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MenapmenT Ha UT cepBucu

Menanpment Ha UT cepBucu

HacnoB Ha HACTaBHUOT MPEAMET .
pei IT Services Management

Kon ITMS02

CTyzmcxa nporpama anaByBaH,e BO I/IH(I)OpMaTI/I‘-IKI/I TCXHOJIOTHH

OpraHm3atop Ha CTyOUCKaTa IIpOrpama
(emuHUIlA, OMHOCHO HWHCTHTYT, Kateapa, PMHKN
o/11e)

CrenieH (IpB, BTOp, TPET LHUKIYC) BTOP

AxageMcka roJuHa / cemecTap

2 / neren 7. bpoj ma EKTC xpenuru 6

J1-p. 'onte ApMeHCcKH
HacrtaBHuk /1-p. bopo Jakumoscku
/1-p. Anactac Muries

HpeZ[YCJ'IOBI/I 34 3alIuryBambe Ha MPEeaAMETOT

10.

Henn Ha mpeaMeTHATa Tporpama (KOMITETCHIINH ):

[To 3aBprryBame Ha KypcOT, CTYACHTUTE ke OMaaT cnocoOHU fa:

- To I/IZ[GHTI/I(I)I/IKYBaaT JKMBOTHUOT HUKITYC 1 OCHOBHUTC Ha OCHOBHUTC IMPOLECH BKIIYYCHHU BO
ynpaByBameTo co UT cepBrcH, 1 KaKO UCTHTE c€ MHTETPUPAAT BO pearHu OusHuc Momenu Ha UT
CCPBUCH

- T'm upentudukysaar HaunHuTe Ha kKou VT 1 OM3HUCOT MOXKe J1a copaboTyBaaT 3a Mmoao0pyBame Ha
[EJIOKYITHATA IPOTYKTHBHOCT U e(pUKaCHOCT

- HayuaTt xaxo ga ro npeTBopar peakTUBHHOT oaHoc noMel'y T i KopucHHIIUTE BO IPOAKTUBEH OHOC

- I'm HayuaT xoHLenTUTE Ha yIpaByBawmeTo co UT cepBucu npeKy peanHu NIPUMEPU U COOABETHH
3aJa4u

By the end of the course, the student should be able to:

- ldentify the lifecycle and fundamental processes involved in IT Service Management and how to
integrate them into real life business’ IT service model

- Understand how IT and the Business can collaborate to improve overall productivity and efficiency

- Learn to move the reactive relationship between IT and users to a proactive relationship

- Learn ITSM concepts via a case study and related assignments

11.

CoaprxkrHa Ha TIpeIMeTHaTa IporpaMa:

MeHnayupame Ha peaHl CEpBUCH

- Bosen Bo MeHanupame Ha UT cepBucu

JKuBoTeH nukiyc Ha cepBUCH

- Bosen BO )XKMBOTHHOT ITUKJIYC HA CEPBUCHUTE

I'maBHM IPUHITUNN, MOAETH U KOHIEIITH

- Bosen Bo rmaBHHTE NPUHLIUIN, MOJENN U KOHIETITH
Konuenru, ynoru u GpyHKINH

- Crrpareruja 3a cepBUCH

- uzajH Ha cepBUCH

-  3meHna Ha cepBucu

- (DUHKIUOHUpAkE HA CEPBUCH

- KonTnaymnpano nogo0pyBame Ha CEpBUCUTE
TexHo0THja 1 apXUTEKTypa

- ApXHTEeKTypH U TEXHOJIOTHH 3a yrnpaByBame co UT cepBucu

Service Management as a Practice




- Introduction to IT Service Management

Service Lifecycle
- Introduction of the lifecycle stages

Key Principles, Models and Concepts
- Introduction to key principles, models and concepts

Concepts, Roles and Functions

- Service Strategy

- Service Design

- Service Transition

- Service Operation

- Continual Service Improvement

Technology and Architecture
- Architecture and technology to manage the IT Services

