOBa noBeYve AafeHUAT MHANKATop e No-npeanoynTaH.

3.6.2. PeweHue

Taka hopmynupaHuaT Mogen e pewuMm ¢ NOMOLWTa Ha eavH MeTon 3a rpyrnoBo
B3emMaHe Ha peleHue, npeasioxeH ot Don Krapohl - [47]. MeToabT e cemnbn u
ebekTnBeH. basupaH e Ha cTaTUCTUYeCKn noaxoan. Ton npefocTaBa CTPYKTypUpaHo
M NPo3payHO B3eMaHe Ha pelleHus B paMKuTe Ha dafeH KpuTepun no 3agajeH
wabnoH — BX. Tabn. 6. Agpo Ha meToda e T.H. NpeTerfieHa Matpuvua 3a B3eMaHe Ha
peLlleHns. 3a BCEKM eKCnepT ce npecMmsaTa TernoBeH KoeuumneHT, npeacTassily, HUBOTO
Ha 3HaHWSA OTHOCHO obnacTTa, 3a KoATO ce oTHacs gageH KPI nokasarten. lMNMpouechT
Ha pellaBaHe ce CbCTOM OT TpU eTana:

o | VpeHTndukaumsa Ha rpynosus pakTop;

e |l — HouBuayanHo oueHsiBaHe;

e lll NpecmaTaHe Ha KpaeH pes3ynTar.
BbBexxgaHeTo M aHanu3a Ha [aHHUM ca KoHconuaupaHu. PesynTtaTbT BKIOYBa
cnegHata nHgopmaums: Tabnuum Tvn “TonnuHHa kapta/heat map”, oTpassBalum H1MBa
Ha Hecbrnacve u cbrnacme; CrnopHM To4kM; ONTUMUCTUYHO/MECUMUCTUYHO
Hecbrnacve n ONTUMUCTMYHA/MECUMUCTMYHA NOoAKpena Ha KpamHus pesynTtaT — BX.
Tabnuuya 3.3 .
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Ta6bnuua 3-2 Ton 5 oueHeHn KPI nokasatenu; Huea Ha cbrnacue n Hecbrnacue
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|* Uptime percentage of the service ﬂ | 07 394 351 360
|* Count of complete unplanned service outages In L] 0.8 314 292 324
|* Count of service degradation events (] 1 0.9 287 257 263
|* Average time for completing the service requests II ] 0.8 107 258 170
|* Percentage of service requests completed within the agreell I 0.8 126 199 150
|* Percentage of service reguests completed within one shot || | 0.8 108 253 78|
|* Percentage of complaints li ] 038 147 286 109
[+ Average time for starting work on case |t Ll 1.0 261 133 225
|+ Average time for resolution ] L] 210 250 200)
* Percentage of incidents resolved within the SLA timeframedll L 350 241 283
+ Percentage of incidents completed within one shot I L] 264 305 137
|* Percentage of incidents with proper initial assessment II || 276 174 126
|* Percentage of complaints L] L] 243 340 208|
|+ Percentage of successful changes In Ll 295 220 177]
+ Number of failed changes n I 294 221 161
* Number of unauthorized changes |n L 315 89 121
|* Consumed disc storage per user 0 || 202 102 114
[+ Supported users per FTE |n L | 236 89 118|
\
} Relative strength of disagreement Disagreement Heat Map Agreement Heat Map Top S scored
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Ot T1abnuuata MOXem Aa BuAUM MbpBUTE 5 HaW-cunHO oueHeHn KPI
nokasaTenu 3a BCHAKa OT TpUTe Lenu Ha cecusita: OOCTbMHOCT (service uptime) Ha
ycnyrarta; nognomMmaraHe yaoBMeTBOPEHOCTTa Ha KpanHus notpebuten; nogkpena Ha
NPOM3BOAMTENHOCTTa Ha KpanHusa noTpebuten. CbLUo Taka MOXeM Aa BUOUM HUBOTO
Ha cbrnacue n Hecbrnacme Mexay eKCcnepTute OTHOCHO MPUIIOKUMOCTTa Ha
KoHKpeTeH KPI nokasaTten crnopen TONSIMHHUTE KapTu. [No-uHTEH3nBEeH LBAT O3Ha4aBa
BMCOKO HMBO Ha Cbrnacue (Hecbrnacue) mexay ekcneptute n obpaTHo.

OT pesyntatute CbLlO MOXe Oa ce BMAMW, Ye nokasaTenuTte 3a JOCTbMNHOCT
(service uptime) Ha ycnyraTa (MbpBUTE TPU KONOHM OT TabnuuaTa 3a BbBEXAaHe) nmat
ronsgMo 3Ha4yeHue 3a TpuUTe Lenu/acnekTu Ha B3eMaHe Ha pelueHune. ToBa CblUo € B
CbOTBETCTBME C BUCOKOTO HMBO Ha Cbrracme mexay ekcneptute. CbLyo Taka Moxe ga
ce BMOW, Ye HMBOTO Ha Hecbrnacve Mexay ekcnepTute € OTHOCUTESTHO BMCOKO 3a
nbpeute 5 wu3bpann KPl 3a wu3mepBaHe Ha Npou3BOgUTENHOCTTA W
yOOBMETBOPEHOCTTA Ha KpanHusa noTtpebuten (BX. Tabnuua 6, nocnegHute ABa
cTbnba).

