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Abstract- This paper analyzes main activities and issues control on provided IT services. Paper authors menends
regarding implementation and successful managemenof IT
service desk. Paper not only defines how to determé whether
company requires implementation of IT service desk it also
describes auditing possibilities of operation of seice desk if one

already exists. Besides that paper outlines main pises of service

desk implementation project as well as recommendatns for
prosperous realization of those phases. Also inforation about
operation trends of service desks in Latvia and itstomparison
with analogous research from Great Britain can bedund below.
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|l. INTRODUCTION

IT service desk or end-user single point of contiat
defined services in one or another form today carfdund

almost in any company which makes use of IT service

support. It should be mentioned that not alwaysséFvice

desks make use of certain standard or frameworkigtno

employees whose duties include IT service suppart loe
found almost in any company (if outsourcing is nsed of
course). Small companies pretty often can do witlspecial
IT service desk however paper authors considersgpawwn
service desk mandatory in bigger companies.

II. NECESSITY OHT SERVICE DESK

Taking into account papers authors’ experience onking
in service desk and participation in its’ implemnagign project

paper below will summarize main mistakes and pdssib

solutions as well as give tips and advices thaehdly will be
useful. Next some questions [1] will be listed aesng which
will help to determine if implementation of servickesk is
needed in company.

Are company employees satisfied with current sidumat
concerning IT service support quality?

Are end-users aware of procedure to follow in a#se
problems and do it correctly?

Is process of solving received incident controlled?

Is information of human resources effectiveness
utilization available?

Will company face problems in case of growth of
employee number?

Are all provided services identified and resporgies
defined?

Are standard solutions defined for everyday common
incidents?

Is there a possibility for the clients to find atiatus of
their reported incidents?

Is company aware of IT service support costs?

If vast majority of answers is negative implemeiotatof
service desk in company will definitely improveusition and
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using of ITIL (Information Technology Infrastructit.ibrary)
framework for implementation of IT service deskcsnit's
widely used across the world and is based on indasbest
practices [2].

One of the above mentioned best practices is déatation
of support process maturity before starting andivise desk
implementation project. Exactly these processesanérolled
by service desk usually they are — incident andblgr
management. Also change and configuration manageasen
well as other processes can be controlled by IVieserdesk
depending on whether company had implemented those
processes and also on size of service desk.

lll.  EVALUATION OF PROCESSES MATURITY LEVEL

These procedure as an example of best practice hak
adopted from COBIT (The Control Objectives for Infation
and related Technology) IT service management frarie
Nowadays large amount of frameworks for evaluatin
maturity level exists and one of the most poputalCMMI
(The Capability Maturity Model Integration) whichdrefore
is advised for using by authors [3].

Maturity level evaluation is done using special gtigers
for each service. Only employees with good knowdedd
given problem domain are questioned. Usually evaina
guestionnaire includes six categories:

e Strategy and vision of organization;

Direction and evolution of organization;
Procedures;

Human resources;

Culture;

Technologies.

For example in order to evaluate maturity levelraident
management process one should have answered for the
following questions:

¢ Is there full understanding about incident manageme

process in organization?

¢ Are incidents being escalated if necessary?

¢ Are all incidents being registered identically?

All questionnaires’ answers should be rated frono15
where 5 is the best possible assessment [4]. After
summarization of all received answers matrix of cess
maturity levels that reflects current situatioriTnservice field
is being constructed. Example of such a matrix lwarfound
in Fig.1.

Short description of each maturity level is giveidw for
better understanding it should be noted that higleeel
includes also lower level requirements.
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1st level — Initial; shows that processes in comgpare
spontaneous and chaotic;

2nd level — Managed; main processes are definedassd
used for some activities and projects;

3rd level — Defined; processes are defined anduass
across company. This level defines also testing Egkl
management requirements;

4th level — Quantitatively Managed; level identfi¢hat
implemented processes are being regularly quaktyti
monitored across the company.

5th level — Optimizing; company compliant with théevel
has reached highest maturity level
improvement process that at this level is alreatipduced in
each process itself [5].

Incident Management

4 -

ITService Continuity
Management /%

Problem Management

Financial Management for /

il Services : ’ y 4 Change Management

Availability Management

/77 Release Management

Capacity Management""'---..____r - "'"Configuratinn Management

Service Level Management

Fig. 1 Example of maturity levels matrix

After company maturity level is evaluated conclusiamn
whether IT service desks’ productivity is consistemith
business objectives and whether such service daskeided in
principle can be done.

