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1 INTRODUCERE

In contextul pandemiei ivite odati cu aparitia noului coronavirus SARS-CoV-2,
circumstantele uzuale s-au schimbat semnificativ, mobilitatea a fost redusa, unitatile si-au inchis
temporar activitatea fizica, a fost incurajata plata online, etc. Furnizarea de servicii publice nu
poate fi suspendata, ci mai degraba trebuie furnizata intr-un cadru nou, care sa limiteze raspandirea
virusului, in online, bazandu-se pe solutii rapide si pe tehnologia digitala deja disponibila. Astfel,
s-a simtit o nevoie acutd de accelerare a proceselor de digitalizare, dar si de adaptare a retelelor la
necesitatile actuale. Printre mediile organizationale direct afectate de pandemie s-au numadrat si
universitdtile, activitatea didactica fiind suspendata temporar, iar mai apoi mutatd in mediul online
pentru o lunga perioada de timp. Avand n vedere aceasta situatie, S-a constat o nevoie acuta de
adaptare, automatizare si digitalizare a proceselor organizationale la conditiile impuse de starea de
urgentd, urmata apoi de starea de alerta instituite la nivel national (Presedintele Romaniei, 2020)
Asadar, sistemul de Invatdmant universitar a suferit modificari iminente, iar procesele de invatare,
dar si relatiile cu studentii au trebuit rapid adaptate noului context. Prima decizie luatd de catre
autoritati in privinta crizei sanitare, a fost prevenirea raspandirii virusului ucigator, prin urmare,
masurile luate au fost de restrictionare a deplasarii cetdtenilor, cu exceptia cazurilor care
reprezentau o urgentd. Odatd cu aceasta restrictionare, solutiile raimase s-au diminuat, astfel ca
pasul spre digitalizare era iminent in toate sectoarele de activitate, sectorul public roméanesc fiind
destul de afectat din cauza infrastructurii digitale existente pana la debutul pandemiei si a nivelului
scazut de competente digitale detinute de personalul angajat in acest sector (Ciucan-Rusu et al,
2021, Tocan et al, 2021; Noja & Panzaru, 2021).

Aceasta lucrare evidentiazd necesitatea implementarii unor solutii rapide care sa raspunda
noului context pandemic de catre Universitatea de Medicind, Farmacie, Stiinte si Tehnologie
,George Emil Palade” din Targu Mures, Romania (denumita in continuare UMFST). Conform
cercetdrilor similare (Agostino et al, 2021), abordam trei aspecte principale in furnizarea de
servicii: implicarea utilizatorilor; planificare si control; si costuri. Conform studiului mentionat,
aceste trei elemente sunt importanti factori de risc care influenteaza procesul de transformare
digitala a entitatilor, intrucat evidentiaza problemele cu care organizatiile se vor confrunta in viitor
n procesul de aliniere la nevoile pietei in sens larg, nu doar Tn contextul pandemic, ci si din punct
de vedere al impactului asupra mediului inconjurator. Provocarile economice, sociale si de mediu
actuale determina entitatile sa adopte mdsuri si comportamente care sd reduca impactul lor asupra
societatii (Danescu et al, 2021). De aceea, este necesard regandirea strategiilor, masurilor si
procedurilor efectuate de catre universitate pentru reducerea impactului de mediu dincolo de
contextul pandemic, digitalizarea fiind un raspuns eficient la aceste provocari de mediu.

Studiul nostru cuprinde o analizd a factorilor interni si a factorilor externi care pot influenta
decizia de a implementa o solutie de management al serviciilor de tehnologia informatiei (ITSM)
in scopul simplificarii procedurilor de depunere a dosarelor de bursa sociald in cadrul UMFST in
timpul pandemiei de COVID-19. Lucrarea se concentreaza in prima parte pe identificarea
avantajelor implementarii unor solutii de tip ITSM in universitate, legatura acesteia cu
managementul de proces al afacerilor (BPM), urmand a in partea a doua a lucrérii sa prezentam o
analizd a punctelor forte, slabe, a oportunitatilor si a amenintarilor (analiza SWOT) privind
oportunitatea si necesitatea implementdrii unei astfel de solutii. Rezultatele noastre au
aplicabilitate practica, fiind comunicate managementului in scopul luarii de decizii cu privire la
implementarea solutiei propuse. Studiul reprezinta un pas important pentru automatizarea altor
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procese din cadrul organizatiei, intrucat aplicatia propusa este scalabild, raspunzdnd mai multor
probleme organizationale.