ToBa o3Ha4aBa, Ye MOXeM yBepeHo ga notesbpaum kom KPI nokasaTenu He ca

YMECTHU. A UMEHHO:

e 3a ,lUle nogkpenu BpeMeTO 3a OOCTBMHOCT Ha ycnyrata“ He ca noaxoasm
nokasatenute: lpoueHT Ha 3adBKUTE 3a YCNyru, U3BbPLUEHN B paMKUTe Ha
poroBopeHaTa SLA; CpegHo BpeMe 3a y[oBreTBOpsiBaHE Ha 3asiBKaTta 3a
ycnyra; CpegHo Bpeme 3a 3anoyBaHe Ha paboTa no 3asiBka;

e 3a ,lle nogkpenu ynoBneTBOPEHOCTTA Ha KpawHus noTpebuten“ He ca
noaxogawm nokasatenute: bpon HeynbnHoMoweHn npomenu; CpeaHo
KOHCYMMpaHO AOMCKOBO MPOCTPAHCTBO Ha notpebuten; [MoaaobpxaHu
notpebutenn Ha OT ekBMBaNeHTa Ha ef4uH CNyXUTen;

e 3a ,lle nogobpxa npom3BOAUTENHOCTTA Ha KpanHua notpebuten” He ca
noaxogawm nokasatenute: NpouUeHT Ha KNMEHTCKUTE 3asiBku, 0b6paboTeHn C
egHa utepauus; lMogaobpxaHn notpedbutenn Ha FTE (full time equivalent);
MpoueHT Ha 3asdABKUTE 3a YCnyrn, U3BbLPLUEHN B paMKUTE Ha AOrOBOPEHuTe
CpOKOBe.

3.7. 3aknro4yeHue

B Ta3u rnaBa pasrnegaxme B getannu npoueca Ha gedpuHupaHeTo Ha KPI nokasatenu
3a gageHa UT ycnyra cbrnacHo pamkaTta ITIL. MNpegnoxeH e nogpobeH Habop oT 18
KPI nokasaTens 3a ycnyrata efnekTpoHHa nowia, rpynupanu B net rpynu. MNpegnoxeHa
€ MeToJororna, non3satlla rpyrnoso B3eMaHe Ha peLLeHNs 3a OLeHKa yMeCTHOCTTa Ha
npeanoxenute KPI nokasatenu. Tasu metogonorvs € 4eMOHCTpUpaHa Ha pearneH
npumep (Case Study). MNMpeanoxeHata MeTo4oNOrMs We NO3BOMN Ha YrpaBieHCKUN
OTAEN B rofneMu opraHus3auuMmM ga vma CTPYKTypupaH nogxon 3a wu3bupaHe Ha
noaxogsawm KPI nokasatenu 3a namepBaHe Ha GM3HEC LenuTe Cu.
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naBa 4. CbBMecTHO wu3non3paHe Ha ITIL wm

TOGAF
4.1. dPopmynupaHe Ha npobnema

MaszapHuTe npoyysaHus [48] nokasBaT TpawHa TEHAEHUMS 3a yBeNMYaBaHETO Ha
obema Ha ayTCOpCUHr ycnyrm B MHOpMaumoHHUTe TexHonornn. OT CBOSA CTpaHa,
TeHOeHUMsTa 3a noBulIaBallaTa Ce CIOXHOCT Ha  MHPOPMALUNOHHUTE CUCTEMU
NPOBOKMpA Cb3daBaHETO M e(EKTUBHOTO WU3NONM3BaHe Ha YTBbPAEHW paMKu 3a
yrnpasrieHne B MHAYCTpUATa, Taka 4ye rosiiM 6pon peHoMUpaHu JOCTaBYMLUM Ha YCyru
Aa morat ga cnogenat obuy NpoTOKOoN 3a cnefeHe Ha KadecTBOTO U ynpaBfieHne Ha
ycnyrata. Te3u paMku 1 cTaHgapTu ca onvcaHu B rnasa NbpBa Ha ANCepPTaLUNOHHUAT
TPYA.

B HacTtoswarta rnaea ce npegnara MeTodoniorns, nos3BonsiBalia CbBMECTHOTO
nanonseaHe Ha ITIL u TOGAF kato pamku 3a ynpaeneHue. W3bopbT Ha
cbBMecTaBaHeTo Ha ITIL u TOGAF e MmoTMBMpaH OT CreaHoTo:

e WMpoOKa ynoTpeba B UHAyCTpUATA.

e HyXAaaTa oT o6l NPOTOKON NpU CbBMecTHaTa ynotpeba Ha ABeTe paMKu.

N Taka, HMe we nacnegsame pamkarta 3a ynpasneHue Ha IT ycnyrm TOGAF, 3awoTto
T8 gonbnea ITIL oT apxuTekTypHa rnegHa To4ka.

