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d9LEOMEIdOL  350gd0L dmdogdol Mm - CDST (Completion Dates
Searching Time)

5Q053056996Mm0 MHglmOLYdOL Qobsfoergdol oMm - HRAT (Human Recourses
Allocation Time) = STET+NTP+EEFWT+TDAT

dbo65FgMm0oL/Lad3OHMgdBH™ gmbool {g3¢Mgdol dodobstg Lsddomgdol
dmdogdol ®m - STET (Search Time of Employees Tasks)

SbBOEO 53590900l 3M0MMOEGYBHJOOL Jobg3000 WSRO0l MM -
NTP (New Tasks Prioritization)

b5 FgMoL/La3OHMgdBH™ 4mbol 936900l Msz30LwRso Mgyl
39935b900L G - EEFWT (Estimation of Employees Free Working Time)
b5 FgM0L/Bo3MMmgdBH™  gmbol  §9309d0Lbm30L TG JO0O
©535¢90900L  2565Howgdol ®m - TDAT (Time for Distribution of
Additional Tasks)

12



12.

13.

14.

15.

db56539gMH0L/BodMMmgdBH™ gmbgdol Lodxmdsm dm - TWT (Teams
Working Time) = SCOTW+ICT+CTCE

153 Toml  3d0gdol/3MbEHMMMOl/Esbsmolbbgdol  ©hHm -  SCOTW
(Search, Control, Order Time of Work)

LodmPomb g gdol cdm - ICT (Issue Complete Time)
8cdb3o69dgmab/gmbool §936M9dmsb  3mdmbozsgool M - CTCE
(Communication Time with Customer and Employees)

dbomFgMm0L  3MM3gLOL/LI3OMYIBHM  BIbIOXJOOL  MoMmEabmds -
QSPC (Quantity of Support and Projects Costs) = COHW*TWI

1 Bo50ob LM Toml VoMYdMEgds - COHW (Cost of 1 Hour of Work)
1530bgdoL  MO5MEYbMds, OMIGdoE  PoI300HI6  IbMMIEOEIb
(Closed) - “bggmobems 4o0blbs“ (Reopened) LGodml®bg) — RI (Reopened
Issues)

b530bgdol g gdol X930 Mm - TWI (Time for Working on
Issues)

b5 F9Mm0L/Bo3OHMgJBH™ 35009d0L 3MbEHMMEol ®m - CTD (Control
Timelines and Deadlines) = ST+SID+ATD+UTD

b5300bgdol dmdogdols e - ST (Searching of Tasks)

0530093003900 35009008 dmdogdool G - SID (Searching of Initial
Deadlines)

Logombgdbg 3500900l  sbsewobol @m - ATD (Analyzing Time of
Deadlines)

Lo30bgdHg 3500900L 2obsbergdol ®m - UTD (Updating Time of
Deadlines)

dbs653gM0oL/Lo3MMgdBH™  4bgdol  30symxzogdol mbg - TSL
(Teams Satisfaction Level) = PFE vs NFE

360l 9361900l doge LsdMdosm 3OHMEgboL 3mBoGoMGo Tgxzoligdgdol
1399353006900l Grom©qbmds - PFE (Positive Feedbacks of Employees)
3160bL §930900L doge Lodmdom 3MMEILOL bgAsGHOMEMO T9gx35L9d9d0L
399353806900l Gom©qbmds - NFE (Negative Feedbacks of Employees)
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bg0mm  ImEgdeo  3OHMOMgdgdol  aosFMol  BoBbom,  Qosbscrobs
M6960bogool  IT  bgM3zoLgdol s  Mm3gMo30900L  JoGmM3oL  3GMMEgLO
©IAHOME5©, ML 999953 IMoLobxs 3MMdEGIGd0L 25oFMOL bgsslibgs
abgo0, by FgodBs  mMasbobsgos  “X’-olomgol 056589000 M39
3900MOMEMYR0930 s 39JbMmwMP09d0 s IMbEs Jomo bIMAZs.
30639  93s3bg dmobobxs ITIL dgomEmemyosbg dmeygdmwo Manage
Engine Service Desk Plus ULob#gdol ©obgags, ®mdwol  gobawgddos
396bmM 309 s bbgoabbgs byFomm LolGgdMMo 5dGH03Mmd9d0, 39MHdME 30:

