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IT Quality system

= Quality, for who it provide IT services, is the degree of satisfaction achieved in an
attempt to ensure customer expectations with limited availability of resources.

(Expectation) : :
Demand Relationship p Proposal
Sati jon -
@ ( ) (availability)
(Expectation)
QUALITY
@ - Performance
- Perception
(tangible &
intangible )
- Cost

(Expectation)

Office of Government Commerce

= Who provides services, to meet expectation, must maintain a relationship
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The relationship

= There are many types of “Demand” and consequently many types of “Proposal”...
there are various “Relationship” to manage

Organizzazione del cliente Organizzazione IT

IT Customer Relationship
Management (CRM)

A
Strategico Allineamentao
Business Strategico IT
Manaaer Management .
g Palicy
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Tattico Titolari del Budget L".i:EnI.!;z{ii:} Gestione dej Livelli Reporting

di Servizio

Change Management

Incident Management
Service Desk
Produzione
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k

Responsabili di reparto
Project managers
Utenti

Operativo

Richiesta - = Fornitura

Office of Government Commerce
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IT Quality system, constituents

= Changing = Growth and
cT behaviors ... compare ...
Governance > Organization < >
Governance processes should
make it easy to do things the
right way and hard to do them
the wrong way. Build schools, . .
not prisons. The goal is to help = Delivers the services
people conform to best » Relationship management

practices, not police them.

. . (Through service catalogue !)
Mark Ericson, chief technology

officer (CTO), Mindreef
A\ 4

= To increase the quality of ICT services are needed:

Reference models

Conceptual , in order to obtain consent
Real, in order to implement these systems (RRM — Real Reference Model)

Metrics to analyze the different levels of maturity
Roadmap
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IT Organization — Conceptual models

Cost
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IT Governance Institute exists to assist enterprise leaders in their
responsibility to ensure that IT is aligned with the business...
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IT Governance — Conceptual models

Strategic Value ,
Alignment
IT vs Business
Goals : _
........... : Applicazioni Infr‘la_:tc:::taura
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Performance mgt ~ \(EleA/=iEatslalel= Risk mgt Tempo .
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COBIT® Is a registered trademark of Information Systems Audit and ®
Control Association (ISACA) and IT Governance Institute Mm

Serving IT Govenanca Fro‘essionals
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IT Maturity — Conceptual models

~

Total Demand Proposal
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PRM-IT ® Is a registered trademark of IBM
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A real case

= one small business grows quickly and it would want to develop a better
system quality...

= ...but the services are simple and the LOB requirements wouldn’t support a
complex organization...

Process or service paradigm based design?
Which is the just choice?



EF@M® http://www.efgm.org/
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Starting point — a service catalogue

= An engagement of ICT organizations re-engineering in a small industry starts
from the service catalogue because:

Stakeholder are focused on it (they have felt some to speak...) and are distrustful
about “complicate” model and methodology.

ICT employees haven’'t adequate culture to understand a process model; often
they are ex computer technician and have an application oriented mindset. They
haven’'t experience on strategic-tactical approaches.

ICT Managers are not adequately supported by the ownership (that is distrustful
about ICT value contribution at business).

About EFQM Maturity model, often the industries can be catalogued at “product
level”, in which they are focused on activity and it's delivery, not on a process. So
the ICT perception to meet customer requirements is “effectiveness” oriented.

The Business agility is obtained also through re-engineering of ICT assets, that
presents much less inertia of medium-huge industries.

Focus on Business purpose!

= S0 an engagement of ICT organizations re-engineering in a small industry

usually become a Small Industry Service Management Engagement - SISME
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“core” and support services

= The first phase for approaching a Small Industry Service Management
Engagement (SISME) is identify the “core” services that satisfy the business
needs.

1. Decline ICT assets directly perceived or consumed by the Customer (“Customer
Asset”)

2. Define the expected results and current limits or constraints to be removed from
Customer Asset

3. ldentify Customer Assets improvement and define ICT “core services ” to support
Business needs.

= The second phase aims to individuate the services that support “core
services” (operational and tactical services).

= Both the phases aims to individuate the element of “quality system ” (and,
consequently, the ICT improvement initiatives to activate!).

= The third phase individuate the first initiative to adopt (that can became e
roadmap to “quality system”); usually the small industry aims to adopt
organizational measure...
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A service is like a organizational-in-microcosm. It offers
business services to its customer.

Service as
org. component

Business Purpose

Activities

—e

Services
Offered

Services

Resources
Used

o —
Applications

Infrastructure

11

= A service like a organizational components:

— Has discrete boundaries, defined by the business
services that it offers and the business services it
uses.

— Includes the resources, people, technology, and
know-how necessary to deliver some value.

— Is black box in that the users don’t need to see the
business activities that are inside.

