
 

 

 

Teaching Information 

Technology Service 

Management for 

International Groups 

 

 

PH.D. THESIS SUMMARY 
 

Krisztina ERDÉLYI 

2011 

 

 

Supervisor: László Zsakó, Ph.D. 

 

 

 

 

 

Informatics Ph.D. School at Eötvös Loránd University, Budapest, Hungary 

András Benczúr D.Sc. 

 

Foundations and Methods of Informatics Ph.D. Program 

János Demetrovics D.Sc. 



  

 

 

 



Krisztina Erdélyi 
Ph.D. Thesis Summary (2011) 

1 

1. Background and goal of research 

In the globalised world teaching international groups is inevitable. Foreign students 

travel in everywhere from Europe with the Erasmus scholarship programme to spend 

one semester at universities in Hungary. Additionally, there is a high probability that 

students will also come from other continents. Receiving incoming students the 

reputation of the school increases and host students can learn cultural tolerances from 

foreign students. Even more the number of outgoing students from a school can be 

higher if they return the receiving namely they offer suitable programmes for foreign 

students. 

My PhD research was motivated firstly by demand to study what types of difficulties 

that arise in teaching intercultural groups, and secondly to develop methodologies to 

mitigate the problems. 

Teaching Information Technology Service Management (ITSM) at the University of 

Óbuda (formally Budapest Tech) began in 2007 with the support of some software 

manufacturing corporations and finance institutions. Then my attention turned to ITSM. 

At this time ITSM gained on the organisation in Hungary. I found that teaching ITSM is 

useful and necessary so I began studying how to improve the way it is taught. 

First some parts of ITSM were taught as optional courses. General monitoring, 

specially transaction response times, monitoring of composite applications, and 

configuration management are typical taught topics. Later we launched a specialised 

block for students and went deeper into each topic.  

1.1. Goal of thesis 

From the latter half of the past decade I teach foreign students in line with the Erasmus 

scholarship programme. In 2008 I organised a course on which Hungarian and French 

students participate in a ratio of 1:1. The topic of the course was ITSM according to my 

interest and because of my experience on teaching ITSM. 

The goals of my PhD research are the following: 

 To study deeply ITSM; 

 To launch the teaching of ITSM; 

 To develop course material about ITSM that can be taught as an optional 

course for intercultural students; 
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 To study the difficulties related to teaching of international groups; 

 To develop a teaching methodology model to mitigate the problems 

coming from cultural differences. 

2. Research methods 

I used the following research methods: 

 Studying the literature of ITSM and its teaching; 

 Analysing the result of studies related to teaching of intercultural groups; 

 Examining the cognition of students about ITSM. Creating and analysing 

a survey; 

 Experiment on teaching the developed course; 

 Generalising the experience related to teaching intercultural groups. 

 

After studying the literature of ITSM I published some papers about its teaching. On 

the grounds of them I stated my first claim. My second claim is based upon the study of 

the literature of intercultural differences. The third and fourth claims are drawn from my 

experience of teaching of ITSM. 

The course material was taught many times at many places and in many variations. 

Choosing the most suitable topics was based upon teaching optional courses and 

specialised courses at the University of Óbuda. The teaching difficulties due to the 

different cultural backgrounds of students were studying at Group Esaip (University) in 

Angers (Anjou, France). In the spring of 2009 I spent two weeks at Group Esaip to see 

first-hand, their educational system, and I also visited their industrial partners. In 

January and November 2010 I taught a part of my course there. In January they did not 

have a course related ITSM, so I was the first teacher who taught it. Each visit I had an 

Erasmus teaching mobility grant. 

I built a survey to getting to know students precognition on ITSM before the course 

and another one of students’ experience during the course. Both were completed by all 

of the students on each course. Non-parametric statistical tests were used to analyse the 

data. The topic of the course was refined and the effectiveness of the teaching methods 

was drawn by the result of the first and the second survey respectively. 
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3. Results 

The first part of my thesis describes ITSM and the way it is taught. In the second 

part, after explaining teaching problems stemming from cultural differences, teaching 

methodologies are developed to mitigate the problems identified. The last part finally 

describes the topic and teaching methodologies of my optional course of ITSM whilst 

applying the results of the first two parts. 

3.1. Importance of teaching of ITSM 

With the in-depth analysis of ITSM and the standard ISO/IEC 20000 based on ITSM I 

concluded that presently ITSM is an important factor in the life of organisations. 