*  ©5350bLES0Mgm, IM35dD5Y0 s Jodmgzobowgm LoliEgds

e 256bm®E09ws LoLEGHYIOL 3MbBOYMOSF0S/BMMYIOS

e 256bmOmEogws M6560bs30Mwo ©9GHO900L 9ol
30683045300

e 256bmGmE0gws 9mdbdoM9gdegdols domm30L dmYerols
3Mb6%53039965(309-56gM35

o 256bmOEogwEs  ABIM©OFIOHOL  LobBHGIolb  FMGYJIOL  FMEEOl
3Mb6x304M5300

*  256bmOE0gws 06300963 JI0L/LYM30Lwo  BMmmMBM3bgdoL  FsGr30l
9ol 3006830y MM0309-69M3s

e 256bMME0gW s 3MMdWYIJOOL s (33C0EdJOOL FoMM30L IOl
3Mb653047965(305-56gM35

o 256bmOEogws  LYM30LgdolL  3oBOMyol  FoGmM30L  IMUYEOl
3Mbx30amM5(305-sbgMa3s

e 256bmdEogw©s  36MHMgdBHgdol  FoMm30L  dmEEol  3MbRoYMMOE0s-
269639

e Jobgs35 0doby, MH@I LobEgdsl 5943 M93MEOEHIOOL  Homdmgdol
doebg IM935¢0xBIOMZ560 Fodmbgdo, B39l dgdmbggzedo LoFomm
3obs  3OMYMm30Md0L  gegdgb@gdol  asdmygbgdom,  dgBo©
3650 @03Memo  M93mMOHGHJdol  Jgddbs, MHMI w39  dmy39bobs
dbsM©oFgMol  ambool (936900l Bogh  sbsxmwo  OHMIOOL
99x30Lgds, S @OMLYE  ABbMOE0gwEs  dmbszgdms  BsBOIB

14



©bBIOXRMO  Bs50gdol  M93mOGHOL  sdm@obs, ,New Query Report”

0MbJaool  obdoMgdom s 9090  3OMAMMOo

399myg9gbgdom (ob. bobsbo 2).
.. |

e shg

SQL Query for the Report - @sbof o bssmgdo 2

SELECT wo.resolvedtimeVB as "Time Resolved", wo.workorderid AS "Request
ID*, CONCAT(asignee first_name, "', asignee last_name) AS "Assigned To",
sd2.statusname AS "Request Status”, rtd.name AS "Request Type”, scd.name
AS "Subcategory", td.taskid AS "Task ID", CONCAT (aaau first_name, '’
aaau.last_name) AS "Owner", sd.statusname AS "Task Status”, td.title AS "Task
Title", TO_TIMESTAMP(1d.scheduledstarttime / 1000) AS "Task Scheduled Start
Time", TO_TIMESTAMP(td scheduledendtime / 1000) AS "Task Scheduled End
Time", TO_TIMESTAMP(td actualstarttime / 1000) AS "Task Actual Start Time",
TO_TIMESTAMP(td.actualendtime / 1000) AS "Task Actual End Time”,
1d.estimatedeffortdays » 8 + td.estimatedefforthours +
td.estimatedeffortminutes-float / 60 AS "Time Spent On Task (In Hours)",
woToEstimate.estimatedTime AS "3magsfgbols o (bo)",
woToEstimate.estimatedTime - spentTimePerWo. Time Spent” AS "ascosbess”
FROM (select *, substring(to_timestamp(resolvedtime/1000):text, 1, 7) as
resolvedtimeVB from workorder) AS wo LEFT JOIN WorkOrderToTaskDetails AS
wottd ON wo workorderid = wottd workerderid LEFT JOIN TaskDetails AS td ON
wottd taskid = td taskiD LEFT JOIN StatusDefinition AS sd ON td statusid =
sd.statusld LEFT JOIN AaaUser AS aaau ON td.ownerid = aaau.user_id LEFT
JOIN WorkOrderStates AS wos ON wo WorkOrderld = wos WorkOrderld LEFT
join statusdefinition as sd2 on wos statusid = sd2.statusid LEFT JOIN
subcategorydefinition scd on wos.subcategoryid = scd subcategeryid LEFT
JOIN aaauser asignee on asignee user_id = wos ownerid LEFT JOIN
requesttypedefinition rid on wos.requesttypeid = rtd.requesttypeid left join
(SELECT wo.workorderid, wof.udf_char14:Float as estimatedTime FROM
WorkOrder AS wo INNER JOIN workorder_fields as wof on wof workorderid =
wo workaorderid where wof udf_char14 <> " and not wof.udf_char14 like "% %)
as woToEstimate on wo workorderid = woToEstimate workorderid left join
(SELECT wond.werkorderid, Sum(td.estimatedeffortdays = 8 +
td.estimatedefforthours + td_estimatedeffortminutes :: FLOAT / 60 ) AS "Time
Spent” FROM workordertotaskdetails AS wottd inner join taskdetails AS td ON
worttd.taskid = 1d.taskid group by workorderid) spentTimePerWo on
wo.workorderid = spentTimePerwo.workorderid WHERE wos.categoryid = 1501
ORDER BY wo.resolvedtime desc, wo.workorderid desc

