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L. General presentation of the dissertation:

1. Subject .

The subject of the study is “modern trends, technological challenges and good practices
in the implementation of outsourcing of information services in public sector organizations”.
The thesis developed in the dissertation is that *“ outsourcing of information services can be an
effective tool for the modernization and digitalization of public administration, including the
Bulgarian one, only if it is subordinated to clearly defined strategic goals, supported by an
adequate regulatory and standardization framework and managed with a high degree of
institutional capacity, transparency and control”. In accordance with this, the author sets as his
main goal — .. .by identifying potential undesirable consequences and risk factors, to propose
a conceptual concept for sustainable, transparent and effective management of the process of
outsourcing of information services in public administration..” and correctly defines the main
tasks that must be consistently solved to achieve it. The scope of the study is correctly limited.

2. Volume;

The dissertation submitted for review has a total volume of 190 pages, with the main
content comprising 181 of them, and the remaining 8 containing a bibliography. The
development is illustrated with 6 tables and 1 figure.

3. Structure; .

The dissertation is structured classically - an introduction, three chapters and a
conclusion, with each chapter having four sub-points and conclusions.

The first chapter is dedicated to the systematization of theoretical statements regarding
the concept of outsourcing. It analyzes the classifications of IT outsourcing and the strategic
motives for its implementation, while simultaneously highlighting the critical advantages and
risks arising from the delegation of activities to external providers.

Chapter 2 examines the management of information services and the operational
challenges of outsourcing them. Along with a critical review of established ITSM models and
leading global solutions, an empirical analysis of a practical case study in the structure of the
National Revenue Agency is included, illustrating the applicability of the theoretical
propositions derived.

The third chapter analyzes the mechanisms for managing information services in public
administration through a focus on risk management and based on the current state of the
Bulgarian outsourcing market. The potential of ITIL (v.3/v.4) for increasing customer
satisfaction and operational efficiency is studied. The chapter proposes a conceptual concept
for improving infrastructure standards, aimed at overcoming deficits in the provision of public
services.

In conclusion, the main theoretical generalizations and practical conclusions from the
study are systematized, namely that IT outsourcing in the Bulgarian administration must be
transformed from an operational tool into a strategic instrument for state modernization. The