B cTtonaHckuTe opraHMsauun eQHOBPEMEHHO CbLLECTBYBAT pa3HOObpa3HM pamkn 3a
yrpaBsrieHne, KOMTO Ja MoKpuBaT pas3nuyHM obnactu m acnektm Ha pageHa UT
ycnyrata. HesaBucumo, 4e Te3an pamMkum ce npoektupaTt ga O6baat CcbBMeCcTUMMU
noMeXxay CY U CbLUEBPEMEHHO Ca MPUNOXUMK B LUMPOK Habop OT WUHAYCTpuUW, TO
CbLLEeCTBYyBaT TOYKN Ha NpenokpmBaHe, KOUTO TpsbBa aa 6baat mnscneasaHn. CouLuo
Taka, TOYKUTE Ha B3aMMOLENCTBMNE, KOUTO MoraT Aa 6baaTt HapedYeHn nHTepdencu, He
Ca yHMBepcarnHu u He crieaBaT o6L NPOTOKOs. ToBa ce OTHACs U 3a MHTerpauusaTa
Ha OBe OT Han-4ecTO BHeApsBaAHUTE paMKn B MHPOPMALMOHHUTE CUCTEMU, @ UMEHHO
ITIL u TOGAF.

MoraT ga ce dpopmynupart gBa OCHOBHM Tuna npobnemu:

e 3apava 1: EQHM 1 cbLlUM onepaunmn ca onucaHn u OT ABeTe pamMKku. ToBa Moxe
Aa posefe Ao AaybnvpaHe Ha 3agbiDKEHUS, KOHMUKTM U HeedEeKTUBHO
n3pasxogBaHe Ha pecypc B opraHusauusTa.

e 3apjavya 2: He cbuectByBa Bpb3ka Mexay npouecute B TOGAF u ITIL.
Hanpumep, yyacTHuuute B e€AHa U Cblia Oupekuud, 3aHuMMaBalln ce C
pasnuyeH TN onepaunn, MoraT ga U3nuTeaT 3aTpygHEHUs OT HeonpeaeneHuTe
pamka 1 NpOTOKOST 3@ KOMYHMKaLUUS.

B cneacrteue Ha Bce NMO-4eCcTOTO M3non3eaHe Ha KoMbuHauusta ot pamkute ITIL n
TOGAF, HapacTBa BEPOATHOCTTA opraHmsauumuTe M B YacTHocT |IT aumpekuuuTe ga
N3NUTBAT BCE NOBeYe 3aTPYAHEHUSA NPU CbBMECTSBAHETO Ha ABETE PaMKM.
HesaBucumo, Yye gageHa opraHu3aums MoXe a B3eMe peLleHue 3a yrpaBreHneTo Ha
apXUTEKTYpHUTE CU cpeaun (KoraTto uMame crnyyan Ha npenokpusaHe) caMo OT edHa OT
pete pamkn — ITIL wnn TOGAF, Bce owe wWe € HanudeH BBMPOCHLT 3a
npenokpmBaHeTo. Ton ce u3passiBa B Hy)Xgata OT MHTepdenc 3a KOMyHuKauusitTa
Mexay OBeTe paMKu — onpedendHe Ha TOYKM 3a KOMYHUKauus, yeoHakBsiBaHe Ha
TEPMUHOMOMNATA, KakTO U KOHCEHCYC (Cb3daBaHe Ha NPOTOKOS 3a KOMYHUKaLMS).
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4.2. NMpunaraHe Ha ITIL ¢ gpyru pamkm u ctaHgapTu 3a

ynpaBneHue

B nose4yeTo cueHapuu OT npakTvkaTa KOMMaHWUUTE M3MNON3BaT PasfiMyHU paMKu U
CTaHgapTM3aumm, KOMTo B3anmogencTaaT nomexay cu. ToBa e Heobxoanmo 3a aa ce
OCUTYpU WHCTPYMEHT 3a BCWUYKM onepauun, Heobxogumu 3a KoHkpeTHata WUT
NHGpacTpykTypa. Hama orpaHnyenus ITIL ga ce nanonssa napanesiHo C Apyry pamku,
Tb/A KaToO npegnara camo Hamn-gobpute npakTukn 6e3 3aabimKUTENeH Xxapakrep.
CobLlyecTByBaT pasnuyHy NpoyYBaHNd, KOUTO n3creasaT CbBMECTHOTO U3MNon3BaHe Ha
ITIL c gpyrn pamkn 3a ynpaesneHue [51, 52, 53, 7, 21], ma nscnensaHe [7], KoeTo
npoy4yBa CbBMECTHOTO CbLUECTBYBaHE Ha YeTMpU LUMPOKO W3MNOM3BaHM pamMKku Wt
cTaHgapTusauuu:

e |ITIL 3a noggpbxka Ha IT ycnyrata

e CohiT

e 1S0O9001

OOLWoTO CblLleCTBYBaHe Ha Te3M paMKM M CTaHAapTM € onmMcaHo B rpadmkaTta Ha
®urypa 4.1 [7]:
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durypa 4-1 Bsanmopgencteune mexay 4 pamku 3a ynpasneHue B IT

durypa 4-1 n3obpassBa peaneH CLeHapuin B opraHnsaums, KOATO umMa LWMPOK Habop
oT IT ycnyru: xapayepHu n copTyepHM akTMBK, pa3paboTeHn BbTPELLHO B KOMMNAHMATA
WA U3NON3BaHO FOTOBO peLUeHMe, Taka Ye [a noacurypat nbfieH Habop ot
WHCTPYMEHTM 3a nognomMaraHe Ha BCEKMAHEBHUTE CTONaHCKN onepaumn. KaTto ocHoBa
nmame exegHesHute IT onepaumu, KOUTO nognomarat exegHeBHaTa paboTta Ha
crnyxuTenure.