Organisations can understand their business processes and fulfil the needs of their IT 

requests effectively with the help of ITSM methods. Best practices are described, for 

example, in Information Technology Infrastructure Library (ITIL) that is the base of the 

international standard of ITSM. The mostly applied best practices in organisations are 

the processes of help desk, incident and problem management, asset and configuration 

management and monitoring of the services. 

Studying the usage of ITIL in Hungary it is clear that Hungarian standards give the 

same possibilities than the foreign ones, and also they are used by Hungarian 

organisations. On the ground of these facts I stated my first claim: 

 

CLAIM 1: TEACHING INFORMATION TECHNOLOGY SERVICE MANAGEMENT IS NEEDED 

AT UNIVERSITIES OFFERING IT GRADUATION. 

The vast majority of students will meet ITSM during their future careers within the IT 

sector. If one of them will runs their own business then the knowledge of seeing IT as a 

service is ultised. One who will be employed will probably take part in the used of best 

practises of IT services. 

The importance of teaching ITSM is emphasised by US and Australian professors. 

They highlight that ITSM is widely spread and surrently is a de facto standard, but 

courses of ITSM still do not appeared at the universities. 

To underpin the usefulness of teaching of ITSM I collected the competences 

developed during the course and I analysed the labour market related to ITSM. 

Understanding large service systems, students get practical knowledge that can be used 
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in practise. In learning and applying ‘monitoring’ their problem solving skill improves. 

Recruitment websites show that understanding ITSM is a preference at 40% of IT 

related jobs in Hungary, and in relation to ITIL related employment number of 

opportunities world-wide is significant. So employment prospects of students are better 

if they have an understanding about the basic concepts of ITSM and partial practice 

prior to graduation. 

I gained information about students’ knowledge about ITSM from one of my 

surveys. Based upon the results, I concluded that students hardly have or have no 

concept of ITSM at all. However they find it important to get to know its theory and 

practice. Once they had completed their studies they believed that the course was useful. 

Since then the majority of Universities provide ITSM studies at BSc or MSc levels. I 

analysed ITSM courses and examinations to build my second claim: 

 

CLAIM 2.A: MAKING USE OF INDUSTRIAL TRAINING MATERIALS IS NOT FEASIBLE FOR 

TEACHING INFORMATION TECHNOLOGY SERVICE MANAGEMENT IN THE HIGHER 

EDUCATION 

Preparation courses contain very specific topics focusing on the exam only. Conversely, 

the aim of higher education to provide knowledge for students that they can use long 

term and in many areas of IT. So it should offer general approach with certain examples 

of best practises. Hence opposite of industrial training where only one specific software 

application is taught, a much wider view is needed in higher education. 

Analysing cultural differences, the second most important topic of my thesis, claim 

2.a can also be underpinned. 

3.2. Cultural differences at teaching of ITSM in international 

group 

In my thesis I summarised the research of Edward Twitchell Hall, Geert Hofstede and 

Fons Trompenaars and reviewed the result of Global Leadership and Organizational 

Behaviour Effectiveness (GLOBE) together with the result of my survey. I focused on 

comparing to Hungarian, English and American cultures because the majority of course 

materials are made in the UK and the USA. I also compared Hungarian and French 

cultures because I teach French and Hungarian students in one class. 
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I established that three cultural dimensions play important role in processing course 

materials: 

 high and low context in communication; 

 internal and external control; 

 uncertainty avoidance. 

 

There are high differences between Hungarian and English-American cultures in 

these dimensions so making use of course materials from these cultures is not feasible. 

If it is unavoidable then the teacher has an important role to help students to processing 

the course material. The teacher should guide students in the way of learning, help them 

to know their ways about course text and motivate them. 

The second version of the second claim says that not only the course material but the 

way of teaching should be different in the case of different cultures. 

 

CLAIM 2.B: CULTURAL DIFFERENCES SHOULD COME INTO CONSIDERATION AT 

TEACHING INFORMATION TECHNOLOGY SERVICE MANAGEMENT 

In my optional course half of students are French so I focused on cultural differences 

between Hungarian and French students. To summarise my experience I stated that 

French time orientation is completely different from Hungarian: French students handle 

time more flexibly, they need longer breaks. It is important for them to see the 

usefulness of the learning materials. They go deeper into the problems checking up 

everything and create more complex solutions than Hungarian students. 

I practise it is a serious problem that the problem solving speed of French students is 

much slower than Hungarians’. When Hungarian students need five minutes then 

French students take at least fifteen minutes for the same problem. The differences stem 

from on the one hand that French students begin solving the problem slower and on the 

other hand they work watchfully and use more help. 

