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. hoh@)gaoh oggaoﬁoh@)ﬁoﬁ)gbo (System Administration)

. dhag@oh oggaoﬁoh@)ﬁoﬁ)abo (Network Administration)
109



Transactions. Georgian Technical University. AUTOMATED CONTROL SYSTEMS - No 1(14), 2013

3m5¢833mo 60%3250]5 oggao&)h@)éoﬁabo (Database Administration)

3mdbAstrgdgeeans Fbstrsghs (Support)

*  30O30O3307m0 83038309000 FbstresFgds (Application Support)

o lsggmeto 3Gmatedamo  bermbggmymgol (3.8, obmsob-lighaolgdol) Fggdks (Software
Development)
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6306 Bgdobsg3s80 LdGraddnénmo gGogamgdol bobIhmbrm ddsmdsl dmonbega. dmgmo bogbol
Vs obasboBgds sm0mgdmse dmombmal 306l 36mi1bgol BFoGse ©s31adzsh ©s 358sGogsb,

2. Service Manager-ol s6Jogddygts s g76j30g%0
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JM330mBatmo s Boegbsgmdnbogsgom  Lssagbdol  (CCTA)  gaomom  3904d6s  b3giosmmto
d0dmomomgge  ITIL (Information Technology Infrastructure Library), 6omdgmdog IT-
063 bBO B0l dstrngol  3GsBognmee  gggms  sb3gddos  ssbymo. 2007 ol ITIL-
B9dbemrmmgools 39bsds, d0dwabstrg 39@los gsdmgos, Bmdgmacy biBsboseBobadmmoas ligsbostBobsols
1396053mG0bo méasbobs300l dogh goeoo SO 20000.
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dgodegds omdasl, Gmd §adgze6ds IT—H%‘oﬁ)Bmabgabao s Loobgm®dszom #gdbmememangdby dmdndsgy
6356065309838 sgn3693emog @soggl 3 Bgdbmmmaools Lbgsmslbgs 3ma3mbgbdgdol 36sddogmmmo
Ggemobaos s bspmgobme 36ma@sdnmo  fbOnbzgmygmagol dsbetrby Gedegbody q539]d 60 ITIL-
306330 35398100 Fotdmwagbogmo. Bg0dmgds sgelbsbgmemm jmddsbos Manage Engine-t témso
3908 botgdnmo 3Gmenddo Service Desk Plus s ¢ ods -bos, 5oéds Microsoft-ol Service
Manager, 6emdgmos 0bggatomgdgmo 3Gmadsdnmo 3s398ol System Center 2012-ol 3g3sy969em
BsGogols Gotrdmsmaghls (6sb.1).

503796 mm dmymae System Center 2012-0l 3033mbgbgdo:

e Orchestrator — 36e35b980L 538 msgobaEos ©s 0bgatsz0s;

¢ Service Manager — 3mobmgbgdol (06300968900, bgh30L930), 3619393900, (3300 g8900L ©s
380 Goeootgdols dmdlsbug®obs;

¢ Virtual Machine Manager — 3068360 0bgésldénddnéol dstrmgs;

o Confgrraticmn Ma magerll — s3s6s8760l ©s 3Hmacsdngmo bObagmymnol  3sdsdogol
3333380 Bs(300;

e Operations Manager — m3g6s300ms 356035

e Data Protection Manager - 3mbs(3390s lsgtmbmgdols @33

Bodomogmomosgsh ITIL-ggfbeommaost Service Manager qdlsbdgds, Gmdgmoi 95degao
$0301 H30LL Lorsgsbedls edbdstrgdael (6sb. 2):
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m Center
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Applcation Patching and
Manitoring, Best Settings Mgmt,
Practices 3 party 05

ystem Center
wdhvisor

6sb. 1. System Center 2012 - bag@oem kGl ges
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* [3 Release Management IR7053 BuBmasaal prmodss GE
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6s%.2 Service Manager-ols 0bBgegg0bols 3Geadabio

¢ Incident Management — s3s607m0 dmobmzbgdol ©sd78sggds (sgsmomsm, Jugmols gsmodzs,
b9e390m6 35380601 355 9398)9, JNO3ME300 MbEns0b-19M301gd0s6 [3m30l 3HMdrmgdgdo s Lb3s);

e Service Request Fullfllm nt [ - LyHg0lem 3mdbsbgdgdsms dstrmgs (sbsgmo Lsdndsm saomols
3m3bsgds, 3mbstrgdgerms 1 bGmb3gmynns bsgo®m 0bgm@dssoom s Lbzs);

e Activity Management - s3m(39650 a365Gomgdols 0689653900 gm0 ob0eqb@ol o6 Ly@zalmmo
30 bmgbndols ggatrgem9ddo;

¢ Problem Management — @o3omdo 063009618980 s Lgdzolemo dmombmgbydols dmdlsbm®adols

0b@)ta390bo0;
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e Change Management - IT-0bgGslBenddnmsdo (dsgomomse  LgHzgdme  6sforndo)
(330 9dsms dsrm3s;

¢ Release Management — m63s60b5300l m60g306sem®0 36ma6d7m0 9bénbzgmymagal dstrogs
(Versioning).