Bobsbo 2.

3M™©ob

330930l 3OmEqldo  gsdmo3zggms, Mmd Manage Engine Service Desk Plus

LobGHYdob  3MMmgdBHgool dsmmzol Mo bLEOMWwsE 3960 fyz9ds od
36MHMdEgIgOL, MHMAWO03  MmMRsb0BoEosL  3Jmbos  3MMgdBgool  Fsem3zol

3Moboo.

36Gdgdgdo,

d9d9gp0:
4393306092900 Bo3wdomb s293930L M3EGH00BIE0s s 3MBGHMMEO

OMIWado3 390 390FMHs  90bodbmo  LolEgdoom,

9090bs6g GqLaliOEgdge BsgombgdbHg dmdbowro bgwgzs

15300bgd0L ILEIEMLYdS Imgbos

360m9d3do, 0995GHIM0 096M5MJ0eo Mmbggdol b3wgdMds

dmgdboro MHg3memEobyo

369d@ob FMowwdo MBwgdgdol Jomm30L oMo Bxbdsgombswo
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©oMBgbowo,  49oLOFMIO  3OMIYINO0EIL  498MIEObIMY, oY
360M9d3H9gdol BomM30L 3MPbom ©sdsEHJo0m0o LoLEIoL IMBOb)35/95mygbgds,
3903 99 s Bb3s sMlgdMe 3MIMdEGIGOL 255 FMHOS.

dm30d0gm  3MMgdBHgool  FsMmmM30L  3MMbom  Y39wsbg MMM ©
3990yg9gbgds0o doaMIgdo s LoLEBHIIYdO s FgoMbs Agile BMHGOIZMOJJOBY
dmMpgdveo, Atlassian-oll 3GMaMsdMwo MHOHMblgwymazol LobGgds - JIRA
Software, ®mdgwog Jdmdbowos®  FMbdsombomgdl, MmamGE  doBbYL-
360m9d3Hgodol Fomrm30L 3mmbom, 51939  3OMYGMITMYo  MBOMB3gEYmROl
36MHm9dGHgdol  990mbgzgzsdo, Fglodsdobo  gobbmeiogmrs  Agile  (Scrum)
RM90d3mOHJoll  sbgM3zs, Scrum  vMOL  3OM3gLYdOL  JoMIM30L  Y39WsBY
33N BMgodzmedo,  MmIgwlsg  od3l  Logmomo®o  doymds
369d39gdol Jserm30L 3OrMELTd0 sOLYdME y39es 600X BY.

JIRA-Lb 3606989 mBOMB3geryma3sdo, gohm-9ho  960d369crm3zsb o
390dmgds  00g3sl  3MMgdBHoL  FoemM30L  BMBELTIDEHIwMe  LoFomm
2B9d30MbsE M Boffols omdmoygbl L3MOBEHGBOL bofiowro.

5939 2963050@Mm, GMmI L3MOBGHO ML  MYYMMIMMEo, 9BTgMEmgdoMO
LodmBom (30300, GMIGol  EOMLSE  LBOMEEYdS  Bsdwdom  3MM9dEoL
39bLoBE3OMEo bsforo s dmoEsgl 2-4 33060056 Lglosl. L3MObEOL ymggw

Lgbosl 3mY39ds goblobrzmmwo 3HmEgLgdo (ob. bobsbo 3).