Further analysing the topic to find right methodology for teaching multicultural 

groups showed the following: teaching Hungarian and foreign students in one course, 

difficulties can be categorized as: 

 

 cultural and learning differences; 
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 language-related difficulties; 

 differences in objective knowledge. 

 

To mitigate these difficulties I developed teaching methodologies in my third claim: 

CLAIM 3: THE FOLLOWING METHODS ARE USEFUL TO MITIGATE THE DIFFICULTIES OF 

TEACHING INTERCULTURAL GROUPS: 

 BRAINSTORMING – THINKING OVER AND DISCUSSING DEEP PROBLEMS, 

 WORK INDIVIDUALLY OR IN PAIR IS OPTIONAL, 

 VARYING SEPARATE AND GROUP WORK, 

 ASSESSMENT BASED ON ASSIGNMENTS. 

In the theory part of the course brainstorming tasks were introduced. These tasks 

connect to the previously discussed topic and their solutions require creativity. Students 

have some allocated time to think through the task and then the whole class contributes 

to the discussion and analysis. The advantage of this method is that it breaks the 

monotonousness of the lecture and clarifies the critical part of the material; it helps to 

understand the topic and mitigates the difficulties coming from time orientation 

differences. 

Students have the possibility to decide if they want to work alone or in pairs. With 

this possibility, tasks helping each other and avoiding language-related difficulties 

students can concentrate on professional work. 

Lecture groups and separate work are used in rotation. Students can work alone at 

their own pace and work procedure. In addition, grouped discussions and reviewing 

improve the unity of thinking in multicultural group settings. 

The difference of speed of problem solving is removed by the assignments that are 

the basis of the assessment. Working on a project can be useful as all students from any 

culture will work in projects throughout their careers.  

3.3. Optional course 

The course ‘Introduction to Information Technology Service Management’ has to fulfil 

the following: 
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 lasts one semester, 45 minutes theory and 90 minutes practice each week; 

 needs no precognition; 

 practice-base but provides general idea of the topic; 

 can be taught and students can be marked with the teaching methods 

describing in claim 3; 

 can be used under different conditions after minor modification. 

 

The course starts with theory. The introduction contains the review of service science. 

The need of IT services is shown with practical examples. Incident and problem 

management beginning with service desk and IT system administration are focused 

mainly in the review of ITIL’s best practise. Configuration management is also 

emphasised because enterprises introduce this process first. 

 

 
 

Figure 1 Topics of IT Service Management Course 

Assessment is based on project work due to methodological reasons (see chapter 3.2). 

Two minor tasks are taken from the topics of service desk and monitoring. A major task 

is to analyse and present a software application with the functionality of monitoring, 

configuration management or remote deployment. Students choose a software 

application, try it, make case studies how to use and present it. Each student, or pair, 

choose different software, so students will have a wide knowledge over different types 

of software because at the end of the course they will cover about 7-8 types of 

monitoring, and 7-8 types of configuration management, and remote deployment 

software in presentations. 
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CLAIM 4: THE TOPIC OF THE COURSE ‘INTRODUCTION TO INFORMATION 

TECHNOLOGY INFRASTRUCTURE LIBRARY’ IS SUITABLE AS AN INTRODUCTORY 

COURSE. IT CAN BE TAUGHT IN INTERNATIONAL COURSE. 

Neither Hungarian nor French students attended ITSM as an obligatory course before so 

the course has to be introductory. French students have incomplete IT precognitions 

which  also involves an introductory course. The topic of ITSM can be processed by 

students with different precognitions. 

4. Use of results and plans 

I have already taught this course many times. Based upon the survey results obtained it 

can be concluded that before the course students did not have exposure to the topic of 

ITSM, but once they had completed their studies, they believed that they will be able to 

apply their knowledge during their future careers within the IT sector. 

Next semester a new method will be tried out: the case studies and presentations of 

software applications will be handed out to subsequent groups. In this case students will 

see more software variations. 

A critique arose against the course the students are not always active and stronger 

participation should be expected. As a response for it I developed more brainstorming 

tasks and collected real life problems. After this the last two groups were significantly 

more active than previous students. 

Mixing different cultural students to work together in group work whilst in class is 

amongst future goals. Some examples of mixing exist at the start of semesters, but later, 

groups will have non-mixed nationality. 

 

To summarise, the topic and the method described above results in course materials that 

are useful for students to improve their knowledge of ITSM. It is not so efficient when 

related to courses for non-mixed cultural groups but students gain experience of how to 

work in an intercultural community. This is an advantage when considering 

employment prospects specifically in multinational enterprises. 
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