2 LEGATURA DINTRE IT SERVICE MANAGEMENT SI BUSINESS PROCESS
MANAGEMENT

IT Service Management (ITSM) este reprezentata de utilizarea planificata si controlata atat
a componentelor hardware si software existente intr-0 entitate, cat si a resurselor umane, materiale,
in scopul sprijinirii nevoilor angajatilor si a clientilor intr-un mod eficient (Galup et al, 2009).

Conform IBM (site-ul IBM, accesat in martie 2021), ITSM este compus dintr-un set de
politici si practici menite sa ajute la ,,implementarea, furnizarea si gestionarea serviciilor IT” intr-
un mod 1n care sd raspunda tuturor nevoilor utilizatorilor finali (reprezentati de cétre angajati,
clienti si alte terte persoane) si ai obiectivelor entitatii. Prin ITSM, entitatile se asigura ca toate
serviciile IT functioneaza In mod corespunzator pentru buna desfasurare a activitatii. Prin servicii
IT, intelegem componente de hardware si software, dar si resurse de calcul existente intr-0
organizatie, precum laptop-uri, calculatoare, soft-uri si aplicatii web sau mobile, solutii de stocare
in cloud sau servere fizice si virtuale.

Termenul Business Process Management (BPM) este explicat pe larg, fiindu-i dedicata o
pagina de web https://bpm.com, si este definit drept o disciplina care implica diferite combinatii
de modelare, automatizare, executie, control, masurare si optimizare a fluxurilor de activitate din
afaceri, facilitdnd atingerea obiectivelor intreprinderii si, totodata, venind in ajutorul angajatilor,
clientilor, dar si a partenerilor atat din interiorul cat si din afara organizatiei.

In acceptiunea Asociatiei Europene de Business Process Management (Site-ul AEBPM,
accesat Tn martie 2021), BPM este reprezentat ca fiind o abordare sistemica avand drept obiectiv
captarea, proiectarea, executarea, documentarea, masurarea, monitorizarea si controlul proceselor
atat a celor automatizate, precum si a proceselor neautomatizate cu scopul de a indeplini
obiectivele ce tin de strategia de afaceri a unei companii.

Pe de-o parte, Weske (2007) spune ca Business Process Management are la baza
observatia conform careia fiecare produs furnizat pietei de catre o companie este rezultatul mai
multor activitati desfasurate. Pe de altd parte, in opinia celor de la Gartner in ceea ce priveste BPM
(site-ul Gartner, accesat in martie 2021), acesta este reprezentat drept o disciplina care se foloseste
de diverse metode pentru a descoperi, modela, analiza, masura, imbunatati si optimiza totalitatea
proceselor de afaceri dintr-o organizatie.

IT Service Management ofera activititi bazate pe proces in ceea ce priveste cele mai bune
practici pentru a ajuta departamentul IT in Tmbunatatirea satisfactiei clientilor, insd nu ofera si
orientdri sau o anumitd metodologie in ceea ce priveste implementarea proceselor respective si
gestionarea lor zilnica, de aceea se considerd necesara abordarea BPM, care integreaza toate
celelalte initiative ale Tmbunatatirii orientate spre proces.

Din considerentele anterior enuntate, dezvoltarea si implementarea unei solutii ITSM este
esentiald pentru usurarea proceselor organizationale, indiferent de sectorul de activitate. In timpul
pandemiei, S-a pus o presiune acuta asupra sectorului educational si de sanatate in ceea ce priveste
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reorganizarea activitatilor astfel incat sa nu se intrerupa furnizarea de servicii aferente acestor
sectoare (Neuwirth et al, 2021; Mishra et al, 2020; Haleem, & Javaid, 2020).