Stakeholder L
requirements ﬁl

Release /‘J

< _4

The Sprint Process

Bobobo 3.
13G06EOL RJAIZ0L 9JAHO3BY FoboLsDBPIMYDs YY) S 363M 9GO bHFMTsM
by IguemerEgl 98 L3MOBEHOL F0dEObsMYIMBOLLL.  oagad30L  Lglogdo
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0ymxs MO0 G030l 99b39Mme: ,M5“ s ,OHMEMO, FgbodEgdgEr0s MOOZY
99b390060L 9O BoGOMGdS.

1B3M06EOL  obBogErMdsdo Ladmmgddm awbwol {93l Tgbodegdermds sd3L,
dsbBg  B0BogMgdme  Lygombgdbg T35l LEHsGHNMLYdo,  LB3MObEA0
dm399Mwo LEASGHLYdIOL Fglodsdols, 58 Jgdmbgggzsdo: To Do, In Progress,
Done.

1B3OObGOL  LsdMswgdom  3OmgdBdo  Bsmme  g3zgms g3l Jgmdeos
6990L30gH ML Fgo8mFAML Mo LESGHMLO g3l 3Mmb3MYBH™ME O35 DIl o
51939 39936ML ©35¢900L Bbgs GGl (0b. Bobsbo 4).

| © P Active sprints fow ©

8

LrED

2 1@

Bobobo 4.

330930l 50bodbmE  9BHe3by  gobbmGEogws  Jira Software-oll  olbgomo
2B9d30Mbse M0 998963 900L gobbogs-sbgMazs, HmymMgdoEss: Backlog,
Active Sprints, Releases, Reports, Issues, Components, Epics, Project Settings,
2obbm®Eoges Jira Software-ol 0b@gaMo3os Gmamei SMTP Lgmgg®msb,
5b939 AD (Active Directory)-Losb.

399306569 040sb, HMI FbsMFIMOL 3OHM3EgLOL JosMmM30Lsm30L dgoBs
Service Desk Plus Loli@gds, boagrm 30mgd@gdol ds@mgobsmgol Jira Software,
9839JAHMO®BOL TgxsL9d0L 3561599BHMIO0L sBsoBol 99y godmozzgms, MHmA
LoFoMM 0ym 58 MO0 LoLEBHIIOL 0bEJYMOE0s, BBLOE FIBISOOMIYOL ol god@o,
60d bdoMmos Bbgsolibgs Lobgdgddo dmd«dsgzg ymbgdl Lo o6 339v)wo
Loboll 063300l goggws LsdMdom 3OHMEgldo, slg3g 3MMgd@ol @sd39d0l
9393%g, OmEgLbsg  LadOHMgddH™  gmbo  0ofggdol  3MMgdEBol  AoodMYOL
dbs6H539Mm0L 260D, LyFoMMs Joo FmMol Imdbowro 3mdMbo3gszos.
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dm3gdmo  06@9aMoEool  930WgdEMds 03390090  29b6LsIMmEgdom
360Hm9dAHoL 9933990l 9909y Go-Live  Support-olb o6 36HMy65300

MHOMDb39egma3ol  LobFgdol  Ggoe  Lodwmdom  oMgdmdo  bgM30L
990p™d, dbsOFIMOL  9BS3DY, 5 OMLsE  LosFomms  FbsMsF Mol
L5300bgd0 BMIbIsMYdol FbHOEB F9gdmz0al FBsGIsFJHOL LoliEgdsdo o
0 5006M03bmb, MHMI 33Jmbgl gOHosbo BBy, bmwm Fomo  AooFMHOL
36MHm3qldo dMbsfogmds 93segds ©sdbgMmysg, LadMmmgd@m mbool §936qdl,
05659, ULobsd ULOMEo@ dmbEads  Bs30mMbYdOL  45sdMYds BB FIOOL
316gdbg.  AbasgL  LoG¥sgosdo,  LsFoMms  FbomLF Mol  Lobgdosb
53590930l JEGR0MGds 36MMgdEgdol domm30L LobGgdsdo, MM dmbgl
3530 L3 Tom 3OM3gLT0 QomM35¢olHobgds s g gdol JAA3S.
B90mm 456b0 oI A59MIE0bsMY, 0b3HYAGMS305 FobbMM309©s 9990
d0BbMdM030 FH0gdol gomzs¢olfjobgdoo:
* 93590900l Y 9R0MJdS 9O LolEgdosb Igmemgdo
*  TJ9¢Ymd0bgd900l, LodEOL  BsbsHgmgdol, Bsb0d3bg00L, dgoegdol,
56O Bo0gdol S BMEHMYOOL 4og3Do3bs LobEYIgOL GOl
e M93mM3HJO0LS S B3B3 Lobols 0bEMEMTs300L Ao33s Lb3sLbIS
©™bols IbsrsFJMHOL XaIRIOLS s B3OMYJGH™M 3rIbEIOL TMGOU.
06@ 9365305  obbmM30gems  Service Desk Plus Lol@qdol ,Integrations”
BBMI05b (0b. Bobabo 5).