IV. MAIN PHASES OF IMPLEMENTATION OAT SERVICE DESK

Implementation of IT service desk is not very diéfiet from
other software or procedure implementation projeatsl
includes following main phases:

¢ Requirement definition;

Selection of the software;

Preparation of requirements for software configarat
Implementation and testing of the software;

User trainings;

Realization of pilot-project;

Continuous improvement of service desk functions.

In order to underline main problems you might fane
above mentioned phases let's describe them in metails
61, [71, [8]-

A. Requirement definition

During this phase all vital information is beinglyered and
activity plan is being drafted. First phase migatdonsidered
as one of the most important since all
implementation stages and activities are dependamt
correctly defined requirements and understandinguib
service desk being created. Not only pure techmiealls such

due to contiguou

organizational requirements such as working hamrsyunt of
operators etc.

If ITIL framework is used than at this stage also
requirements for processes supported by servick stesuld
be defined for example incident or problem manageme
Besides that, activities to endorse end-users ytaadrsolve
simple incidents (forgotten password etc.) theneglusing
special tools or documentation should be defined.

It's extremely important to understand if all recpa
information is available and its’ sources are knoand
trustable.

B. SHection of the oftware

It's definitely might be possible that this phasene of the
trickiest in Service desk implementation projecexduse of
vast variety of available service management syste8ome
systems can be found free of charge either foridereble
funds. All systems have different configurationiops which
should be strictly examined since it’s criticalaifsystem can
handle only incident management process or can be
configured in such a way to be able to manage HIL |
processes.

In authors opinion service desk support systems’
compliance with company requirements is the mogioirtant
feature. In case system modification is neededaegtists
should be taken into accounts which often are fibego

Software ease of use from the end-user point ofvvie
shouldn't be forgotten also. Data entry processukhbe as
simple and fast as possible. This is really esaknfi
implementing service desk in company that hadn# kach
practice before since complex and time-consumirgydent
registration procedure at least at the beginnirrgstoe will
create negative impression for service desk operatod they
might try to find a work-a-round and continue toeusld
procedures. Also if company decided to give WEBebas
access to end-users to status of reported incidétsB
interface of such solution should be the simpler bletter so
that end-users will not be afraid to use this safavoption
which also might ease service desk operators’ work.

Besides above mentioned authors wants to note that
attention should be paid for optional functions Fsuas
automation of notifications etc.

C. Preparation of requirementsfor software configuration

After software had been selected specific inforomati
concerning its installation and initial configueti shall be
found out. Usually this is done by software vendorits
dealer using special questionnaires but in caseeefsoftware
this activity is performed by responsible compamptyee.

At this stage all services supported by IT sendesk and
all incidents reporting groups should be alreadyindd.
Besides that SLA(Service Level Agreement) and OLA

followingloperational level agreement) times should be knsmte

they also should be introduced in service desk upp
software.
Since at this stage understanding about operafisaroice

as a framework, which should be used for servicekde desk should improve in comparison to planning pletsthis

information needed for incident registration etat kalso
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stage some changes can be introduced.
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D. Implementation and testing of the software

After service desk support system is installed filled in
with data for example end-users, responsible espstpport
units, SLA times, configuration units, operator tinstions
etc.

After data is introduced some GUI configurationiaties
can be performed (issues mostly concerning infaomat
representation not software functionality).

After all installation and configuration activitiesre
finished system operational testing can be perfdrrmée best
way is to define special group of employees whosal r
incidents will be registered in service desk supgygstem so
allowing for operational testing to use real datagathering
additional knowledge that can be used in case systenges
are needed.

E. User trainings

This stage includes trainings for service desk atpes and
for other involved parties. Of course main priofigygiven to
service desk operator trainings since it's them wiibuse the
software in everyday work and it's them who shopddfectly
know all implemented service support proceduresh sas
incident and problem management, also service opskators
should fully be aware of all support software fuoes such as
creation and modification of incidents its escalatiand
selection, management of end-user data etc.

function perfectly. It can be explained by humacetda— there
always will be employees not pleased with servieskd’
positive features. Prevalent these are employeasid®ring
that old incident management system is way beltigr newly
implemented one. Most frequently there is no reglaent
for such thinking and the only thing is that “oldystem is
very common and they got used to it but after imp@ating of
service desk all process became more complex andtgoes
they even have to perform additional activities.