3 METODOLOGIA CERCETARII

Accelerarea transformarii digitale indusa de pandemie este o oportunitate pentru cercetatori
si practicieni de a observa si documenta modul in care organizatiile actioneaza intr-o perioada
scurtd, oferind lectii importante pentru viitor.

Din punct de vedere empiric, aceasta lucrare se concentreaza in special pe o analiza a
necesitatii implementarii unei aplicatii online de Inscriere a dosarelor de bursd sociald de catre
studentii UMFST, o alegere determinatd de mai multi factori:

o (dez)echilibrul online-on-site in timpul pandemiei: cu respectarea conditiilor de
distantare sociald, 1n cazul depunerii on-site a dosarelor, secretariatul facultatilor se
supraaglomereaza in perioada depunerilor de dosare de catre studenti, crescand riscul de
raspandire a coronavirusului, astfel depunerea online devine o solutie optima pentru evitarea
raspandirii epidemiei;

e universitatile au rolul de a raspandi un exemplu in societate, fiind motorul
dezvoltarii economice locale. Din acest motiv, practicile adoptate de universitate trebuie sa aiba
un impact negativ minim asupra societatii. Procesul de depunere a dosarelor de bursa sociala on-
site implicd un consum relativ ridicat de resurse materiale, cu impact negativ asupra mediului
inconjurator. Din acest motiv, prin depunerea online a dosarelor, universitatea contribuie la
prevenirea efectelor nedorite din punct de vedere social si de mediu;

e studentii 1si pot depune dosarele indiferent de locul in care se afla, in timp ce
secretariatul si comisia de evaluare va trece printr-un proces simplificat de verificare si evaluare a
dosarelor datorita procesului de automatizare care recunoaste in mod automat datele de identificare
ale deponentului, securitatea si protectia datelor fiind asigurata atat de catre echipa proprie de
mentenanta, cat si de furnizorul de software. crescand astfel utilitatea, eficienta si nivelul de
satisfactie al persoanelor implicate in proces.

In cadrul lucrarii s-a urmdrit revizuirea literaturii de specialitate atat pentru identificarea
conceptelor, definitiilor si ariei lor de aplicare, cat si pentru identificarea unor factori interni sau
externi care ar putea influenta decizia de a implementa o astfel de aplicatie online. De asemenea,
in aceastd etapa s-a parcurs la prospectarea unor multitudini de solutii in vederea alegerii solutiei
optime, pentru raspunderea scopului lucrarii. Pentru aceasta, s-a utilizat metoda cercetarii
fundamentale. Apoi, in baza cercetarii fundamentale, am parcurs la dezvoltarea unei analize
SWOT, care evidentiaza principalii factori interni si externi. Rezultatele analizei SWOT sunt
centralizate in Tabelul 1. Acestea au fost dezbatute de catre echipa de cercetare, fiind luate in
considerare 1n procesul de elaborare, dezvoltare si implementare a solutiei propuse.

4 REZULTATE SI DISCUTII

In randurile ce urmeazi, am reprezentat o analizi SWOT (Tabelul 1), prin intermediul cireia
am scos la suprafata punctele forte, respectiv oportunitatile, care reprezintd elemente benefice
atingerii obiectivelor, Tmpreund cu punctele slabe, respectiv amenintdrile, reprezentand
caracteristici care pun in pericol atingerea obiectivelor propuse. Atat punctele tari cat si cele slabe
reprezintd elemente a caror provenienta este sursa internd, pe cand oportunitatile, impreund cu
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amenintarile sunt elemente care provin din sursa externa, ceea ce ne va ajuta sa intelegem mai bine
utilitatea integrarii aplicatiei, dar si beneficiile care vin odata cu aceasta.