[pyro npoy4saHe nscneasa cbBmectHaTa pabota mexay ITIL, COBIT and ISO27002
[51]. ABTOpMTE MpaBAT aHanNU3 Ha CUNHWUTE CTPaHW Ha TpUTe paMKuM M npegnarat
Mozen, B KOUTO CbBMECTHOTO M3MNoSi3BaHe Ha paMKkuTe BOAW A0 nogobpeH pesynTtar B
crneacTBMe Ha B3auMMHOTO MM gonbriBaHe. [Opyrn aBtopu [52] npaBAaT MHTerpauums
mexgy COBIT u [1SO27002, 3a pga nocturHat Mogen B KOWTO HMBaTa Ha
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MHPOPMALIMOHHA CUIYpPHOCT ca MOBWLLUEHM, a pasxoauTe 3a Te3n AeiiHOCTU ca
ONTUMU3MPaHU, U3MON3BaNKN OTAENHUTE NPEMMYLLECTBA Ha ABETE PAMKW.

4.3. Metoa 3a wupgeHTUdMKauma wu UHTerpaumsa Ha

cTpyktypHute pamku ITIL n TOGAF

MbpBO LWe npeanoxvm eamH onepaTMBEH MOAESN, Ha OCHOBaTa Ha KOWTO Le ce
AeduHupaT gonmpHuTe 1 npunokpusalum ce Toukm mexay ITIL n TOGAF — Bx. durypa
4-2, Ha 6a3aTa Ha KOMUTO peariHO Ce OCbLUECTBABA MHTerpauusaTa. 3agbimkeHusTa we
6boat pasnpegeneHn 3a uanbnHeHne npe3 ITIL mnn TOGAF 4ypes tabnuua Ha
otrosopHocTute (RACI — Responsible, Accountable, Consulted, Informed) — [49].
MeToabT e AByeTaneH oT cbobpaxeHus 3a npernegHocT. Bcekn oT gBaTa eTana Moxe
Aa 6bae n3nbiiHeEH CaMOCTOATENHO NN B KOMOMHaLMS:

1. npgeHTUUUMPaHe Ha JOMUPHU TOYKY;

2. Cb3faBaHe Ha KOMyHuKauus B gonvpHute Toukm mexay ITIL n TOGAF.

NHTepdeiic

® CNUCBK C
OOMNMUPHU TOYKM

¢ [IpoTOKOAN 3a
KOMYHUKaLNA

e Tabnunua c
OTrOBOPHOCTH

ITIL v.3 TOGAF v.9.1

durypa 4-2 OnepaTtuBeH moaen 3a nHterpauud Ha ITIL n TOGAF.

3a mnarpaxgaHeTo Ha mogena ce uanonaeaT Bepcust v.3 Ha ITIL n Bepcusa v.9.1 Ha
TOGAF.

4.3.1. MbpBu eTtan - naeHTUpULMpPaHe Ha AONMUPHU TOYKHN
Ha TOo3n etan we HanpaBum MAeHTMdUKAUUSA Ha OONMUPHUTE TOYKM Ha HMBO obLia
CTPYKTypa (npouecw).
Cnen aHanu3 Ha ctpyktypute Ha ITIL 1 TOGAF e n3BegeHa Bpb3ka mexay ITIL w
unkbnbT Ha Metoga ADM (Architecture Development Method) 3a TOGAF, kosTto
AedunHupa gonnpHuTe Toukn. Te ca nokasaHun Ha Tabnvua 4.1 — obwo 9 Ha 6pon.
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Tabnuua 4-1 OJonupHu Toukmn mexgy TOGAF ADM umkbna n OCHOBHWUTE rnaBu Ha
ITIL

TOGAF cha3u ot ADM ITIL

Preliminary phase Service strategy

Architecture vision Service design

Business architecture Service design

Information system architecture Service design

Technology architecture Service design

Opportunities and Solutions Service design, service transition
Migration Planning Service transition
Implementation governance Service transition

Architecture change management Service transition

LLle pasrnegame Bcsika OT Bpb3kUTe MOcnegoBaTesiHO, KaTo 3a OTnpaBHa Toyka Ha
cpaBHeHue we B3emeMm ADM mogena Ha TOGAF.

Preliminary Phase (lMpeaBaputenHa d¢asa) — ToBa e npeaBaputenHarta gasa Ha
TOGAF, Lenswa aa naeHTuduumnpa ousHec M3NCKBaHUSATa npeg
opraHusauuata/npeanpuaTneTo, ga copmynupa uenta, Aa cb3gage CTpyKTypa 3a
ynpasneHue 1 ga onuwie NnpuHumnuTe Ha apxutektypata. OT ctpaHa Ha ITIL, pasgensT
Service strategy OCHOBHO uUenu Aa onpegenu Habopa OT ycnyrn, KOMTo LWe ca
HeobXoOuUMW Ha opraHu3aumdata, ga onpegenu 6oxeT M ga  unaeHtTuduumupa
3BeHarta/cneumnanucTuTe, KOUTo TpsbBa ga peanuanpat Tesu yCryru.