Second group is users who have to change theirtshabi
because of introduction of service desk. That magtiers to
company internal users that got used to informimgllyp
company technical personnel of “small” issues. Mwer
usually this is done in informal manner for examglging
lunch time etc.

Both of above mentioned cases should be addressedyd
training phase. All company employees should berawady
the decision on implementation of service desk vea®n,
how their work will be effected, what kind of beitefare
expected after introduction of service desk. Alsera should
be informed on possible changes in their everydayrkw
however main and also complex part is creation afitjve
interconnection between service desk and users.

Such a goal can only be reached if users truseimice
desk and this in its turn can only be achieved ey Vast,
effective, error free incident management and mgtion of

Almost the same importance should be given to usesers on incident solving process. Exactly infoiarabf user

trainings and information companies. This aspesd aicludes
service desk popularization campaign so that uséfsstay
informed about ways incidents can be reported ahdchw
communication channels can be used.

For sure attention should be given for trainingsetond
level support units since in near future they wilive to
closely cooperate with service desk operators.

F. Realization of pilot-project

After all involved parties are trained and servidesk
support software is properly configured and tespelbt-

project can be started which purpose is to makal fin

assessment of company employees and the systdimlitss
this stage no serious issues are discovered satgglecan be
considered fully operational.

G. Continuousimproverment of service desk functions

is the most important part because in this casekmsavs that
he is not forgotten and his incident is important only to
him.

All of above mentioned activities are performedhaimnly
one aim make user believe that the fastest wayotees
incident is to get in touch with service desk.

VI.

Other important issue that might help improve serdesk
operation is introduction of so called self-servigyestem for
user support. Such systems allow users to find eanfw their
guestion or solve incident even not contacting isendesk.
Implementation of such a system can noticeably edeser
service desk operators’ workload and therefore sape
resources.

SELF-SERVICE SYSTEMS

Commonly such system consists of knowledge base tha

Also after successful implementation of service kdescontains sorted user frequently asked questionsQJFA

function its obligatory to continue to improve ifignctions.
First of all the procedure to ensure that datehan dystem is
always up to date must be put in place. Secondkimgause
of various metrics service support functions sholld
improved and perfected. Continuous processes andceg
improvement is also part of ITIL best practices and3rd
version of ITIL framework is defined as separate o
processes.

V.HUMAN FACTORS

Unfortunately exactly defined procedures and stdtart
service desk support software is not enough faricedesk to
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possible incident solution, instructions, downldaldiles etc.
Also possibility to make a search on their owneriit is
foreseen [9].

More complex are self-service portals that in bease
allow users not only to search for needed inforomabut also
using special interface report an incident keegktraf its
status and surf his own reported incidents.

Pretty often as a self-service system service deshaged
forums are used that allows not only service demcators to
answer user questions but other users can alsb @ba main
forum benefit is in its simplicity as from user ako from
management point. Moreover forum can be introdugedn
extra to knowledge base or self-service portal.
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All
authorization system that helps to identify useovigling him
only with support they needed and according to edyr8LA
level. For sure attention should be given to easdasmation
introduction and update in such self-service sysbémerwise
systems’ effectiveness can decrease only becausél ibe
considered too complicated.

of the above mentioned solutions usually havewumber is relatively small comparing to Great Bnits one,

where ITIL is used by 70% service desks.

36% of questioned service desks work without arectjc
standards, however that doesn’t mean that thesesatesks
have no specific working principles that they stitk The
major part of questioned service desks that hawserh the
opportunity, marked that their enterprises havateek selfset

The most interesting tendency nowadays is use oflso frameworks, which are based on ITIL principles. &th

networks to make communication between service desk
users. Moreover communication is not the only waw Isuch
popular social networks as Twitter, Facebook oneveutube
can be used. Education as well as searches faoticstualso
can be done. Taking into account that such soei@arks are
opened for everyone use users can easily find degalation
given to another user [10].

Of course such approach can't be used for servaskdd

managing standalone companies, taking into accooat
usually use of social networks at work place isbidden
furthermore not all companies will be satisfiedttha social

network published information can be accessed by an
interested person. Still service desk managingapeiypersons

already successfully use it. As an example Hevidkstkard
Company can be mentioned that offers How-To serigso
materials on Youtube, instructions and trainingsStideshare
and in other ways actively use most popular so@alorks to
communicate with their customers.