Tabelul 1. Analiza SWOT - Necesitatea dezvoltarii unor aplicatii pentru IT Service
Management in mediul organizational

Benefice Pun in pericol
atingerii obiectivelor atingerea obiectivelor
Puncte tari Puncte slabe
existenta infrastructurii necesare pentru deficit / lipsa de pregétire in mediul digital
implementarea de solutii inteligente; a personalului auxiliar existent;
accesul la resurse, datoritd unor parteneriate existenta unei reticente pentru
existente (Microsoft); schimbare/nou;
existenta unor regulamente si proceduri lipsa unor proceduri in ceea ce priveste
interne care tintesc imbunatitirea  si modul de accesare/lucru a resurselor din
" eficientizarea relatiei cu studentilor; suita Microsoft Office 365;
g ’g existenta unui personal amabil, orientat spre reducerea interactiunii umane care poate
= E rezolvarea  problemelor  organizationale conduce atat la afectarea psihicului din
s 5 existente, in special in relatia cu studentii cauza distantarii sociale cat si la crearea de
5 § dorinta de simplificare / eliminare a confuzii privind procedurile de urmat.
@ birocratiei;
incurajarea si implicarea conducerii 1n
dezvoltarea, adaptarea si implementarea unor
solutii digitale eficiente;
nivelul ridicat de implicare a cadrelor
didactice Tn atragerea de resurse financiare,
materiale sau umane pentru digitalizare;
contribuie la Tndeplinirea obiectivelor de
dezvoltare durabila ale universitatii.
Oportunitati Amenintari
accelerarea proceselor de digitalizare, datorate posibilitatea primirii unor atacuri digitale
contextului COVID-19; din exterior;
- tendinta de automatizare a proceselor de lucru incércarea de informatii eronate din partea
s £ in organizatii — tendinta regasita in strategiile studentilor;
3 *:-2 UE privind digitalizarea; nefunctionarea sau functionarea
$2 existenta unor aplicatii de tip no-code/low- defectuoasa a platformei.
’g % code usor de implementat, fara a necesita
a3 qé cunostinte intensive de IT;
= existenta unor multiple surse de finantare, atat
nationale, cat si europene, pentru digitalizarea
mediilor organizationale, fiind eligibile si
institutii publice precum universitatile de stat
costuri reduse de intretinere.

Sursa: proiectia autorilor in baza cercetarilor efectuate

Spre deosebire de alte organizatii, marele avantaj al institutiilor publice si indeosebi al
universitatilor il constituie existenta unei infrastructuri de tehnologia informatiei si comunicarii
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(TIC) bine puse la punct, constituind unul dintre elementele primordiale cand se ia n considerare
implementarea solutiilor inteligente. Odata cu existenta infrastructurii, sfera oportunitétilor se
largeste, ceea ce duce la incurajarea atat a studentilor, cat si a cadrelor didactice/auxiliare in
prototiparea de noi solutii menite sa diminueze metodologia birocratica, uneori atat de stufoasa si
greoaie din punct de vedere al fluiditatii proceselor din organizatie pana la punctul de
eliminare/inlocuire totala, putand fi considerata si o masura care respecta indicatorii de dezvoltare
durabila pe care universitatea si i-a propus.

Pe langa accesul la infrastructurd, o altd mana de ajutor vine si din partea parteneriatelor
strategice la nivel institutional, facilitindu-se in acest fel accesul la resurse de naturd software
precum aplicatii de tip ,,no-code/low-code” usor de implementat, care nu necesitd cunostinte
avansate de IT, reprezentdnd elemente cheie Tn intreg parcursul de digitalizare, respectiv
automatizare a proceselor de naturd administrativa si nu numai, care au loc Tn mediul
organizational universitar.

Un alt element cel putin la fel de crucial in tot acest proces il constituie nivelul de implicare
al cadrelor didactice in atragerea de resurse financiare, materiale sau umane necesare in procesul
de dezvoltare al solutiilor TIC pentru digitalizare, nivel care este cat se poate de ridicat daca este
sd aruncam o privire peste valoarea totala a proiectelor atrasa de catre acestea in cadrul UMFST.

Desigur, orice demers al studentilor sau al cadrelor didactice implicate nu Se poate
materializa decat dacd intervine si sprijinul din partea conducerii, care are rol decizional in
implementarea de noi procese, atat la nivel de departamente cat si la nivel institutional,
universitatea noastra fiind avantajata din acest punct de vedere. Avand Tn vedere strategia de
dezvoltare durabild pe care universitatea a implementat-0, digitalizarea a devenit un element cheie
n Tndeplinirea obiectivelor de sustenabilitate.

