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 Position in the company % 

 Account Manager 9% 

 Business Analyst 6% 

 Senior Consultant 6% 

 Product Manager 3% 

 Project Manager 17% 

 Project Coordinator 6% 

 Operations Manager 3% 

 Operations Engineer 14% 

 Service Manager 3% 

 Service Engineer 3% 

 Team Lead 11% 

 Software Developer 11% 

 Quality Assurance Engineer 6% 

 Information Security Officer 3% 
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  (Service Strategy) 
 (Service Design) 
 (Service Transition) 
 (Service Operation) 
 (Continual Service Improvement) 
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No 
 

 
 

 

1  IBM BULGARIA  

2 
 

A DATA PRO  

3 
 

BWIN.PARTY 
SERVICES (BULGARIA) 

 

4 -  
BORICA - 
BANKSERVICE 

 

5 
 

VISTEON 
ELECTRONICS 
BULGARIA 

 

6 
 

GAMELOFT BULGARIA  

7    

8 
 

  

9  INFOPARTNERS  

10 
 

INFORMATION 
SERVICES 

 

11  CODIX BULGARIA  
12  MUSALA SOFT  
13  SAP LABS BULGARIA  
14  C3i Europe  
15  CSC BULGARIA  
16    
17  SKRILL BULGARIA   
18  TELELINK  
19  TELERIK  
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HEWLETT-PACKARD 
GLOBAL DELIVERY 
BULGARIA CENTER 
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No Question Domain Category 
Count of 
responses 

Yes Partially No 

ITSM01 

Does your company recognize the need to 
analyze, track, monitor and document 
patterns of business activity to predict the 
current and future demand for IT services 
of your Clients? 

Service 
Strategy 

Prerequisite 3 6 1 

ITSM02 
Do you formally document the Business 
requirements toward all the services 
which you provide? 

Service 
Strategy 

Implementation 5 4 1 

ITSM03 
Does your company have established 
controlling process to provide Business 
with quantifiable financial value of IT 

Service 
Strategy 

Prerequisite 6 3 1 
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services (incl. forecasting)? 

ITSM04 
Do you always develop Business case 
when new service is introduced? 

Service 
Strategy 

Implementation 6 3 1 

ITSM05 

Does your company recognize the need to 
have a single source of consistent 
information for all services (incl. 
dependencies and interfaces) which you 
provide? 

Service 
Design 

Prerequisite 4 5 1 

ITSM06 

Do you have in place and regularly update 
a catalogue of all IT services (incl. 
business and technical services) which 
you provide? 

Service 
Design 

Implementation 3 4 3 

ITSM07 
Do you define, document, monitor and 
report the level of provided services? 

Service 
Design 

Prerequisite 6 3 1 

ITSM08 
Do you have Service Level Agreements 
(SLAs) for all your services? 

Service 
Design 

Implementation 5 1 4 

ITSM09 
Do you protect your information assets 
from failures related to lack of 
availability, integrity or confidentiality? 

Service 
Design 

Prerequisite 8 0 2 

ITSM10 
Do you have Information Security Policy 
in place in your company? 

Service 
Design 

Implementation 9 0 1 

ITSM11 

Does your company have in place a 
Change management process to respond 
to customers' changing business 
requirements? 

Service 
Transition 

Prerequisite 7 2 1 

ITSM12 
Do you always properly document the 
Request for Change (RFC) documentation 
during service changes? 

Service 
Transition 

Implementation 6 2 2 

ITSM13 

Does your company define and control 
the components of IT services and 
infrastructure and maintain accurate 
configuration information? 

Service 
Transition 

Prerequisite 8 2 0 

ITSM14 

Do you have Configuration Management 
System (CMS), including Configuration 
Management Database (CMDB), with all 
configuration data of the IT services you 
provide? 

Service 
Transition 

Implementation 5 5 0 

ITSM15 
Does your company have implemented 
process for Release and deployment of 
changes to the IT services you provide? 