VII. SERVICE DESK TRENDS INLATVIA

In order to specify mentioned references in thiscler
which are considered in Latvia’'s Service desks aad
familiarize one with trends that are used in ouurtoy, the
article’s authors carried out a small survey, whigs sent to
42 service desks. The data acquired was later cathpa the
Service Desk Institute (SDI) survey [11],
information on Great Britain’s service desks’ antids found.
14 service desks participated in the survey, whchot a
large number for the results to be taken objectjviebwever,
apart from large private enterprises as well aseguwent
ones that were participating in the survey, theerewalso
relatively small companies of different activityeliils, so the
results obtained can be trusted.

Activity fields of survey completed enterpriseséativided
as follows:

Government management - 36%;
Information technology - 36%;
Energetic - 7%;

Education - 7%;

Finances - 7%;

Other fields of activities - 7%.

A. Used gandards

First of all, the article’s authors were interestedvhat are
the most popular standards and frameworks thausee in
Latvia's service desks. The results obtained caexXasmined
on Fig. 2. Having summarized the answers provitédéame
clear that the most popular framework in LatvidTf, it is
used by 29% enterprises, mainly government ones.tlisl
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where th

standards and frameworks are rarely if even usddivia at
all.

1509000

150/IEC20000

Other

ITIL

Definite standart not used

0% 5% 10% 15% 20% 25% 30% 35% 40%

Fig. 2 Standards, that are used in service desks

B. Employee nunber

For better understanding of such a vast differdretaveen
Latvia and Great Britain in using ITIL standard,dtbest to
analyze the difference of employee number in bailntries
mentioned. There are 30 employees on average vegpikin
service desks on support level one in Great Britaised upon
SDI research, 43 more are working on support level The
average number of senior-employees is 7.

€ The status in Latvia can be examined on table 1.

TABLE. 1
NUMBER OF EMPLOYEES IN SERVICE DESKS
First level Second level Supervisory
Employees Value (%)| Employees Value (%)| Employeeg Value (%)
1-2 14% 1-10 36% 1 29%
3-5 43% 11-20 29% 2-3 43%
6-10 21% 21-30 7% 4-5 21%
11-15 7% 31-40 7% 5-7 7%
16-20 7% 41-50 14% 8-12 0%
>20 7% >50 14% >13 0%
Average 6 Average 6 Average 4

There is one important conclusion to be made basethta
in this chart — at least, on the employee numbew\service
desks in Latvia are quite heavily falling behinde@tr Britain
ones. To be exact, it is likely to be linked to I6WL usage
rate, because of those Latvian enterprises using th
framework on employee number view is very closéteat
Britain’s average rate or even exceeds it.
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C. Typesof communication with theclient

Such a big difference can be explained by the fhat

The most popular communication types between servitatvia uses far less ITIL methodology, which deéinthe

desk and users were compared. This comparison ean
examined on the Fig. 3.

It is not a surprise that most popular communicatypes
in Latvia are phone and e-mail, that are used mpost every
service desk, although it is the same in GreagBr,ittoo.

It has turned out to be that chat and
communication types are also popular in Latvia, tne of
guestioned enterprises uses this opportunity, bubra Great
Britain, the number is far smaller.

Voice mail

Chats, IM clients

In person

B UK
Social networks .
B Latvia
-mai h
E-mail 100%
98%
Telephone £
0% 20% 40% 60% B0% 100%

Fig. 3 The comparison of communication types

IM clien

ysage of metrics by any means necessary.

E. Sdf-servicesystems

During the research it was found out that the npogtular
self-service system in Latvia is simple frequentgked
guestions (FAQ) preparation and its transferenagstos, this
opportunity is used by 80% service desks. Othdrssalice
systems’ types are used rarely, e.g., knowledge isassed by
36% enterprises. Help forums and social networles raot
used at all.

Several questioned enterprises use self-developdd h
portal.

There is no chance of comparing these values teroth
countries’ ones, because the SDI didn't includes thi
characteristic of service desk in the research.

F. Other survey reaults

Taking into account all previously reviewed servitesks’
characteristics, there were other questions instheey, i.e.,
‘how long does it take for a new employee to gejuainted
with the job before starting it’, the average wakiperiod of
service desk operators before changing rank oeptéavork.
The answers in both cases, which provided Latvia's
enterprises, were almost equal to Great Britaixjgeeience.
This is related to these characteristics not beigctly
dependent on service desk’s used standards andviranis.