Odata cu implementarea unor noi procese menite sa solutioneze problemele deja existente si
totodata sd usureze munca ambelor parti (responsabil/utilizator), intervine aparitia reticentei
pentru schimbare/nou, acompaniatd de frica de necunoastere, fapt care se datoreaza lipsei de
pregatire in mediul digital a personalului didactic/auxiliar existent. Aceasta frica poate fi
alimentata si de posibilitatea primirii unor atacuri digitale din exterior sau de nefunctionarea sau
functionarea defectuoasa a platformei, situatii care pot aparea involuntar dar care se pot preveni.

Totusi, universitatea dispune de resurse pentru a contracara eventualele amenintari care pot
aparea in procesul de implementare, monitorizare si sustenabilitate a aplicatiei propuse.
Considerand ca existd mai multe avantaje (puncte forte si oportunitdti) care sd sustina avizul
pozitiv pentru automatizarea proceselor organizationale, rezultatele acestui studiu au utilitate
publicd, putand fi fundament In dezvoltarea unor alte solutii de ITSM 1n cadrul universitatii noastre
si chiar la nivel de alte institutii publice.

5 CONCLUzI

Tn urma analizei SWOT, se poate observa cum punctele tari, care sunt benefice atingerii
obiectivelor si provin din sursa internd, impreuna cu oportunitatile provenite din sursd externa,
surclaseaza punctele slabe care pun in pericol atingerea obiectivelor, impreuna cu amenintarile
provenite din sursd externd. Considerdnd aceste aspecte, se poate evidentia necesitatea
implementarii unei solutii inteligente la nivel de universitate, care vine atat in ajutorul studentilor
cat si in ajutorul personalului auxiliar care ia parte procesului de depunere a burselor sociale.
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Aceasta solutie de digitalizare a procedurilor interne privind depunerea si evaluarea burselor
sociale ar putea fi scalatd pentru a raspunde unor multitudini de proceduri similare, precum:
depunerea lucrarilor de licentd, masterat, doctorat, depunerea dosarelor de candidatura a
personalului, de Inscriere la programele de studii sau la diverse activitati extracurriculare, etc. De
asemenea, rezultatele noastre pot fi utilizate de catre alte organizatii in scopul elaborarii unor
solutii de ITSM proprii.

Din prezenta cercetare se constatd ca este nevoie de documentarea procesului de
implementare a solutiei propuse. Tinand cont de rezultatele studiului, se va continua procesul de
automatizare a proceselor organizationale din UMFST, marcand astfel lectii pentru viitor.

6 MULTUMIRI

Echipa si resursele mediului de dezvoltare au fost sprijinite in cadrul proiectului Societatii
Antreprenoriale Studentesti "Stiintd Tn actiune pentru succes in era digitalizarii afacerilor- CNFIS-
FDI-2021-0480".
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Implementation of IT Service Management solutions in the
university environment beyond the COVID-19 pandemic: a SWOT
analysis
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Abstract: The COVID-19 pandemic has imposed the acceleration of the digital transformation processes of
organizations, regardless of the sector of activity. Moreover, currently, achieving sustainability indicators is
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1 INTRODUCTION

In the context of the pandemic that appeared with the advent of the new coronavirus SARS-
CoV-2, the usual circumstances have changed significantly, mobility has been reduced, units have
temporarily closed their physical activity, online payment has been encouraged, etc. The use of
public services cannot be suspended, but rather must be provided within a new framework that
limits the spread of the virus, online, relying on quick solutions and the digital technology already
available. Thus, there was an acute need to accelerate the digitization processes, but also to adapt
the networks to the current needs. Among the organizational environments directly affected by the
pandemic were also universities, the teaching activity being temporarily suspended, and then
moved to the online environment for a long time. Considering this situation, there was an acute
need to adapt, automate and digitize the organizational processes to the conditions imposed by the
state of emergency, followed by the state of alert established at national level (President of
Romania, 2020) So, the university education system underwent imminent changes, and the
learning processes, but also the relations with students had to be quickly adapted to the new
context. The first decision taken by the authorities regarding the health crisis was to prevent the
spread of the Killer virus, therefore, the measures taken were to restrict the movement of citizens,
except in cases that represented an emergency. With this restriction, the remaining solutions have
diminished, so that the step towards digitalization was imminent in all sectors of activity, the
Romanian public sector being quite affected due to the existing digital infrastructure until the onset
of the pandemic and the low level of digital skills held by the staff employed in this sector (Ciucan-
Rusu et al, 2021, Tocan et al, 2021; Noja & Panzaru, 2021).