— Provides logical interfaces.

— Can have attributes, such as cost, revenue,
importance to the business, etc.

— Is consistent with the standard usage of system
component and software component
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Services — identifications (by value contribution)

= The value supplied by the ICT organization is related to the perceived quality of Customer Asset
managed by ICT.

= Services are identified classifying services that directly handle the c. assets and services that
support them

(Value = Improved outcome)

Relationship
Demand <« = Offer

Organizati

“Business goals are
the basis for
defining value” 7))
- D
< 7
©
) = <
D c J ’ oF
() o Y= (Value = Utility * Warranty) O L
c &) o 2= Organizati
b (7) o 8 “Customer assets CTJ an
D (e are the basis for U)
= E (o] defining value” _ -~
0N o g (Availability)
2 o
=) Organizati =
@) &
ol
(Expectation)
(% IT".® ITIL ® is registered by Office of Government Commerce
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Services — the element

= The elements of each services are:

— Activities (list, artifacts...)
— Infrastructure (data, environment...)
— Applications
— Controls (accountability...) and Metrics (performance and targets)
— Interfaces (Access, Security, Usability...)
— Management practices (RACI, behavior ...)
= During a Small Industry Service Management Engagement the element of
each service is put in evidence; the increased ICT awareness allow us to let

them focus on the supporting activities, capabilities, roles, solution pattern,
practices, and mindset (“controls? no thanks...”).

= ... and the change initiatives to modify it and build a Services portfolio!
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Services — Design

Some models of ICT to drive the design of services...

Specific
PRM-IT  |TIL v2
° °
MOF
°
COBIT
°
<Addressee>
SIX Sigma
[ }
BSC
°
Generally
Exhaustive Directive
<Scope>

= |TIL is one of the most used Real Reference Model (RRM).
= |TIL V3 has been distributed in summer 2007, that however preserves the model described
in version ITIL V2.
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SISME Engagement process

= The engagement process become:

— Phase 1: (By comparison with the reference model...) identify the existent (Asls) or
necessary (ToBe) “core” services. They are those who justify the initiative. The focus is:

Value = improved outcome (and eliminated constraints)

— Phase 2: (By comparison with the reference model...) identify the internal support
services. The focus is:

Value = Utility * Warranty

— Phase 3: (Using the reference model...) identify and design the necessary service

constituents .
Activities
/ Infrastructure
Business , _ , Applications
needs Identify |dentify Identify and \' —” PP Individuate a
“core” support design Controls portfolio of
(performance services services constituents ~ Metrics initiatives!
of assets)
Interfaces

. Management practices
IT". ITIL ® is registered by Office of Government Commerce

ICT organizations re-engineering
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First phase — map the activities -

Identify Identify and
support design
services elements

= To guide the assessment that identifies services, we can use the family
processes of PRM-IT model (ITIL extended).

= This because conceptual link from services to processes are the Activities:

— A service is a business oriented construct to develop value from ICT to ICT
customer (see the service elements). It plays activities to manage a “customer
relation” and preserve the reciprocal satisfaction.

— A process is a “technical”’ construct to manage the sequence of activities and the
resource necessary to produce specific deliverable.

= Many of the activities of “core” services usually can be found between those
of the processes PRM-IT . ProcessOne  ProcessTwo  Process Three

Service One —

Service Two
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Matrix of the correspondences

= S0 we can valorize a “matrix of the correspondences”.

= During the employed interview the “core” services was associated (through
the common activities...) with the relevant RRM process.

Relevant Process

Solution deployment IT Operational services IT Resilience IT Administration

= 5
; ?

: - En

$§ =

Mgt

User contact

ht
Incident Mgt
Relationship
R gt
5.4

contract gt

54

Change Mot
52

Release

5.1

Service
execLtion
5.2

Drata wigt
5.3

Ewent Mgt
G4

GG

Problem kgt
Tl
Compliance
gt

T2
Security Mgt
ThE
Continuity
Rt

8.2

Asset Mgt
8.3
Supplier
Service
price and

5.5

Maintenance
senvice

Diesk Side
Suppart
sepvice

INAC service

Iaterial
fcywisition
senvice

)
@
2
-
@
0p)
I_
S

Operational
business
continuity
sensice

C5C

| Fully recognized functionalities; |:|Weakly recognized functionalities; |:| Marginally recognized functionalities;
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Activities recognized

B = Fully recognized activities; during the employed interview the “core” services
was fully associated with the description of RRM process. In particular have

matched:

— Focus and prospective
— Expected outcomes
— Customer and stakeholder involved

— Fundamental resources

O = Weakly recognized functionalities; not all previous issues have had a positive

assessment.

O = Marginally recognized functionalities; only few previous issues have had a

18

positive assessment.
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The elements of “core” services can be individuated from RRM

* In case the service match “Fully” with the activities of the process we can
adopt process elements as service constituents.