Social network usage as a communication type isn't By the end of survey it was also found out that ftirenal

approved by of questioned enterprises, but in GBrahin
this opportunity is not scarcity at all. Howeveércan be likely
explained by major part of questioned enterprisest
attending private individuals, to whom social netkgare at
hand. Apart of that, the opportunity is not willfal Latvia yet.

D. Used metrics

In order to successfully control service desk openait is
always necessary to take care after regular qualigcks of
characteristic values or metrics. It is possible ebdamine
which metrics are used in Latvia's service desksabie 2.

TABLE. 2
THE TYPES OF USED METRICS

Do measure

Metric (%)

Percentage of incidents fixed at first level 64%

Number of incidents logged on a periodicall
basis

57%

29%
29%
21%
14%

Average call negotiation length

Incident average life time

Other measures

Average cost per call

There are better results in every category in GBe#ain,
e.g., the number of incidents resolved at the fiestel is
measured by 91% enterprises, but the monthly nunolber
registered incidents is measured by 87% enterprises
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predefined service level agreement (SLA) is beisgduby
50% Latvia’'s service desks. Mainly these are state
administrations and large enterprises. In GreaaBriSLA is
being used in 71% occurrences based on SDI research

VIIl. CONCLUSIONS

Experience of authors allows concluding that tipsd a
advices given in this paper will be useful in ITngee desk
implementation project. Use of these advices miggip to
overcome critical mistakes and ensure effectiveratjmmn of
service desk. Such service desk will not only capith
supporting of end-users but also will stimulate verdgive
action to be taken before problems became critical.
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Maris Har éenko, Pjotrs Dorogovs, Andrejs Roriinovs. IT pakalpojumu dienesta ievieSanas risajumi

Raksta tapSanas lailkzpétot aktivitates, kas ir saigt ar IT pakalpojumu dienesta ievieSanu urgtep §s sfras pasreigo situaciju Latvija, darba autori izdga
vairakus seciajumus.

Pirmiart, pirms ievieSanas projekta @kSanas ir svagi veikt eso8s situicija anaizi, tam izmantojot &du noteiktu metodolgju, piengram, CMMI. Tas
veicinas daudz specifisiku eso8s situicijas apziasanos. Pie tam apasSu pakalpojuma dienesta dhrbir ieteicams bafgtuz noteikta ietvara. Darba autoru
pieredze @da, kaloti sekmgs piengrs ir ITIL, kas balsts uz industri pielietotaim latakajam praksm.

Aktivitates, kuem ipasSi fpieverS uzmaitba ievieSanas laikir pakalpojumu dienesta atbalsta &isas izéle un lietofju apniciba. Tas saidis ar to, ka tieSi
atbalsta sisma un &s efekiva izmantoSana,is viens no noteicoSajiem pakalpojuma dienesta négess dartbas faktoriem.

Svalgi ir apziraties, to, ka pakalpojumu dienests, nav viglkriks incidentu un probimu risiraSanai, una efekiva darliba ir atkafga ar no daudziemiti
cilvecigiem faktoriem, kas ir apraktraks& un kurus nedkst ignogt.

Veiksnigai pakalpojumu dienesta d#shi noteikti ir fizmanto, lida paSapkalpoSanas &g un ficenSas maksiafi izmantot sazias kaalus, kurus var
izmantot lietodjs, lai saziaties ar pakalpojumu dienestu. Tai skabcklos tklus.

Balstoties uz aptauju, kair tika aptaujti Latvijas pakalpojumu dienesti tika konstat ka sabtizinot ar Lielbrigniju vidgjais Latvijas pakalpojamu dienesti
Latvija ir saidzinoSi mazs un sawarka strikti, pie Kida no ietvariem vai standartiem nepieturasiuTielakoties, @Sdefirgtie ietvari un vadhijas, kas tiek
izmantotas Sajos pakalpojumu dienestosétobalstis un atskas uz diem ietvariem k ITIL. Pie tam liefika dda pakalpojumu dienestu, kuros darbinieku
skaits it lieliks un fdzinas Lielbritanijas vicjiem raditajiem, savu daribu balsta jau tieSi uz kordtrem ietvariem, popatakais no kuriem ir ITIL.