Architecture Vision, kakTo n cnegsawmTe cTbnkn ot ADM - Business Architecture,
Information System Architecture n Technology architecture ocHoBHO uensT
0pOpMSAHETO Ha apxuTekTypaTa Ha cpegaTta. 3anodsa ce OT 00WM U3UCKBaHUSA U
CTaHOapTeH Ou3alH 3a MHOYCTpUSTa U ce JocTura 4O NnepcoHanuavpaH AmsanH 3a
KOHKpeTHaTa opraHudauus. CpaBHeHMETO C YHKUUUTE, KOUTO npouecute OT
pasgensT ITIL Service Design nanbnHasar, nokassa Ye pasgensT ITIL Service Design
dyHKLMOHANMHO MOXe Aa B3anmogenctaa c ropensdpoerHnte asm or TOGAF.
Opportunities and solutions e cdasa ot TOGAF, kosiTo oTroBaps 3a ToBa fga 6baar
pasrrnefaHu pasfiMyHUTe BapuaHTU 3a NOCTUraHe Ha ueneBata (KpanHa) apxXuTekTypa;
[a ce pa3genu npoekta Ha hasu u aa ce naeHTudumumMpaT NoBTapsLWnTe ce eneMeHTn
(3agayn, 4vactM OT 3agayv); Aa Cce nnaHuMpaT KOHKPETHUTE MPOMEHu Mo
WH(popMaUnoHHaTa cpefa Ha opraHusavsTa/npeanpuaTMeTo M ga ce u3cnegsa
TSAXHOTO OTpaXkeHWe BbpPXY pyTMHHATa paboTa Ha cnyxutenute; Aa ce uacnensaTt
pasnuMyHuTEe onuumn 3a BHeapsaBaHeTo. OT cTpaHa Ha ITIL Te3an aencreus ca sacTbneHn
B ABa pasgena — Service design n Service transition.

Migration Planning asaTta, 3aegHo cbC cnegpawute ase — Implementation
Governance u Architecture Change Management wusnbnHsaBaT QYHKUMM MO
nnaHMpaHeTo, BHeApsiBAHETO M oOHoBABaHeTO Ha npoaykta. OT rnmegHa Toyka Ha
pamkaTta ITIL, T ycnyrata CcbLO Ce Hy)Xaae OT Te3n CTbMNKU B XXU3HEHUS CU LMKBbI.
CbrnacHo HanpaBeHUAT aHanua, Te ce U3nNbHABaT OT rnasaTa Service Transition.
fOpHUTE pascbxaeHust Mmorat ga 6baaT NpoBEPEHN HA eAuH YacTeH cryvan camo 3a
ITIL — [50].

4.3.2. Bropn etan - KOMyHuUKauuma B uaeHTUUUUpPaHUTE
OOMUPHUN TOYKHN
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3a pa 6baaT HanpaBeHU KOMYHMKALVMOHHN NPOTOKONM MeXAy 3aabihkKeHnsiTa B ABeTe
pamKku, NbpBOHavaTenHo we 6baat onpeaeneHn 4ONMPHU TOYKN HA HUBO PORA Mexay
ABete pamkn. OnpegensiHeTo € U3BbpPLUEHO NOCPEACTBOM aHaNM3 Ha U3TOYHULNTE:

- pokymeHTauusa Ha TOGAF Bepcus 9.1. T cbabpKa onnucaHMe Ha ponuTe B pamMKaTa,
KaKTO U TEXHUTE 3a4b/PKEHUSA N HMBA HA KOMMNETEHTHOCT 3a BCSIKO OT TSX;

- fokyMmeHTauusa Ha ITIL Bepcusa v.4. T cbabpxa 3aab/DKEHUS HA OTAENHUTE ponn B
pamkaTta, cucteMatmampaHu no rnaswu.

CamuaTt aHanusa e ocbLUEeCTBEH Ha 6asa ycTaHoBEHUTE gonupHu Toukn mexay TOGAF
ADM uumkbna n ocHoBHUTE rnasu (npouecu) Ha ITIL — BX. npeaHaTta To4ka.

LLle neMoHCTpMpame TO3M NoAX04 Ha MbpBaTa AONMPHA TOoYKa:

| Preliminary phase (TOGAF) | Service strategy (ITIL) |

3a uenute Ha aHanuaa e mnsnonssame gecdvHmumnte Ha TOGAF n ITIL 3a oTroBopHM
ponn/genHoCcTn, KakTo 1 nanckBaHusta Ha The Open Group, KOATO opraHu3aums e
cb3gana n nogavpxa TOGAF [The Open Group — TOGAF. http://www.opengroup.org/]
—BX. Tabn. 4.2.