Bobsbo 5.

Service Desk Plus -sb Jira Software-do bszombol gwgao®gds (ob. bobsbo 6).

18



ServiceDeskPlus) A& & Problems  Changes  Solutions  Assets CMDB  Purchase Conwacts Agmin [ )

Bobsbo 6.
Jira Software-do dglsdsdolo 30Hmgd@ol Jomomgds (ob. bsbsbo 7).

Add to Jira

Bobsbo 7.
Jira Software-@sb 3m396@sM0L Lobom, 893Ymdobgdol goa®sgbs Service Desk
Plus@o (ob. bsbsbo 8).

rrrrrrrrrrr

Al Comments

Bobsbo 8.
030Lsm30L, ®MI 35093399m{jd9d06s, ©5dgbs 9B39IBWIOO 0gm 25bsbEgdmwo
IT LgM30Lgdol s M39M30900L FoMmM30L 3OMEJLO @S S LaMYJdGLO
Iy E b O960Bo30sl 05658906MM39 9900 ME™MR09d0L Qo
A9JbmEma0qd0l  ©obgMy3zed,  godmgoygbge  33¢930L sLsfyolbdo
d99m@obowo  989dGHWMOMdOL  Fgnolgdol  3oModgBH™gdo s  893513sLgm
29656 gdero IT LgeHz0L9d0L S M39Mo30gd0L Joerm30L 3OHMEgLO (0b. Babsbo
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9 s Bsbsbo 10), dmgsbobgom dobbg 330603905 @S F93500M90 ol dzgen

360 39LL 3063609GHwo Gobggdol/dgwgygdol/m3m393d06Mgd0L dsdmygbgdom,

Mo @OMLYE 299M0339000 49bsbgdmwo IT LyH30lLgdol ©s M3gMs309d0L

35630l 3OHMEqLOL by35Mm© 3MDoGHOMMO F99YAgd0 (0b.gbMowo 1).

sTt

3famgd@qdnb dafmamaza

IT nBysncegBEpbnb
mamngbnmdeyBafmomza
IManage Engine Service
Desk Plus-ols
AadmygBodnm

| byfznbmmn dmombmzEjonl

ammyiéon dgbebfrmmybdaemo
L gnobgdol ool (Backlog)
d7jd6e lira Software-nb
aodmygGybnm

'

JthmyJEnl aoadob 3pj06s oo
owndemanbol ymB&mmema
Jira Software-nl
gadmynbgboo

v

Lad@mmgddm gnboalk
Fa3M)bt] magsemyboonl
gebafomgba @o JmBEMmmmma
Jira Software-nl
gadmygGgbnm

'

Ladfmmaddm modmmBnbaal
Gofmdmyba lira Software-ob
aodmygGybnm

!

| Bhatgagqmol Mmool

T

[Esiudslughlsy Tl
ymnglnfgdae/Gamoga
Manage Engine Service Desk
Plus-nb ga@mugByboom

amndbnmyda/Bammas
Manage Engine Service Desk
Plus-nly gadmygBabom

& \
EMD

Bobsbo 9.
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agnmboh @agagy

Manage Engine
Service Desk Plus

fg3midabian

Bobobo 10.

#onemin Emengonh B gmgtdeb dihans

ofigols fofi

pafiencim badyBsmbols sy o

bnstng)dints dofi

mbemme

NG

3b®owo 1.