Mapuc Xapuenko, IIérp loporos, Auapeii Pomanos. Pemenusi no BHeapennio UT ciayx0bl nogaep:kku

Bo Bpems co3naHus JaHHOW CTaTh, €€ aBTOPBI, HCCIEIOBAB MPOLECCHl BHEAPEHUS CirykObl mopnepxku UT u cymiecTByoONyl0 CUTyaluo B 3Toi cdepe B
JlaTBHN, cHeNaNny HECKOIBKO BBIBOIOB.

Bo-mepBbIX, mepex HadaaoM IIPOEKTa BHEIPEHHS Ba)KHO HMPOBECTU aHANN3 KOHKPETHOHW cUTyanuu. [IJIsi 3TOTO JIydIle BCEro IOIb30BATHCS KOHKPETHOU
Metognornoruei, Hanpumep, CMMI. Dto criocobeTByeT Golee crennduyeckoMy OCO3HAHMIO KaKJI0i KOHKpeTHol cutyaruu. K Tomy e, caMy paboTy cirysObl
HOJUIEPXKKH CIIEyeT pacCMaTpHBaTh, OCHOBBIBAsACh Ha KOHKPETHOH MeTonosnornu. Kak mokasbiBaeT ONBIT aBTOpa, ycHelHbIM mpumepom ssisercs ITIL,
KOTODBI OCHOBAH Ha HCIIOIb30BAaHUH JIYUIINX IPAKTHK B o01acTu yrnpasneHus WUT.

B mporuecce BHeapeHus CiyxObl MOJJEPKKH 0c000€ BHUMAaHHWE HY)XXHO Y/CIUTh BBIOOPY CHCTEMbI YNpPaBICHUS CaMOil CITyk00i MOIIEPXKH M 0OydECHHIO
HOJIb30BaTeNel. DTO CBSA3aHO C TEM, YTO UMEHHO 3(()EKTHBHOE HCIIOIB30BAHNE CUCTEMBI YIPABICHUS] CAMUMH ITI0JIb30BATEIIAMU SBIISIETCS OTHUM U3 BOXKHEHIINX
(axTopoB 3((heKTHBHON PabOTHI CITyXKOBI HOINCPIKKH.

OuyeHp Ba)KHO IIOHMMAaTh, YTO CIyX0a MOANEPKKN HE SABIACTCA OOBIYHBIM MHCTPYMEHTOM JUIS PEILICHHS WHIMACHTOB M mpobieM, U ed s¢ddektuBHas pabota
3aBHUCHUT OT MHOXXECTBA YEIOBEYECKUX (haKTOPOB, KOTOPHIC PACCMOTPEHBI B IAHHOMN CTaThe, M MX HEJb3sI HTHOPUPOBATS.

Jl1st ycrienrHo# paboThl City>KObI MOAIEPKKH TAKXKE HEOOXOAMMO HCIIOIb30BATh CUCTEMBI camoobciyskuBaHus (Self-servicel MakcuManbHO HCIIOIB30BaTh TO
YHCJIO KAHAJIOB CBSA3H, O KOTOPBIM IIOJI30BATEIb MOXKET OOPATUTHCS B CITyXKOy MOAIEpKKH. B ToM uncie, colpanbHbIe CeTH.

Onmpasicb Ha TIPOBEICHHBIA ONMpPoOc, B KOTOPOM OblIM ompomieHsl JIaTBUMCKHE CTyObl TNOANEPIKKH, ABTOPHI, CPAaBHHB IIOJYYCHHBIC PE3YJbTAaThl C
BenmukoOpuranueil, KOHCTaTHPOBAIH, YTO CPEAHSSA CIyk0a momnepxku B JlaTBuM HOBOIBHO Mala M B CBOEH padoTe He HCIOIb3yeT HH KOHKPETHYIO
METOJIOJIOTHIO, HH CTAHAPT; YTBEP)KACHHBIC K€ PAMKH U TIPUHIIUIIBI, KOTOPBIE MCTIONB3YIOTCS, OCHOBBIBAIOTCS Ha Tako# MeTononoruy, kak I TIL.

K ToMy ke, OONBIIMHCTBO CITyX0 MOJJCPKKH, B KOTOPBIX YHCIIO CITY)XalllUX CPaBHUMO C MOKa3aTelsIMH BennkoOpHTaHNM, OCHOBBIBAIOT CBOIO PaOOTy HMEHHO
Ha KOHKPETHON METOROIOTHHU, CAMOH MOIMYIIIPHON U3 KOTOPBIX siBisiercs ITIL.
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