Meroau Ha y4yeme:
e [peJaBama

e  BeXOW: AMCKycHja Oa3upaH Ha MPUMEPH, aHAK3a HA Pa3IMYHK aKTYCTHH U jJaBHO TOCTAITHH

pUMepH
®  JCTpaXkyBame BO paMKH Ha rpyIa
e m3paboTKa Ha MPOEKTH (CEMUHAPCKH paboTH) M HIBHA MPE3CHTAIIH]a

12.
L]
L]
e lectures
e exercises: group discussions on case studies, case studies analyses
e group work
projects
13. | BxymeH pacmonoxuB GOHI Ha BpeMe 6 ELITC x 30 gaca = 180 waca
14. | PacnpenenOa Ha pacroyioKUBOTO BpeMe 30+15+135 gaca
15.1. [[IpenaBama- TeopeTcKa HACTaBa 30 gacoBH
15. | ®opmu Ha HACTABHUTE AKTUBHOCTU Bex6u (;raboparopuckn,
15.2. jaymuropucku), ceMUHApH, THMCKA| 15 gacosy|
padota
60
16.1. | IIpoekTHu 3amaun
YacOBH
. 30
16. | dpyru ¢popmu Ha aKTUBHOCTH 16.2. | CamocTojHH 331291 qaco
16.3. | JJomamnrHo yueme 45
YacOBH
Hauun Ha onieHyBame
17.1.| TecroBu 40 6o110BY|
17. .
17.2.| Cemunapcka pabota/ npoekTt ( pe3eHTalyja: IMCMEHa U YCHA) 40 6onoBu
17.3.| AKTHBHOCT U Y4€CTBO 20 6o0BH
JI0 X 6ona 5 (mer) (F)
o1 X JI0 X 0o/1a 6 (urect) (E)
18, Kpurepnymn 3a onenyBame (06010BH Ol X 110 X 6ona 7 (cenym) (D)
OueHKa) o1 X 110 X 6oma 8 (ocym) (C)

0J1 X 10 X 6011

9 (neseT) (B)




oI X 110 X Obona 10 (mecer) (A)

VCIoB 3a MOTHHC W IToJarame Ha 3aBPLICH|

19. AKTUBHOCT HA YaCOBHU
HUCIIUT
20 Ja3uk Ha KOj CC U3BCJyBa HaCcTaBaTa MaKCJOHCKH, aHTI'JTUCKU
KBajuTeToT Ha HacTaBaTa, AaKTHBHOCTa Ha CTYACHTUTE W
[YCIICEIITHOCTAa Ha MPEAMETOT Ke ce CJIEAN BO TEKOT Ha LCIUOT]
cemecrtap. Ha KkpajoT om mpenmaBamarta W 3aBPIICHHUTE
CEMHHAPCKH WM HCTPaXyBauKH 3a/Jaqll Ke Owie W3BpIICHA
BaI0JDKUTEIHA eBalyalija Ha IPEAMETOT U IPO(PECOPHUTE.
21 MeTonx Ha cieneme Ha KBallUTETOT HA| A R yauu) pea pogecop
HacTasata The lecture quality, student activity and overall module impact
will be continually monitored during the semester. At the end of
the course activities the evaluation of both module structure and
its lectures will be performed.
Jlurepatypa
3a0JKUTENHA TUTEpaTypa
Pen.
. ABTOp Hacnos W3naBay T'onuna
Opoj
L Service Management:
Fitzsimmons, James A., and . g McGraw-
1. L Operations, Strategy,| ;. - 2006
22.1. Mona J. Fitzsimmons . Hill/lrwin,
Information Technology
Service Operations
Johnston, Robert, and Graham . P ; .
2. Management: Improving[Prentice Hall 2005
22. Clark ‘ .
Service Delivery,
3.
JononHurenHa nureparypa
IPe.
. ABTOD Hacios U3paBau T'oguna
0Opoj
222. |4
2.

3.