2933)& M mdob Bgo3abgdab 3aMmaBgd Mada

Momegbmds/@fm|

d39ema ITSM 3@magbo

3363bmgdmenn ITSM 3fmmaglo

Lafagdgenol

-

063036G1d0L/LyMm30lnme dmabm363d0b s 33tMomIdId0l
wannjLoMmadol fm - RSPT=WST+IPT+RT+PT+TST+TTPT

® bsgnoibol @sfamals @3 553B3360b @M - WST (Writing and Sending Time)

« bajnonbal sBB5320 @M - IPT {Issue Processing Time)

« bagnmbab 9o bagRom Boneym dstadn @aMgaabEfnfIdab @ - RT (Registering Time)

« bagnonbby 3nmeancyadnb Bnbaggdols cofam - PT (Prioritizing Time)

« bagnonbby BgBLimmIdannb Bmdngdal @fim - TST (Technician Searching Time)

« 3Abirgamgd enbongab badgBsmb gsagdnb @m - TTRT (Transfer to Technician for Performing Time]

1 3mabmgbs

303

3063

200l/byf30bnmo 5] ©a a3zl
fam - RMT=ICT+PT+FST
* baznob)d0b YR Mazdmym0b MM - ICT (Issues Collecting Time)
« 3f0mm0agE0b B0Bagd0s @ - PT (Prioritizing Time)
0 Lagnottg Facagdol B30l ofm - FST (Feedback Send Time)

10 Bmobm3bs

2560

8Gm

17 §or

w

Bmaba. 3 dofol @fmm - FTC=MWT+MST
® B)Bymd0Bd0b @afghnb fm - MWT (Message Writing Time)

1 8mabm3zbs

3063

1043

2063

« By EYmd0BY0AL 333360l MM - MST (Message Sending Time)

3 200 Beatanb 3B D6 bozab bagafm e - ECT=CTE+IRTTE
. 9 ot - CTE (Connecting Time to Employee)
» 0136388MmB g 0136 Layd Mol M - IRTTE (Issue Reviewing Time with Employee)

13mabmzbo

156Ga

568

1063

«

9mdbaafydegdob 38oymazammgdob mby - CSL=PF vs NF
 3mbndagfn Bgebgdadab fomegbmbs - PF (Positive Feedbacks)
« 695300770 Babd9dnb fram@)Bmda - NF (Negative Feedbacks)

100 3mobm36s

60 3mBoGonfo 3358ob3ds

92 3mBodanfn Bynsbade

323.8.

o

©m31826@2600b dmdagdab efm - DST=STPC+STE+STE

« 3fbmBagy® baFgdsm Jma3nEYAdn ddBal @Mm - STC (Searching Time in PC)

« gsdmaTs3Bo gan. By@ymdaByd]dB dgdBols i - STE (Searching Time in Email)
. 0 Bamnls @hm - CTE (Calling Time to Employee]

5 em3nd36&0

15 6o

1o

1450

Bbamgagafal bsgambal ab@mfnal dmdogdab m - TSSIHZCTC+CTE+STE
. 1009 mBazagnab efm - CTC (G Time with Customer)

- (06580FMBEI 0156 3mBbagopanh w@hm - CTE (Communication Time with Employee)

« 96m. BumboBia 4380 Bmdngdab fm - STE (Searching Time in Email)

5 Lagoobo

30 §oo

15

29 G

3

36589fmAgnydal 3ndEabfhy ©s35myddab 3mBGMmmol ofhm -
TCCTE=STT+STA+ETTLC

* 03 820l 8mdn)dnb oM m - STT (Searching Time of Tasks)

+ By8bfyangydengdab dmdogdob fm - STA (Searching Time of Assignees)

10 03633.
1 330605

10§

50 oo

. baByBam gngamab Bggabgdnb wfhm - ETTLE (Estimation Time of Task Life Cycle)

©

006238MmAenb Mo 3mB3MIG DM Eo3mIdaB) FnBomdab eMm -
WTST=ATT+CTT+STT

* bagombab 3Bamnbab @fm - ATT (Analyzing Time of Task)

* bagombab @37333)20b @M - CTT (Completing Time of Task)

+ bsgombals hsdsmdnls @mm - STT (Submitting Time of Task)

Ladnammm
bofornmab

1oy

30 oo

30

fig3mtaBoBaol fomdmydols fm - RGT=STS+TSA+TCS+CDST

« bagnmbdab dmdngd alb @fe - TST (Time of Searching Tasks)

« Bydbfnamgdangdab dmdagdol cfim - TSA (Time of Searching Assignees)

* bEadbydnb estybEgdab wm - TCS (Time of Checking Statuses)

« BbgEngdab 35@)d0l Amdngdols fm - COST (Completion Dates Searching Time)

