Ghiall o e cila glral) 480 Ciladd anil 7] gad
(sluall

3

3

Gl dlde lasa

pslall 8 siualall da s Jiil adie Ciay
(2.*1\9“1;3\ Gla glaall PBJ)

il glaal) 40185 ¢ luslal) 4IS
el ae Sl daals
400 gl Ay yel) ASLaal) — 3an

22018 Sl — 21440 jia



Veolla co lu Lo




Ghiall o e cila glral) 480 Ciladd anil 7] gad
(sluall

3

3

Gl dlde lasa

UM\
B g5 5 ol shaall A5 ilada 5513 Gl Agund V) SUSY) (ITIL) o slaal) i) Gt Al A0S yin
JPLRPVE G sl g e Dleall Aadll Aclia Jal oo Slasleall i) Clead Gladaial Clgaa il }&m.d\ (e Ac gana
S Lt 5 Leuld 44 ) AdlaYU cleadd)l Jaxds 5 3l }MZ\_)A&S Gileaas il o2 Jedd Aol yiwY)

-

Al

ssagall Glaal (ITIL) e sbeall Ayl diatl) Al A0€a (pe Adgdaal) Cililand) api 5 481yl ¢1aY) Guplie addiog
A A sal Lgagh Al g Al Guplial) o Gl (3 )k alaee adiad Llla e i (e 4l giall 20 gdl) (383
5 JalSIL Ldalad oy 3 8 bl a8 Aaadll o Dleal) A jad (panial pe ASE) a3 8ka el LY 5 il sladl)

Ally Jadla) dlee e 48 jlay Ganai s )l
#andl A jai 5 dendl) Aad 552 5n waail Aadle SV 4l e bl 3k alans 8 (Uncertainty) dul o 336 o

AN A8 jaall 5 il e G



Lyad iVl 3l diee Ay 558 DA e sheall 48 Ciledd 4yl SO zigal gl ga Caadl 13 A A
5l mlhaadl s (TEN) dpbaal) 485 A ,Y1 aladinl Lo 23 saill ey 4 Gapliall Cailag Z )l fase s o Slend)
e i) Al A 5o i o3 LS (ABlaie e yulae Gualie aand) B3 sl Gaplie apant] Aagus 48 jh 21 58 &5 Jalaall

gl z saill Jae 448



Ghiall o e cila glral) 480 Ciladd anil 7] gad
(sluall

3

3

Gl dlde lasa

sadlall

4t eVl 8L dime i) 58 JOA il slaall 48 Sladd il K3 zagal sk s Ginall 13gd lall Cangl)
sl aaiay Wla Wisa o e pisad oz 8 o3 adae daie) 358 (8 4@l (enliad) Cailay Al fae 5 o Dleall
BV e slae VI Jay dlilaie st uleall (558 Alla 34 516V Cavn Gaalial) asend aading 43 LS JalSIL )
z ol zisall 25 a3 (business) dekiiall dediall 4yl deadl) dag ot 8 bl fawd) dldie) s ¢ Galads

(A Gl N aa ) R Ase p Aa aladiuly

Ja JJL&AA“ @}\ [EEEN Q\g\)ﬂ\ @\AA:} e\.l;:‘u.n‘ L\;)ﬁ\ (Cpra g o) dlma Ala] dalisa JJLAA E;\)ﬁ = FAEN L.é

Ol U s allal) il sheal) 4380 Gadd i o3 403 gl Ay jal) ASLeall s e )yl 38 5 Alls Al j3 Cy gl
(YIS agal ) OIS 5 e slaall 45855 (5 3 (e Gl () Anill) Caah (1) ilasall Ll e grald 0 5 sl G b e
e shaal) A5 Aaddd 4y jnil) Al 5 53 gall Apsi (5 jlima aladiaad |53 ]
Aosthaall 3 gal) 5 Aal) 33 ol il e dluiie yue LedY Clandll 30 gl dpi A 31885 2
Il sanall (g gall) Jitail) Cuilay ) s U Qi aladid | ga yBl 3



DA gina A i) Al 5 52 5all Ao (5 bma e I saainy o i) Cpd gl (S (5l anill JA (e
e:m..a].kg_) CSeall (pac L&A:\\ Aaaldl u:"“‘él"?su*‘J C8 ol g pan daidll g B2 gall e u&\.:\sﬂﬂl.su:\\ C\_"u\ N_\SA:ML\:\;
i slaall A5 Ayl o) Ay sl WL aenill g e el 3252l Gunlia

e AT (b LIS (K ¢ L Cpaiall o shad) (ppaniai (S lalai) sey anall g 55 (Saall (go ¢ Jifiasall
2 ‘5—}1.3.-2:]\ Ghaiall Mia o) pe pyadl (i sarll



I'T Services Evaluation Model based on Fuzzy Logic

Author’s Name

Mohammed Abdullah Alfarhan

A thesis submitted for the requirements of the degree of Master of Science in Computing

Information Systems

Supervised By
Dr. Mahmoud Kamel

Dr. Mostafa Saleh

FACULTY OF COMPUTING AND INFORMATION TECHNOLOGY
KING ABDULAZIZ UNIVERSITY
JEDDAH-SAUDI ARABIA

Safar 1440 H — October 2018 G



Te VXD

o o




IT Services Evaluation Model based on Fuzzy Logic

By

Mohammed Abdullah Alfarhan

This thesis has been approved and accepted in partial fulfillment of the requirements for

the degree of Master of Science in Computing Information Systems

EXAMINATION COMMITTEE

Name Rank Field Signature
: : Dr. Mahmoud i i
Thesis Advisor Associate Information |
Kamel Professor Systems
. Associ Inf i
Co- Advisor Dr. Mostafa Saleh ssoclate mormation
Professor Systems
Electrical and
External Examiner | Dr. Yasser Kadah Professor Computer | e,
Engineering
. Dr. Muazzam i i
Internal Examiner e Assoclate Information
Siddiqui Professor Systems




IT Services Evaluation Model based on Fuzzy Logic
Mohammed Abdullah Alfarhan

Abstract

Information Technology Infrastructure Library (ITIL) is the most popular framework to
apply IT Service Management (ITSM). Organizations apply such framework in order to create
value and being aligned to business. Performance measurements used to monitor and evaluate
ITIL implemented processes to ensure being in track and eventually realizing benefits.

Current approaches use technical metrics to measure performance as they are easy to be
understood by IT staff and usually directly measured. Business experience is not reflected into
the picture. Furthermore, uncertainty related to importance of an IT service usually unconsidered
while it is more applicable when we think of value of IT service or business experience than the
certain knowledge and rigid values.

In this work | proposed an evaluation model that address the end to end service hence
beside the technical metrics accommodates subjective measures and vague uncertainty to
quantify true service delivery in a time period. The model is based on the use of triangle fuzzy
numbers (TFN) and an equivalent linguistic term. A simple method for aggregating quality
metrics (measuring dissimilar parameter) is introduced. A case study is presented to illustrate

how the proposed model works.