Tabnuua 4-2 Huea Ha HeobxoaumnTe ymMeHus 3a Bcsika ponsi cnopeq The Open
Group - [http://www.opengroup.org/]

Architecture Enterprise | Enterprise Enterprise Enterprise Enterprise Program/

Board Architecture | Architecture| Architecture | Architecture | Architecture | Architecture Project IT
Roles Member Sponsor Manager | Technology Data Applications | Business Manager Designer
Generic Skills
Leadership 4 4 4 | 3 l 3 3 I 3 4 1
Teamwork 3 3 4 4 B 4 R 4 4 4 2
Inter-personal 4 4 4 4 4 4 4 4 2
Oral Communications 3 3 4 4 R 4 4 4 2
Written Communications 3 3 - 4 N 4 4 3 3
Lo 2 2 B 4 B 4 4 3 3
s agement 7 3 2 3 N R E 2 2
Risk Management 3 3 B 3 | 3 - 3 [ 3 B 1

Service Strategy

- Business relationship manager

Ponsta HaAmMa npenokpuBawm ce oTtroBopHoctu ¢ TOGAF ponu, nopagu
aeduHnumata, 4Ye TOGAF nognomara cb3gaBaHETO Ha  MH@OpMauMOHHaTa
apxutektypa. 3a Tasu ITIL pona koHcTatmpame, 4e Hsama HeobxoAMMOCT OT
n3paboTBaHe Ha KOMYHMUKaALWMOHEH NPOTOKOIT.

- Demand Manager

Ha 6a3a aHanu3 Ha nanckBaHusTa KbM Tasu pons, noctynupame, Yye Demand manager
TpssbBa pa koMmyHukupa cbc crnegHute TOGAF ponu, 3a pga obpaboTsa
apxutekTypHuTe Hyxau: Enterprise architect manager, Enterprise architect technology,
Enterprise architect applications.

- Financial manager

Ot ctpana Ha TOGAF HaAma koHKpeTHa gybnupalia pons. YnpasneHneTo Ha bogxeTa
B6uBa KoHTponupaHo oT Project/Program Manager, kKaTo CbLieBpeMEHHO BCsKa efHa
pons B TOGAF nma BMCOKO HMBO Ha OTrOBOPHOCT 3a AeUHUPaHE M KOHTPON Ha
6ropxkeTta. OT cBos cTpaHa ITIL npenopbyBame, Ye (PUHAHCOBUAT MEHUIKBP TpAbBa
Aa 6bae 3ano3HaT ¢ PUHAHCOBOTO U3paXKeHUe Ha B3eTOTO apXUTEKTYPHO peLLeHne U
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[a MOXe [a JaBa CTaHOBMLLE MO BpeMe Ha Mpoueca 3a B3eMaHe Ha apXUTEKTYPHU
peLleHus.

- IT Steering group

ToBa npegcraBndsa rpyna oT posiv U CRYXUTENU, KOUTO OTroBapsAT 3a Cb3daBaHETO
Ha cTpaTernsta 3a pasBuTME Ha WHMOpMauuoHHaTa cpefa B komnaHuaTa. B
AONbIIHEHME TpynaTta peBusnpa WUHGOPMAUMOHHUTE LUenu, 3a ga noTBbpAan, ve Te
noaabpxaT BusHec Lenute Ha koMnaHuaTa. Tasn geduHnumna obxealla ronsama yact
oT uenute Ha TOGAF. lMopagu TOBa, nNpuM TasuM B3aMMOBPbL3Ka Ha npouecu
3acTbnBaHeTO € Han-ronamo. CnegoBaTenHo, Ma Han-BUCOK pUCK OT aybnupaHeTo
Ha 3agauun, u/vnn 3aTpygHeHUst Npu B3eMaHeTo Ha pelleHns. Tbi KaTo cTaBa Ayma 3a
ronama rpyna oT ponu, Hue npenopbyBamMe KaTo emMeKTUBHO pelleHune 3a
paspewaBaHe Ha npobnema obeguHsBaHeto uMm. OT ctpaHa Ha TOGAF,
ayonupawuTte 3agbikeHusi/ponn ca: Architecture board member, Architecture
sponsor, Enterprise architecture manager, Enterprise architect data, Enterprise
architect applications, Enterprise architect business.

- Service Portfolio Manager

TOGAF He 3acdra TemaTa 3a MeToAukaTta, MO KOATO AadeHa ycnyra we 6bae
nogabpaHa n nopaam Toea 3a Service Portfolio Manager He cbLiecTByBa CbLLECTBEH
PUCK 3a MpEenoKpMBaHe Ha 3a4bJPKEHUSA C KOATO U Aa e oT apyrute ponn B TOGAF.
Bbnpekn TOBa, npenopbYBamMe Cb3gaBaeTo Ha katanora oT Service Portfolio
Manaager aa 6bae nognomorHato oT Enterprise Architect Technology, Enterprise
Architect Data n Enterprise Architect Applications.