Service Manager-do 360630370 3608369memds 543l s3s oy 08 063009680 sdmebzMmals o
bégolimmo dmmbegbol Bgltmmndol 35090l §obslfsd as6lebmgdnmo 3GomGoBgBgbol dobgwsao.
206s  33ols, dmobemgbsms Bsfomolmgol 0436935 9.7. Lydgolmmo Bgosbbdgdgdo (Service Level
Agreements - SLAS), 63 gb80(3 355000 35096535 d0bmsbols BglGgmndols Jobmdgdo (65b. 3,4,5).
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CPEratoT,
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Spacly the time o wihkch &n incidert must ba resclved, besad on S pricnly. For oample, use this tebls ba record
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0% Cancel

6ob. 3 bgégoligmo 3Gomeoggdgdel dsgGags

& Incident Setting =]

General ~ Resolution Time

Parent Incident Specify the ime in which an incident must be resolved, based on its priority. For example, use this table to record

your OLA or SLA incident resolution time.

Priority Calculation
You can create workflows based on these settings to send notifications or to escalate incidents that are past their

i ] resclution time.
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7 edit L0 M=

Ganeral ~ Service Level Criteria

g I
\JUBUES
Spacify the calendar and meatrc you wank to usa for this sanvice level objective, In addition, spacify the tanget and
warning thresheld times far the matric, Target i the time frame in which you axpect the service level gbjactive to be

[
| Sandin | Crit .
; € Level Crt met. Note that target time is a function of businass time,
Calendar:
b tepdali JuemaBmisn ¥ Kew...
Medric:
Resolution Time - New,..
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6sb. 5 bgégoligmo Bgsbb3gdal 6odndo
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dmnbmgbsms goem@dsigos bsd Lol (od@ogﬁm, Bgbergemagdaemo, sbr@mmo ©s tho), ©AOmol s
3564013000330 obgreg000. dem304356mm sgsm0co ob(zopgbEdologob:

o All Incidents — y3gms 0boq6d0

o All Open Incidents — g3gems ©os ob300680

e All Open Parent Incidents — g3gms mos 38mdgmo 0b0egbBo (MmOl smdmybgms
33653060301 399 3300069 06300960l 33EMBsB 6 sdmebzhsl)

o Assigned to Me — éga0lg6otgdnm ©mdghné demdbdségbgmby 3sGgGomo ob30e680 (3omsw
2>968b) 96 edghao xagpob BsGrgddo)

¢ Escalated Incidents — gl jseo6 9870 06300968530 (3mo0beggh LsbFGsame aswsfyzgdst)

e Incidents with Service Level Breached — ob3oogbd g0, Gmdgmosmgols w@sothogs
Lgérgolemo Bgosbbdgds;

¢ Incidents with Service Level Warning — 0600468380 bgég0lmmo 3gosbbdgdols pstimgggol
Laggtrorboo;

e My Incidents — 336760 303b3strgdemols Sotrao 0b30w96830;

¢ Overdue Incidents — 3ssgsbomo 06300968500

¢ Pending Incidents - 06300968730 mm©abol H9g0330

3. sl336s

;gothSOB Lsboo 833306Q’0° 30);_-]3om, 6end System Center 2012 Service Manager
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osﬁﬁ)oh@ﬁ)‘ad@‘aﬁmh B%Bdé‘aﬁm 3014)0)30150)30]5. hoh@aao 06325‘3;:)00 Microsoft-ols WPF-JQQBBZSOB
bobmommgdoh 6o3m335360m, 14)0(3 dolso ol’)og:m dmohgbomo © %mﬁ)aa&)m ggosoaod‘aﬁmgg 60%014)0)(')360]5
thodggbgmboh 06@3&5.

moBgdsgynés:
o http://en.wikipedia.org/wiki/Information_Technology_Infrastructure_Library
e Samuel Erskin (MCT), Andreas Baumgarten (MVP), Anders Asp (MVP), Dieter

Gasser, Steve Beaumont Microsoft System Center 2012 Service Manager Cookbook Packt
Publishing, BIRMINGHAM — MUMBALI, 2012, ISBN 978-1-84968-694-5.

MODERN METHODS OF AUTOMATION INFORMATION INFRASTRUCTURE

Gulua David, Surguladze Gia, Urushadze Beka, Kashibadze Marina
Georgian Technical University

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 effiency ¢ IF M magene nt. [

COBPEMEHHBIE METO/Ibl ABTOMATU3AIIY NTHOOPMAIIVIOHHOM
NHOPACTPYKTYPBI OPTAHM3AIIVIN
I'ynya [, Cyprynaaze I'., Ypymanze B., Kanmru6aznze M.
I'py3unckuit TexHuueckuil Y HUBEPCUTET

Pesiome

O6cyxparoTcss  BOIPOCHI  AaBTOMATH3ALMM  VIPABI€HUsS  BBIYUCIUTENBHBIX  CHCTEM
opranusanuu Ha ocHoBe cranzapra ITIL (Information Technology Infrastructure Library). B
KadyecTBe IIPaKTUYEeCKOH peann3anuy Ha3BaHHOTO CTAH/APTa ONHUCHIBAETHCS IIPOTPAMHBIN IIAKET OT
¢upmsr Microsoft, System Center 2012 Service Manager. O6cCyXJaloTbcsi MHOTOCTOPOHHBIE

BO3MOXXHOCTHU ITpOrpaMmel 1yig abdexTusHOro ynpasienus [T-undpacTpykrypoii opranusanyu.
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