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organizaciis sainformacio infrastruqturis  
avtomatizebis Tanamedrove meTodebi 

daviT gulua, gia surgulaZe, beqa uruSaZe, marina kaSibaZe 

saqarTvelos teqnikuri universiteti 

reziume 

naSromi exeba Tanamedrove informaciuli teqnologiebis umniSvnelovanes sferos - 

organizaciis IT-infrastruqturis marTvis avtomatizebis sakiTxebs ITIL-teqnologiisa da 

firma Microsoft-is produqt System Center 2012 Service Manager-is saSualebiT. 

ganxilulia sistemis agebulebisa da moqmedebis sxvadasxva aspeqtebi. 

sakvanZo sityvebi: organizacia. menejmenti. informaciuli teqnologiebi. ITIL. System 
Center 2012 Service Manager. 

1. Sesavali 

raoden paradoqsulic ar unda iyos, adamianis saqmianobis sxvadasxva sferos 
avtomatizaciam udavo sargeblis garda axali problemebic didi raodenobiT warmoSva. 
gamoTvliTi teqnikis da internetis ganviTarebam warmoebisa da biznesis „madis“ mkveTri zrda 
gamoiwvia. dRes Cven vcxovroT sazogadoebaSi, romlis globalizaciis done didi siswrafiT 
izrdeba. saqoneli Tu momsaxureba minimalur droSi SeiZleba iqnes miwodebuli dedamiwis 
erTi bolodan meoremde.  

am fonze nebismieri organizaciisTvis (warmoebis Tu momsaxurebis sferodan) 
mniSvnelovania Tavisi saqmianobis ara ubralod, aramed sworad avtomatizeba. es arcTu 
martivi saqmea, radgan nebismieri metnaklebad soliduri organizacia (saxelmwifo 
dawesebulebebi, bankebi, sadazRvevo kompaniebi da sxva mravali) sadReisod sakmaod kargad 
ganviTarebul IT-infrastruqturas flobs da mravalferovan, maT Soris onlain-servisebs 
sTavazobs momxmarebels. xSirad saWiroa sul mcire aTeul aTasobiT klientis momsaxureba, 
raSic asobiT da aTasobiT TanamSromelia CarTuli. amgvar pirobebSi, cxadia, organizaciis 
informaciuli uzrunvelyofis anu IT-departamentis TanamSromlebs (romelTa raodenoba, 
rogorc wesi, SezRudulia) regularurad sakmaod Sromatevadi saqmeebis Sesruleba uwevT. 
warmovadginoT mokled organizaciis is struqturuli erTeulebi, romelTac IT-
departamentisTvis Sesasrulebeli moTxovnebis miReba, daxarisxeba da ganawileba evalebaT: 

• klientebis satelefono momsaxurebis ganyofileba (Call Center) - klientTa 
moTxovnebis momsaxurebis struqturuli erTeuli. IT-departamenti qol-centridan momavali 
informaciuli nakadebis erTerT da ara erTaderT „samiznes“ warmoadgens; 

• momxmarebelTa mxardaWeris ganyofileba (Helpdesk) - IT-departamentis 
qveganyofilebaa (misi winaxazi), romelic Rebulobs informaciul moTxovnebs organizaciis 
yvela sxva erTeulidan, axarisxebs mas da anawilebs departamentis sxvadasxva ganyofilebebSi 
daniSnulebis mixedviT. 

uSualod IT-departamentis ZiriTadi amocanebidan SeiZleba davasaxeloT Semdegi: 
• sistemis administrireba (System Administration) 
• qselis administrireba (Network Administration) 
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• monacemTa bazebis administrireba (Database Administration) 
• momxmarebelTa mxardaWera (Support) 
• korporaciuli aplikaciebis mxardaWera (Application Support) 
• sakuTari programuli uzrunvelyofis (m.S. onlain-servisebis) Seqmna (Software 

Development) 
TiToeuli am amocanisTvis, rogorc wesi, IT-departamentSi calke struqturuli 

erTeulia Seqmnili. yoveli amocana Tavis mxriv SeiZleba daiyos uamrav qveamocanad, romlebic 
xSir SemTxvevaSi struqturuli erTeulebis sinqronul muSaobas moiTxoven. mTeli procesis 
sworad organizeba aucileblad moiTxovs biznes procesebis sworad dagegmvas da gamarTvas. 

2. Service Manager-is arqiteqtura da funqciebi 

SesavalSi aRwerili amocanis standartizebisTvis umniSvnelovanesi nabijebi gasuli 
saukunis 90-iani wlebis dasawyisSi gadaidga, roca didi britaneTis centraluri 
kompiuteruli da telesakomunikacio saagentos (CCTA) egidiT Seiqmna specialuri 
biblioTeka ITIL (Information Technology Infrastructure Library), romelSic IT-
infrastruqturis marTvis praqtikulad yvela aspeqtia asaxuli. 2007 wels ITIL-
teqnologiis mesame, mimdinare versia gamovida, romelic standartizebulia standartizaciis 
saerTaSoriso organizaciis mier kodiT ISO 20000.  