- Service Strategy Manager

Ponsita e oTroBOpHa 3a Cb3daBaHe Ha cTpaTterus Ha ycnyraTta. [punoxuma e, koraTo
IT Steering Group uma Hyxga ga 6bae nognomMmorHata B no-ronemu opraHmsauuu. B
TO3M CMUCBII, HME npegnarame Ts ga 6bae obeamHeHa B IT Steering Group. Korato
TOBa He e HanpaBeHO, TO NpenopbYBaMe AencTBusTa Ha Service Strategy Manager ga
6baoat cbrnacyBanu ¢ Enterprise Architecture Manager B TOGAF. KoHcTtatupame
obaue, 4ye Tasu OBOWMKA pPONM MMa BUCOK PUCK OT MPUMNOKpUBaAHe, Tbi KaTo u ABeTe
OTroBapsT 3a CTpaTernyeckoTo nnaHupaHe. CnegosartenHo e gobpe 1 B To3n criyyan
aseTe ponu ga 6vaat obeanHeHn ot npodun ¢ no3HaHma B ITIL unn TOGAF.
FopHUTE pesynTtaTtu ca 0600weHn B Tabnuua 4.3. [JlobaBeHa e 1 KONnoHa, B KOSATO CMe
NMOCOYMNM CTENEHTa Ha pucka OT NPUNOKPUBAHE Ha onepaumm Unu 3agbikeHus.
Tabnuua 4-3 KapTta Ha ponuTe B gonupHarta To4ka Service Strategy (ITIL) -
Preliminary phase (TOGAF)

ITIL TOGAF Puck ot
npUNoKpMBaHe Ha
3aAbIKEeHUA

Business relationship He cbuwectByBa Hama

manager npenokpueaHe

Demand Manager Enterprise architect Hucka

manager, Enterprise
architect technology,
Enterprise architect
applications
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Financial Manager Project/Program Manager CpegHa
IT Steering group Architecture board member, | Bucoka
Architecture sponsor,
Enterprise architecture
manager, Enterprise
architect data, Enterprise
architect applications,
Enterprise architect business
Service Portfolio Manager | Enterprise Architect CpegHa
Technology, Enterprise
Architect Data n Enterprise
Architect Applications
Service Strategy Manager | Enterprise Architecture Bucoka
Manager

4.7 3aknroveHune

B yeTBbpTa rmaea ca pasrnegaHn Bb3MOXHOCTUTE 3a MHTErpauusi Ha CTpPyKTypHaTa
UT ounbnuoteka ITIL ¢ apyrn CTpykTypHM pamku. 3a uenTta e n3bpaHa CTpyKTypHaTa
pamka TOGAF, Tbih1 KaTo TOBa € Han-4ecTo n3non3BaHaTa KoMOMHaUMA B NpakTMKaTa.
Hokato ITIL ce rpwku 3a npeanaraHeTo Ha Oo6pM MpakTUKM 3a noggbpXaHe Ha
cuctemHarta ycnyra, TOGAF npegnara craHgapT, KOUTO Aa NoaabpKa CMCTeMHaTa
apxuTekTypa, npegocTassia Tasum ycnyra.

lMpeonoxeH e onepatMBeH MoOAeErN, Ha OcHOBaTa Ha KOWTO ce feduHupar
AonupHUTE 1 npunokpusawm ce Toukn mexay ITIL 1 TOGAF, nocpeactsomMm KouTo ce
ocbllecTBABa UHTerpauusita. B mogensT ca nanonssanu sepcus v.3 Ha ITIL n Bepcus
v.9.1 Ha TOGAF.

MpeonoxeH e metoq 3a uHTerpauus Ha asete pamku ITIL n TOGAF npu
TSAXHOTO CbBMECTHO M3rMon3BaHe B opraHm3aummTte. MetogbT e aByeTaneH. Ha nbpsu
eTan ce uaeHTuduumMpaT JONMPHUTE TOYKU Ha ABETE paMKu Ha HMBO Ha npouec. Ha
BTOpPM eTan ce npaBn KOMYHUKaUMsTa B AOMUPHUTE TOYKM Ha HMBO pons. 3a Bcsika
AOMVpHa TOYKa Ce MnpaBu KOHKPETEH MPOTOKOM 3a KOMYHMKauMsa 3a BCAKa pons.
MpeanoXxeHnAT MeToa € yHMBepcarneH 1 MOXe a U3Non3BaH 3a MHTerpaumst Ha apyru
CTpyKTypHM LT pamku. M3nonssaHeTo Ha TO3M MeToA npefoTBpaTsiBa PUCKOBETE OT
NpenoKkpuBaHe Ha 3a4b/MKEHUS NPU KOUTO B pe3ynTaT Ha HeJocTaTbYyHa KOMYHMKaLmMs
AageHun 3agayn morat ga 6baat ayonupaHu (aBama YoBeka BbpluaT BbpluaT egHa u
Cblua 3agadva 6e3 aa 3HaAT eauH 3a gpyr).

MpeanoXxeHNAT MeTo4 3a WHTerpaums € AeMOHCTpUpaH 3a NMbpBa [ONUPHA
TOYKa OT NbpBO HMBO Mexay ITIL n TOGAF:

| Preliminary phase (TOGAF) | Service strategy (ITIL) |
3a Tasu To4ka ca yctaHoBeHu 6 ponm B ITIL n 8 ponin B TOGAF, 3a kouTo ca HanpaBeHu
CbOTBETHM NPOTOKONN 3@ KOMYHMKaLMA. B Te3n npoToKonu e yCcTaHoBEHa CTeneHTa
Ha pucka oT npunokpuBaHe. 3aAbiKEHUATa Ha OTAENHUTE PoNu ce pasnpenensTt 3a
nanbnHenme npe3 ITIL nnn TOGAF u4pes Ttabnuua Ha oTroBopHocTuTe RACI
(Responsible, Accountable, Consulted, Informed).
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3aknryeHue

AuncepTaunoHHUAT TpyA pasrnexga oCHOBHM NpobnemMun, CBbp3aHn ¢ BHEAPSABAHETO U
eKcnnoaTMpaHeTo Ha HaW-4eCcTo M3non3BaHaTa pamka 3a BHegpsiBaHE W
ekcnnoatauma Ha UT ycnyrm — ITIL.