Service 
Transition 

Prerequisite 7 3 0 

ITSM16 
Do you have Release Policy in place in 
your company? 

Service 
Transition 

Implementation 6 4 0 

ITSM17 

Does your company have clearly 
separated responsibility for monitoring 
and control of the day-to-day delivery of 
your services? 

Service 
Operation 

Prerequisite 5 4 1 

ITSM18 

Do you have clearly defined Service Desk 
or Help Desk function/unit at your 
company as a single point of contact to 
the end users for the IT services you 
provide? 

Service 
Operation 

Implementation 6 1 3 

ITSM19 

Does your company have in place 
Incident management process to quickly 
restore normal service operation with 
minimal business impact in case of 
incidents occurrence? 

Service 
Operation 

Prerequisite 8 1 1 
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ITSM20 
Do you have incident management system 
implemented at your company? 

Service 
Operation 

Implementation 9 1 0 

ITSM21 
Do you differentiate incident from 
problem management and have 
implemented processes to handle both? 

Service 
Operation 

Prerequisite 7 3 0 

ITSM22 

Do you keep, update and use Known error 
database (incl. problems' documented root 
causes and workarounds) during the 
problem management? 

Service 
Operation 

Implementation 4 4 2 

ITSM23 

Does your company have in place Access 
management process for granting 
authorized users the right to use your 
services? 

Service 
Operation 

Prerequisite 6 3 1 

ITSM24 
Do you keep regularly updated access 
rights documentation? 

Service 
Operation 

Implementation 7 3 0 

ITSM25 

Does your company recognize the need to 
constantly improve your IT service 
aligned with the changing business 
requirements of your clients? 

Continual 
Service 
Improvement 

Prerequisite 7 3 0 

ITSM26 
Do you use metrics and KPIs to measure 
current status and setup targets for IT 
service improvement? 

Continual 
Service 
Improvement 

Implementation 8 2 0 
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4. 
 

  
 

Domain Category 
Count of responses % of responses 

Yes Partially No Yes (%) Partially (%) No (%) 

Service Strategy Prerequisite 9 9 2 45% 45% 10% 

Service Strategy Implementation 11 7 2 55% 35% 10% 

Service Design Prerequisite 18 8 4 60% 27% 13% 

Service Design Implementation 17 5 8 57% 17% 27% 

Service Transition Prerequisite 22 7 1 73% 23% 3% 

Service Transition Implementation 17 11 2 57% 37% 7% 

Service Operation Prerequisite 26 11 3 65% 28% 8% 

Service Operation Implementation 26 9 5 65% 23% 13% 

Continual Service 
Improvement 

Prerequisite 7 3 0 70% 30% 0% 

Continual Service 
Improvement 

Implementation 8 2 0 80% 20% 0% 
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System of criteria for assessment of the practices for application of IT 
service management in Bulgaria  

Zahari BARBOV1 
1 University of Economics, Varna, Bulgaria 

z.barbov@ue-varna.bg  

Abstract. The article studies specific question, concentrated in the border area between business management 
and IT, namely surveying aspects of relationships between the business organization (customer) and its IT 
department or external servicing IT company (supplier) in provision of IT services. The purpose of the study 
is to develop and approbate system of criteria through which to determine the degree of adoption and 
application from Bulgarian IT companies of internationally proven methodology for IT Service Management 
(ITSM). The attention is set towards deduction of the main problems and existing tendencies in their 
application and pointing out possibilities for improvements in their implementation. The study is limited on 
analysis of B2B relationships only, between business organizations and servicing Bulgarian offices of big IT 
companies. The practices for IT Service Management are examined and evaluated according the ITIL v.3 

 method. As a result, from the study, conclusion is 
made that overall our big IT companies are following internationally proven ITSM methodics. During the 
study certain differences are found between the companies in the degree of compliance to the stages and 
elements of those methodics. On that base are outlined suggestions for improvement of the processes for 
implementation of ITSM in Bulgaria. 
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