@abafxnmo
bosongdol
fMa3mMdn ozal
JFomaon

30 5o

1500

295,

adnoBnfa MabnmLadab 3oBsfamadab efrem -
HRAT=STET+NTP+EEFWT+TDAT

+ Bbsacoadg ol ba3hmadam 536cab §a3mdab Bndenbsy bsdgdsmydnb Bmdngdol ofim - STET
(search Time of Employees Tasks)

« abagno @aE900b Bnb @300 @ - NTP (New Tasks Prioritization)

+ Bbssgnol/ba3nmagam gy6al fa3mdalb msgalyessmo My Ml By@sbydal @M - EEFWT
(Estimation of Employees Free Working Time)

- fafab/b 333m gaBeab fazfydabore 200 ©fim -
TDAT (Time for Distribution of Additional Tasks)

1P/1S gnbEo
1 330f0

4bo 3 10 §or

1o o 12§

2ben 58 for

boMeagdymob(S)/ba3mmyi@m(P) 3nbegdnl badpdam efMmm -
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ABSTRACT
IT services and operations management is a very actual and topical issue in the
modern world, as most of business organizations don’t have modern IT systems and
process management methods in place yet, but they have only services, that are
scattered, there is no proper description of services, also there isn’t any service
catalogue, also common environment and technology, where all services are
gathered and there is no proper methodology, modern approach for service
management.
It’s important to know at what stage the company is in this regard and whether is
ready to start taking modern steps in term of IT service management and to be at
the forefront of a competitive business market.
Companies often think, that their business processes are enough good, because they
have some statistical information, which shows that they don’t lag behind
competitors, however at this time, they don’t realize how much better and
competitive business processes they could to have with using of modern
approaches, methodologies and technologies.
More than 95% of companies don’t have a competitive advantage in the market,
that can be freely achieved with using of innovative approaches to managing IT
services. For the competitive advantage, there is necessary to ensure increased
productivity, reduced IT service costs, prompt respond to incidents, which means
increased customer satisfaction and business continuity.
The research representing in this thesis is about very famous business organization
in Georgia, specifically detailed analyzing and reviewing of organization’s problems
in terms of IT services and operations management, research also discusses the
optimal selection of modern and most used approaches and technologies and
further their deploying in the organization.
In the initial stage of the research, organization was using very old approaches and
systems the use of which caused a number of problems and many shortcomings.
The organization didn’t have any common system for describing a general state of

organization in terms of IT service management, organization didn’t have
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possibility to managing the IT services or looking at the general picture using of
various statistical reports. Organization didn’t have possibility to gather all
documentation (user manuals, procedural documents, project documents and etc.)
in one common system as for support group employees also for project teams.
Organization didn’t have any common system, where would be possible to gather
all requests and issues received from customers and after to manage its flexibly, also
there was very difficult to find out which employee works on which issue
currently.
Organization didn’t have any common system for project management, where
would be possible to managing the projects with its basic steps, deadlines, issues and
controlling general timelines.
In the thesis, there is discussed old business process in terms of IT services and
operations management of the organization, also identified specific problems, that
have hindered the business organization from advancing in terms of market and
gaining a competitive advantage. In the research, there is introduced efficiency
evaluation criteria, which are used to further evaluating the organization's updated
business process and the benefits gained from the deploying of modern
methodologies and technologies.
The paper describes the deploying of the Manage Engine Service Desk Plus system
adapted to the ITIL methodology and deploying of the JIRA Software system
adapted to the Agile frameworks, also in the thesis, there is given of the
synchronous using of these systems in the business processes and their integration
with the various components in terms of perfect functioning.
During the research, there was fulfilled following configurations/deploying in
Manage Engine Service Desk Plus System:

o Configuring/deploying of System Organizational Details Module

¢ Configuring/deploying of System User Management Module

o Configuring of System Support Customization Module

e Configuring/deploying of System Incidents/Service Requests Management

Module
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o Configuring/deploying of System Problems and Changes Management
Module

e Configuring/deploying of System Service Catalog Management Module

e Configuring/deploying of System Project Management Module, etc.
During of the research, there was also implemented configuration and deployment
of Jira Software System, methodological evaluating/using of its components.
As a result of the research, the positive results of the renewed business process are
revealed.
It is noteworthy that at the initial stage, the problems of the business organization
posed by us, in terms of IT services and operations management, the updated
business process was completely solved and brought very good results and benefits
to the business organization, both in terms of process improvement and more

efficient management, also in terms of time and finance resource savings.
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