Ha nbpBO MACTO, TOBa € 3ajayaTa 3a MNbpBOHaA4yanHo BHegpsiBaHe Ha ITIL B
opraHmsauuuTe. Kakto € n3BeCcTHO, He CbLLECTBYBAT NPENOPbLKM U NOAXOAM 3a TOBA B
AokyMeHTauusaTa Ha ITIL CbLieBpeMeHHO Npy ronemu opraHn3asmm ToBa HHegpsiBaHe
CbBCEM He e TpMBMarnHa 3agaya, KoOATo Ce YCIOXHSABa U OT TOBa, Ye paboTHUAT npoLec
He TpsbBa Oa ce Hapywasa. Bcuuko ToBa npaBu BbnNpoca 3a npasuneH msbop u
nnaHuMpaHe Ha KoMnoHeHTuTe Ha ITIL MHOro BaxeH. To3m BbNPOC HE MOXe Aa 6bae
peweH edekTnBHO 06e3 n3non3eBaHe Ha CbBPEMEHHW METOAM 3a noarnomaraHe
B3EeMaHETO Ha pelleHud. [peanoxeHn ca Mogen U MeTo 3a rpyrnoBoO B3eMaHe Ha
pewweHna 3a nogbop Ha ontumaneH Habop ot ITIL npouecu.

Ha BTOpO MsACTO, TOBa € 3ajayaTa 3a BHeOpsiBAHETO, KadecTBOTO WU
NpPoOu3BOOMTENHOCTTA UM  CBbp3aHUTE C TAX  KNHOYOBM  MHOMKATOpPM  3a
npounssogutenHocT (KPI — Key Performance Indicators) Ha npouecuTte 3a ynpasneHue
Ha ycnyrute, cebp3aHu ¢ IT B opraHnsauuute. lNpegnoxeH e nogpobeH Habop oT 18
KPI nokasatensa (kputepun) 3a nsbpana ycrnyra (enekTpoHHa nowia), rpynupanm B net
rpynu. MNMpeanoxeHa e mMeTogonorus, nonsealia rpynoBo B3eMaHe Ha peLleHus 3a
OLeHKa yMecTHocTTa Ha npeanoxeHute KPI nokasatenu. Tasnm metogonorns e
AeMOHCTpupaHa Ha pearneH npumep (Case Study). NMpegnoxeHata MeTogonorns Lwe
NMO3BONN Ha YNpPaBIIEHCKUSA OTAEen B FONIEMW OpraHM3aumm ga mma CTPYKTypupaH
noaxof 3a nsbunpaHe Ha noaxogdawm KPI nokasatenu 3a nasmepsaHe Ha busHec uenute
cwu.

Ha TpeTto mscTOo, TOBa € 3agadaTta 3a CTUKOBaHE Ha HaW-4ecTo M3nofi3BaHaTta
CTPYKTypHa pamka ITIL ¢ pgpyru CTpPyKTypHM pamku. Haun-yecto wmsnonssaHuTe
KOMOVHaUUK OT paMKu 3a ynpasrieHne Ha nHgpopmaumoHHn cpeam ca ITIL — TOGAF.
[lBeTe pamkm He MmoraT ga ObaaT WMHTErpupaHyM 4Ypes3 CbLUeCTByBallM MNPOLECHU.
JlnnceaT meToan 3a WHTEerpaumsl, KOeTo BOAW OO0 HeedEKTMBHOTO MM CbBMECTHO
nanonssaHe. [peanoxeH e onepaTuBeH Moern, Ha OCHoBaTa Ha KOMUTO ce AeuHupart
AonupHUTE 1 npunokpusawm ce Toukn mexay ITIL 1 TOGAF, nocpeactsomM KoUTo ce
ocblecTBsABa UHTerpauusita. B mogensT ca nanonssanu sepcus v.3 Ha ITIL n Bepcus
v.9.1 Ha TOGAF. lNMpegnoxeH e meToA 3a nHterpauma Ha asete pamkum ITIL n TOGAF
Npun TSXHOTO CbBMECTHO M3MNons3BaHe B opraHu3aumnte. MetoabT € aByeTtaneH. Ha
NbpBM eTan ce wuaeHTUduuMpaT AONUPHUTE TOYKM Ha OBEeTe paMKM Ha HUBO Ha
npouec. Ha BTopn eTan ce npaBu KOMYHUKaUMATa B AONUPHUTE TOYKM HA HMBO POSsi.
3a Bcsika JonNMpHaA TOYKa Ce MpaBu KOHKPETEH MPOTOKOS 3a KOMYHMKaLMsA 3a BCSKa
ponsi.

CnucobK Ha I1y6J1VIKaLWIVITe KbM AOANCEPTAUNOHHUAT
TPyA
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