= In case this match is marginally recognized, they can be used like base in

order to redesign them.
Matrix of the correspondences

Solution deployment IT Operational services IT Resilience IT Administration
3 8 & |53 E z g g g | =2 g |7E 2 = 955 838
=} = (E > - \2 (‘9, 7] P
Senvizio di ] — e I il _
Manutenzione | 1 ACt
Servizio Desk Side i L] ROIe 1
Support \‘ o
\ > Responsibilities S

Senvizi IMAC \“‘ > TOOlS N )
Servizio di \'\ u ACt > Data ‘\‘ U ACt 1
acquis_izione \ \
materiale . » Hard Skills = Act 2
Servizio di \ |
Business Continuity | » Soft Skills | = Act 3
(Continuita \ \
Operativa) | R OI e 2 \‘.‘\ n Act 4
csc » Responsibilities L [ACtS

» Tools | Act 6

» Data .

» Hard Skills

» Soft Skills
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Second phase - Emerging services o ,fv

services

= \When the same activities are common at the “core” services, we can build a
new service; this is a “service support”.

Processes
' "~ Y
c IS <
- G 2 =
S o 2 3
™ & © & N &
© E © £ ~ E

Activities

o T
Maintenance

service S .
’
ucoren < \:‘,/ .
. \
services
el
service

N
\ Rt

. Service

Support !
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Third phase — identify and design elements ) o

services services

» The activities individuated through the Matrix of correspondences are exploded to
define the services constituents.

= Through a small tools we can select the constituents (proposed from the RRM)

Activities/(process)

A BIEITIEIF[E] & [I[J[KILM[N[B]PIE[RISTT[UIN] W [ /% [¥]Z |M1A§1AE\A£~MEIAF|A.GIM}-A£\A.L\AK{_ALI AW [AN[AOIAPAGIAR]
| 1] Solution deployment [To ensure that all daia required for providing and supporting oper alional service are avalable for Use and that data 5t
&l I Release C 1 Sewice execution |Data & stos desgpedinleranices,
Process Goals
Roles « Ta sustain normal data lifecycle management service that meets service level commitments
i « To ensure the integrity of data at all stages ofits ifecyde, induding protection of business (and system) data from ao
@ « To meet legal, requlatory and other requirements for data retention and integrity
Fully recoanized role 2 '« To optimize the placement of data across the range of storage resources - e
s R R : P « To manage storage resources so that data accessiility, location and per formanc is optimized. ACt |V|t |es
Rkl ®
[ Nat performed role | b= 17} Process Scope
B Deleqated role = e The process carries out the fifecyde management of data and assodated repositories, covering both normal usage and
. T v E » an understanding of the informational content of the data; they operate on designs and solutions for data created in ot
[ Notexpectedrole o] 2 = 5 specifications and parameters, Similarly; the activities work with storage resources provided, and exploit them to mest | nfrastr u Ctu re
Il Not expected activities S o oW a
= - (8] o @ Includes
2 gl |o Zlal«|5le| |B] |5]8] |o|=|5 Al types of dats, such as: i
Zle | |8 |8 SISIZIEIS| |2 |E|E|2|B|E|2 v ol requirements
ZE|x||ele s\ 5|=|2|l2| |E| |2|8|c|w|2|E -Journals and logs
S51918 5 2lE|=|Elg Zlsldlc|BlE|2lz ~Program libraries.
53|25 |28 ElE2]|2|e bl ‘é g1Zl2|8 | -Systems management data
2| 2|5 = = e B s S cl5|15|2|zl8lEl8 « Setting up data management characteristics for new data items, based on the dassifications and parameters for the o S u g g eSted TO 0 | S
s|E|8|2|5|3 slels|s|2|c |22 || |a|e|elE -Databacp
= - SIZIE[E|E Elz|s|'Y|5|5|E|5 « Restoration of data
o o|lel= @ = o=z @2 | E|S|BIRI|IR|E » Data housekeeping and maintenance, such as OB index re-organization when indicated by the operational parameters
Emploves 5| &5|l5|5& & E|E|E|E|E E|la|3|z|=s|=s|s|5 «Planning and control of data retention activities, to satisfy assigned targets,
Z|E|IE|2 £ S|5|5|5(5 S|z|8|5|la|a|al2
EIEIE|E|E)E 5l5858|8|c18]21812|8|5|8)8 Suggested
User 1 [ (=) ] P = Excides . . . o o o
-Management of the information {and information value) that is inherent within the data. Activities to 39
. User2 '« Information architecture - Architecture Management, I Controls
6 |User3 « Classification of Data will be established as part of Solution Analysis and Design, and become fully spétifid
[User 4 || i « Content management
Users for business information: is part of the business process, and not an IT process
y— for frinfcrmalﬁ gvzmmned ;mmm Knowledge Manzgement‘
Access control - ination of Service Execution and Security Management E t d |
User 7 =] Database Management other than the operational activities indicated above Xpe C e ro eS
User § Operation of file transfers, with any necessary conversions of format, which are part of any operational service
User 9 [ |Service recovery, once any requested data restoration has been completed. Such recovery of service will usually be pz
| Comment

ESEEEEssEmEm T, 7 Suggested
! i g management

Goals practices

bes

Scope (include vs. CSF
Excluded)

=

Input/output L
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Initiatives — assign the roles

= Typically, the first initiatives are organizational.