The paper highlights the need to implement rapid solutions that respond to the new
pandemic context by the "George Emil Palade™ University of Medicine, Pharmacy, Sciences and
Technology in Targu Mures, Romania (hereinafter referred to as UMFST). According to similar
research (Agostino et al, 2021),we address three main issues in the provision of services: user
involvement; planning and control; and costs. According to the mentioned study, these three
elements are important and risk factors that influence the process of digital transformation of
entities, as they highlight the problems that organizations will face in the future in the process of
alignment with the needs of the market in a broad sense, not only in the pandemic context, but also
in terms of environmental impact. Current economic, social and environmental challenges
determine entities to adopt measures and behaviors that reduce their impact on society (Danescu
et al, 2021). Therefore, it is necessary to rethink the strategies, measures and procedures carried
out by the university to reduce the environmental impact beyond the pandemic context,
digitalization being an effective response to these environmental challenges.

Our study includes an analysis of the internal factors and external factors that can influence
the decision to implement an information technology services management solution (ITSMs) in
order to simplify the procedures for submitting social scholarship files within UMFST during the
COVID-19 pandemic. The paper focuses in the first part on identifying the advantages of
implementing ITSM solutions in the university, its connection with business process management
(BPM),and in the second part of the paper we present an analysis of strengths, weaknesses,
opportunities and threats (SWOT analysis) on the appropriateness and necessity of implementing
such a solution. Our results have practical applicability, being communicated to the management
in order to make decisions regarding the implementation of the proposed solution. The study
represents an important step for automating other processes within the organization, as the
proposed application is scalable, responding to several organizational problems.

70



‘ UNIVERSITATEA DE MEDICINA,

:» FARMACIE, STIINTESITEHNOLOGIE
] .GEORGEEMILPALADE"
DINTARGU MURES

ACTA MARISIENSIS, SERIA OECONOMICA
I Online:1SSN 2668-3989, ISSN L 2668-3148
\ scien d o Print:ISSN 2668-3148, ISSN L 2668-3148

2 THE LINK BETWEEN IT SERVICE MANAGEMENT AND BUSINESS PROCESS
MANAGEMENT

IT Service Management (ITSM) is represented by the planned and controlled use of both
existing hardware and software components, as well as of human, material resources, in order to
support the needs of employees and customers in an efficient manner (Galup et al, 2009).

According to IBM (ibm's website, accessed in March 2021), ITSM is composed of a set of
policies and practices designed to help "deploy, provide, and manage IT services" in a way that
meets all the needs of end users (represented by employees, customers, and other third parties) and
the entity's goals. Through ITSM, entities ensure that all IT services are operating properly for the
proper conduct of business. By IT services, we mean hardware and software components, but also
computing resources existing in an organization, such as laptops, computers, software and web or
mobile applications, cloud storage solutions or physical and virtual servers.

The term Business Process Management (BPM) is explained in detail, being dedicated to
a web page https://bpm.com, and is defined as a discipline that involves different combinations of
modeling, automation, execution, control, measurement, and optimization of business activity
flows, facilitating the achievement of the enterprise's objectives and, at the same time, helping
employees, customers, but also partners both inside and outside the organization.

Within the meaning of the European Business Process Management Association (AEBPM
website, accessed in March 2021), BPM is represented as a systemic approach with the objective
of capturing, designing, executing, documenting, measuring, monitoring and controlling both
automated and non-automated processes in order to achieve the objectives related to the business
strategy of a company.

On the one hand, Weske (2007) says that Business Process Management is based on the
observation that each product supplied to the market by a company is the result of several activities
carried out. On the other hand, in Gartner's opinion regarding BPM (Gartner website , accessed in
March 2021), it is represented as a discipline that uses various methods to discover, model,
analyze, measure, improve and optimize all the business processes in an organization.