ITIL-teqnologiis metnaklebad sruli aRwera erTi naSromis farglebSi SeuZlebelia. 
SeiZleba iTqvas, rom wamyvanma IT-mwarmoeblebma da sainformacio teqnologiebze momuSave 
organizaciebma dauyovnebliv daiwyes am teqnologiis sxvadasxva komponentebis praqtikuli 
realizacia da sadReisod programuli uzrunvelyofis bazarze ramdenime efeqturi ITIL-
programuli paketia warmodgenili. SeiZleba davasaxeloT kompania Manage Engine-s srulad 
vebbazirebuli produqti Service Desk Plus da ra Tqma unda, firma Microsoft-is Service 
Manager, romelic integrirebuli programuli paketis System Center 2012-is Semadgenel 
nawils warmoadgens (nax.1).  

aRvweroT mokled System Center 2012-is komponentebi: 
• Orchestrator – procesebis avtomatizacia da integracia; 
• Service Manager – moTxovnebis (incidentebi, servisebi), problemebis, cvlilebebis da 

programuli relizebis momsaxureba; 
• Virtual Machine Manager – virtualuri infrastruqturis marTva; 
• Configur at ion Ma nager  – aparaturis da programuli uzrunvelyofis gamarTvis 

avtomatizacia; 
• Operations Manager – operaciaTa marTva 
• Data Protection Manager - monacemTa usafrTxoebis dacva 

CamoTvlilTagan ITIL-teqnologias Service Manager emsaxureba, romelic Semdegi 
tipis servisebs sTavazobs momxmarebels (nax. 2): 
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nax. 1. System Center 2012 - saerTo struqtura 

 

 
nax.2 Service Manager-is interfeisis fragmenti 

• Incident Management – avariuli moTxovnebis damuSaveba (magaliTad, qselis gaTiSva, 
serverTan kavSiris gawyveta, korporaciuli onlain-servisebTan wvdomis problemebi da sxva); 

• Service Request Fullfillme nt   – servisul momsaxurebaTa marTva (axali samuSao adgilis 
momzadeba, moxmarebelTa uzrunvelyofa saWiro informaciiT da sxva); 

• Activity Management - amocanaTa ganawilebis interfeisi erTi incidentis an servisuli 
moTxovnebis farglebSi; 

• Problem Management – tipiuri incidentebis da servisuli moTxovnebis momsaxurebis 
interfeisi; 
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• Change Management – IT-infrastruqturaSi (magaliTad serverul nawilSi) 
cvlilebaTa marTva; 

• Release Management – organizaciis originaluri programuli uzrunvelyofis marTva 
(Versioning). 

Service Manager-Si principuli mniSvneloba aqvs ama Tu im incidentis aRmofxvrisa Tu 
servisuli moTxovnis Sesrulebis vadebs winaswar gansazRvruli prioritetebis mixedviT. 
garda amisa, moTxovnaTa nawilisTvis iqmneba e.w. servisuli SeTanxmebebi (Service Level 
Agreements - SLAs), romlebSic mkafiod gaiwereba moTxovnis Sesrulebis pirobebi (nax. 3,4,5). 

 
nax. 3 servisuli prioritetebis matrica 

 
nax. 4 moTxovnaTa Sesrulebis vadebis cxrili prioritetebis mixedviT 
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nax. 5 servisuli SeTanxmebis nimuSi 

rolebis (User Roles), rigebis (Queues) da sqemebis (Views) saSualebiT xerxdeba 
moTxovnaTa filtracia statusis (aqtiuri, Sesrulebuli, daxuruli da sxva), drois da 
ganyofilebebis mixedviT. moviyvanoT magaliTi incidentebisTvis: 

• All Incidents – yvela incidenti 
• All Open Incidents – yvela Ria incidenti 
• All Open Parent Incidents – yvela Ria mSobeli incidenti (romlis aRmofxvra 

ganapirobebs memkvidre incidentis avtomatur aRmofxvras) 
• Assigned to Me – registrirebul domenur momxmarebelze gawerili incidentebi (pirad 

eqauntze an domenuri jgufis farglebSi) 
• Escalated Incidents – eskalirebuli incidentebi (moiTxoven saswrafod gadawyvetas) 
• Incidents with Service Level Breached – incidentebi, romelTaTvisac dairRva 

servisuli SeTanxmeba; 
• Incidents with Service Level Warning – incidentebi servisuli SeTanxmebis darRvevis 

safrTxiT; 
• My Incidents – domenuri momxmareblis piradi incidentebi; 
• Overdue Incidents – vadagasuli incidentebi 
• Pending Incidents -  incidentebi lodinis reJimSi 

3. daskvna 

daskvnis saxiT SegviZlia vTqvaT, rom System Center 2012 Service Manager 
warmoadgens moxerxebul instruments praqtikulad nebismieri masStabis organizaciis IT-
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infrastruqturis efeqturi marTvisTvis. sistema agebulia Microsoft-is WPF-klasebis 
biblioTekis gamoyenebiT, rac misi axali klasebiTa da formebiT dinamikurad gafarToebis 
SesaZleblobas iZleva. 
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Summary 

Management of IT-Infrastructure is very important for every Organisation. This paper 
describes principles of ITIL (Information Technology Infrastructure Library) and functionality of 
Microsoft ITIL-implementation: System Center 2012 Service Manager. The paper presents various 
tools for increasing effici ency of  IT- Ma nageme nt .    

 

СОВРЕМЕННЫЕ МЕТОДЫ АВТОМАТИЗАЦИИ ИНФОРМАЦИОННОЙ 
ИНФРАСТРУКТУРЫ ОРГАНИЗАЦИИ 

Гулуа Д., Сургуладзе Г., Урушадзе Б., Кашибадзе М. 
Грузинский Технический Университет 

Резюме 

Обсуждаются вопросы автоматизации управления вычислительных систем 
организации на основе стандарта ITIL (Information Technology Infrastructure Library). В 
качестве практической реализации названного стандарта описываеться програмный пакет от 
фирмы Microsoft, System Center 2012 Service Manager. Обсуждаються многосторонные 
возможности программы для эффективного управления IT-инфраструктурой организации. 
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