= Through a small tools we can mapped the emerging roles to the employee.
Activities (process)

O Fully recognized role 2 2 N R VL A8 A AR A A A AT AATEAL A
D i . Solution deployment N T OPeraLiunaI senices
Pal’tla| performed r0|e — Release Configuration Seﬁceaxecutmﬂ Da'ts&sfd!@‘ _|Conta Incident Problem
[] Not performed role ., , Rl
. Deleqated r0|e 1 iFuilv recoanized role Fa()le
Partial performed rol
[] Not expected role ., raarrreee -

0 Deleqated role |

Not expected activities ] Not expactsd rola.

=3
@
o
5]
=
5 ~
b7 3
5= =
N £ 0
5 = o
e 2 z = 5
W ot expected activities (5] e 3} = w =
[ecifes gl | |2l |2l || B 5| Bl Role:
= e 2ol B i
2|18l s slel 12| |5]3] |o|s|3 z| |3 =8 ole:
Tlel<|G| |2 Bl 12| IEIE218]a s 52| |z 5|_|& ‘
=z |%|9alE Zlz| (2| |B|E&|x|C|E 2l5|_|&8 2= s |8g g
I o 2 £l ) 5=z [E |5 |2 =|®|=|clal<c|Z|E|E |5 (2|
) s £|S Zls|3|s 8|55 Sle|T|E 2|2 |e|S|5 2] H H
5|4 & =8 |5|3|c|8|=|s|2|2 SlEls|= |52 52| |8
5% 2 2 |8|2|2I12 2| 5|E|2 212|155 |E(E|5]|8|2|E|5 escription
2|z 5 HE IR R E R SIZE135 2212|8552
58 8 22|12 2|2|E|H | e|e|els SgElg|<|z|2|2|2|o|%|4
=l o ®B|® El=|E|Ww|s(s|E|5 @ oloa|[Z2 |02 |3<|x !
= el=|8 E|E|E 2 2 = = = o
5 & & 2 5lz2|2|E|E|5 |58\ = 2|8/2|E|5|8|5|5|5|5|5|5|5
Emploves 5|3 5 £ Z|s|2|z|2|3|z|E s zlz|B (2| |slB|RE|B |52 Or rO ucs
m 3 £ = =1 s(z|2|= al|o|= = 2|5|S|o|o|2|2|c|ole|lefs|e
p Oyee i 22 = L3 L L= a0 O OO jon & svolta un'attivits di otimizzazione dei workload,
% Lt Non & solta un'attivita di documentazione.

» Develops new and / or update existing operability standards. Examples of
operability standards (ottimizzazioni) indude:

- Notifies operations of any action(s) that may effect Operations activities

- Notifies operations of all operational requests through the standard request
processes; for example, Change Management and Service Request Management

Responsibilities
Hard Skills
Soft Skills

Comment

ed
ng Term Operational Plan

and Sgcurty

the Long Term Operational Plan.

Performed and not
performed

responsibilities (but o :

e and impact on avalable resources

rational request

Jid

9
10
i
12
13
e
15|
6]
g
18|
13
20
o
2|
23|
24|
e
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Initiatives — individuate the guideline

Identify
“core”
services

Identify
support
services

Identify and
design
elements

» Observing the “Matrix of correspondences” the ICT manager can individuate
the directives of investment... typically from exclusively operating activities to

a fair balance with support activities (tactics).

Support Operational Tactical
activities activities activities

23

Expected RRM activities

© 2008 IBM Corporation



IBM Global Technology Services

Conclusion

= |tis necessary to select a "Real" Reference Model that covers many constituents of
conceptual Model Reference; with a large "scope" and an exhaustive "deep”

= We have touched several areas of a small ICT organization by providing constructs
derived from a consolidated reference model

Structure

People

Competence production

Vocation anagement

Culture

Technology Metrics
Systems, Internal/external
Application, Quantity
Standard. Quality

Controls :
Recordings actiors

“Accountability”
Decisional Support Systems

= Giovanni (ClIO SMB xxx) - ... The ICT have played ...an important role in the research
to find a new modality to improve the sales and delivery processes.
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