IT Service Management offers process-based activities in terms of best practices to help it
improve customer satisfaction, but it does not provide guidance or a specific methodology
regarding the implementation of those processes and their daily management, so the BPM
approach, which integrates all other initiatives of process-oriented improvement, is considered
necessary.

From the above-mentioned considerations, the development and implementation of an
ITSM solution is essential for the easing of organizational processes, regardless of the sector of
activity. During the pandemic, there has been an acute pressure on the education and health sector
to reorganize activities so as not to interrupt the provision of services related to these sectors
(Neuwirth et al, 2021; Mishra et al, 2020; Haleem, & Javaid, 2020).
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3 RESEARCH METHODOLOGY

Accelerating the digital transformation is induced by the pandemic is an opportunity for
researchers and practitioners to observe and document how organizations are acting in a short
period of time, providing important lessons for the future.

From an empirical point of view, this paper focuses in particular on an analysis of the need
to implement an online application for enrollment of social scholarship files by UMFST students,
a choice determined by several factors:

o the online-on-site (de)balance during the pandemic: in compliance with the
conditions of social distancing, in the case of on-site submission of files, the secretariat of
the faculties is overcrowded during the submission of files by students, increasing the risk
of spreading the coronavirus, thus online submission becomes an optimal solution to avoid
the spread of the epidemic;
o universities have the role of spreading an example in society, being the engine of
local economic development. For this reason, the practices adopted by the university must
have a minimal negative impact on society. The process of submitting social scholarship
files on-site involves a relatively high consumption of material resources, with a negative
impact on the environment. For this reason, by submitting the files online, the university
contributes to the prevention of unwanted effects from a social and environmental point of
view;

students can submit their files regardless of where they are located, while the secretariat
and the evaluation committee will go through a simplified process of verification and evaluation
of files due to the automation process that automatically recognizes the identification data of the
depositor, the security and data protection being ensured both by its own maintenance team, as
well as by the software provider, thus, increasing the usefulness, efficiency and level of satisfaction
of the people involved in the process.

In the work it was aimed at reviewing the literature both to identify their concepts,
definitions and area of application, as well as to identify internal or external factors that could
influence the decision to implement such an online application. Also, at this stage, it was
approached to prospecting many solutions in order to choose the optimal solution, for the
responsibility of the purpose of the work. For this, the method of fundamental research was used.
Then, based on fundamental research, we went through the development of a SWOT analysis,
which highlights the main internal and external factors. The results of the SWOT analysis are
summarized in Table 1. These were debated by the research team, being taken into account in the
process of elaboration, development and implementation of the proposed solution.

4 RESULTS AND DISCUSSIONS

In the following lines, we have represented a SWOT analysis (Table 1),through which we
have brought to the surface the strengths, respectively the opportunities, which represent beneficial
elements for achieving the objectives, together with the weaknesses, respectively the threats,
representing characteristics that endanger the achievement of the proposed objectives. Both
strengths and weaknesses are elements whose provenance is the internal source, while
opportunities, along with threats are elements that come from the external source, which will help
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us better understand the usefulness of application integration, but also the benefits that come with

It.

Table 1. SWOT Analysis - The need to develop applications for IT Service Management in
the organizational environment

Beneficial Endanger
achieving the objectives achieving the objectives
Strengths Weaknesses
the existence of the necessary infrastructure deficit / lack of training in the digital
for the implementation of smart solutions; environment of the existing auxiliary staff;
access to resources, thanks to existing the existence of a reluctance for
partnerships (Microsoft); change/new;
the existence of internal regulations and lack of procedures regarding the way of
procedures aimed at improving and accessing /working the resources in the
8 streamlining the relationship with students; Microsoft Office 365 suite;
§§ the existence of a friendly staff, oriented reducing human interaction that can lead
2.2 towards solving the existing organizational both to damage to the psyche due to social
E % problems, especially in the relationship with distancing and to creating confusions
TS the students about the procedures to be followed.
= the desire to simplify / eliminate bureaucracy;
encouraging and involving management in the
development, adaptation and implementation
of efficient digital solutions;
the high level of involvement of teachers in
attracting financial, material or human
resources for digitalization;
contribute to the achievement of the
university's sustainable development goals.
Opportunities Threats
accelerating the digitization processes, due to the possibility of receiving digital attacks
. the COVID-19 context; from outside;
= the trend of automating work processes in students uploading erroneous information;
8 °§ organizations — a trend found in EU strategies malfunction or malfunction of the
55 on digitalization; platform.
AN the existence of no-code / low-code
g ic» applications that are easy to implement,
gc without requiring intensive IT knowledge;
i E) the existence of multiple sources of funding,
é both national and European, for the
digitization of organizational environments,
being eligible also public institutions such as
state universities
low maintenance costs.

Source: authors' projection based on the research carried out

73



Liviu CIUCAN-RUSU, Marius-Petru POPTAMAS

Unlike other organizations, the great advantage of public institutions and especially of
universities is the existence of a well-established information and communication technology
(ICT) infrastructure, constituting one of the primary elements when considering the
implementation of intelligent solutions. With the existence of infrastructure, the scope of
opportunities widens, which leads to the encouragement of both students and teachers/ auxiliaries
in the prototyping of new solutions designed to reduce the bureaucratic methodology, sometimes
so bushy and cumbersome in terms of the fluidity of processes in the organization to the point of
elimination / total replacement, and can also be considered a measure that respects the sustainable
development indicators that the university has proposed.

In addition to access to infrastructure, another helping hand also comes from strategic
partnerships at institutional level, thus facilitating access to software resources such as easy-to-
implement "no-code/low-code" applications that do not require advanced IT knowledge,
representing key elements throughout the digitization, respectively the automation of
administrative processes and not only, that take place in the university’s organizational
environment.

Another element at least as crucial throughout this process is the level of involvement of
teachers in attracting the financial, material or human resources necessary in the development
process of ICT solutions for digitalization, a level that is as high as possible if we are to take a
look at the total value of the projects attracted by them within UMFST.

Of course, any approach of the students or teachers involved cannot materialize unless the
support from the management intervenes, which has a decision-making role in the implementation
of new processes, both at the level of departments and at the institutional level, our university
being advantaged from this point of view. Given the sustainable development strategy that the
university has implemented, digitalization has become a key element in achieving sustainability
goals.

With the implementation of new processes meant to solve the already existing problems and
at the same time to ease the work of both parties (responsible / user), the emergence of reluctance
for change / new, accompanied by the fear of ignorance, which is due to the lack of training in the
digital environment of the existing teaching / auxiliary staff, intervenes. This fear can also be
fueled by the possibility of receiving digital attacks from the outside or by the non-functioning or
malfunctioning of the platform, situations that can occur involuntarily but can be prevented.

However, the university has the resources to counter any threats that may arise in the process
of implementation, monitoring and sustainability of the proposed application. Considering that
there are several advantages (strengths and opportunities) to support the positive opinion for the
automation of organizational processes, the results of this study have public utility, and can be the
foundation in the development of other ITSM solutions within our university and even at the level
of other public institutions.

5 CONCLUSIONS

Following the SWOT analysis, it can be seen how the strengths, which are beneficial to the
achievement of the objectives and come from the internal source, together with the opportunities
coming from the external source, overcome the weak points that endanger the achievement of the
objectives, along with the threats from the external source. Considering these aspects, one can
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highlight the need to implement an intelligent solution at university level, which comes to the aid
of both students and auxiliary staff who take part in the process of submitting social scholarships.

This solution of digitizing the internal procedures for the submission and evaluation of social
scholarships could be scaled to respond to multitudes of similar procedures, such as: submission
of bachelor's, master's, doctoral papers, submission of personnel applications, enroliment in study
programs or various extracurricular activities, etc. Our results can also be used by other
organizations for the purpose of developing their own ITSM solutions.

From the present research it is found that there is a need to document the process of
implementing the proposed solution. Taking into account the results of the study, the process of
automating organizational processes in UMFST will continue, thus marking lessons for the future.
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