





PROJECTS

Remedy recommended

In 2006, when Jeanne Houen was given the task of
building SKATAPV, the first challenge was to find the
right IT tool. Since she had a very short time to do
so, there was no time for market research of any kind.
According to Jeanne Houen, it was not even necessary:
“Luckily, | knew Remedy in advance from previous jobs,
and | had learned that Remedy was used in other SKAT
departments with great satisfaction. So | had a long and
thorough chat with one of SKAT's MATERNA consultants
and with SKAT's Remedy users, and everyone agreed
that Remedy would also be suitable for tasks relating to
workplace evaluations.”

Moreover, the choice to go with Remedy was made easy
by the fact that it did not cost SKAT anything to expand
the system with SKATAPV, since SKAT already had all
necessary Remedy licences.

There are several plans for extending SKATAPV even
further, Jeanne Houen concludes: “Everyone at SKAT

agrees that Remedy is an extremely versatile tool, and
we are very satisfied with the help MATERNA provides.
So, we expect to extend SKATAPV even further, among
other things with improved management tools for
handling all adopted action plans. Furthermore, we
wish to extend our management reporting and to in-
tegrate SKATAPV with Microsoft Outlook’s email and
calendar function. And with the usual great help from
MATERNA, we are confident that the next projects will
prove successful - and finished on time.” m

CZECH REPUBLIC

MATERNA IT project finalist in the prestigious

“IT projects of the year 2008” competition

“Increased effectiveness of the IT services provided
to internal and external customers” is the name of
MATERNA's project, which is a finalist in the prestigious
“IT projects of the year 2008" competition. MATERNA
implemented this project for Siemens IT Solutions and
Services s.r.o. in Prague. The project led to increased
effectiveness of the IT services provided to external
customers as well as to the group’s internal customers.

GERMANY

The project’'s main goal was to significantly accelerate
the integration of new customers. This was fulfilled by
closely connecting business and the IT department by
means of processes for workflow management, change
management and SLAs. The competition is organised
by the Czech association of IT department managers
(CACIOQ). Winners are Czech Airlines and the Ministry of
Industry and Trade. m

Federal Employment Agency with ITIL

MATERNA's work on the project at the Federal
Employment Agency developed successfully last year.
The tasks, as part of the “ITIL 2010" project, are
currently characterised by preparation work for the
tool-supported introduction of all significant ITIL
disciplines by the end of 2009. The first module devel-
oped in cooperation with MATERNA, the configuration
management database (CMDB), and the configuration
management module have gone live. MATERNA staff

also worked on implementing the ITIL disciplines of
service level management and change management.
These disciplines are responsible for the IT services for
the 160,000 users at the Federal Employment Agency.
In addition to this, MATERNA continues to accompany
the comprehensive process of request management
with request analysis and implementation. Phases
three and four are to be implemented soon. m
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IT Service Management

Interest in ITIL v3 growing slowly

The level of acceptance for the de-facto standard IT Infrastructure Library® (ITIL®) is constantly

increasing. This is the result of MATERNA's yearly research into IT service management. Other

trends are change and configuration management as well as standard ITSM software.

More than 500 IT decision-makers took part in
MATERNA’s European-wide online survey on the topic of
IT service management. Participants come from Germany,
Austria, Denmark, Sweden, Finland, Czech Republic,
Slovakia and Slovenia. A significant majority are from
the IT sector with other focuses on the fields of public

administration, the finance sector and industry. The
respondents are mainly heads of service management, CIOs/
IT heads and IT project leaders. The majority of the IT
departments which participated take care of more than 1,000
PC workplaces. MATERNA has carried out the IT Service
Management Executive Survey every year since 2003.

ITIL use in Nordic companies keeps rising

The results of MATERNA's Nordic IT Service Management Executive Study 2008 reveal a clear

trend towards the use of the IT Infrastructure Library® (ITIL®) in Nordic companies. ITIL version

3 is also gaining ground and standard ITSM software solutions seem to be the future for Nordic

companies.

Almost 78 percent of those asked in 2008 state that ITIL is
used in their company or organisation, which is an increase
of 19 percent over the last three years. Denmark seems to
be the country in the Nordics that is furthest ahead in terms
of using ITIL. 83 percent of all Danish respondents confirmed
that ITIL is in use in their company or organisation.

Interest in ITIL version 3 and
ISO 20000 growing slowly

While ITIL in general is gaining massive ground in Nordic
organisations, ITIL version 3 is slowly on the move. Almost 36
percent of those asked have already looked into version 3, and
17 percent have already implemented one or more processes
according to ITIL v3.

“This year’s survey clearly shows that ITIL version 3 has
generated an increased focus on the integration between
IT and the business, and this is reflected in the respondents’
expectations of ITIL v3: an increased focus on service and an
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increased orientation towards IT supporting the business,”
explains Jesper Johansen, country manager for MATERNA
in Denmark.

Jesper Johansen continues: “Overall, the results of our IT
Service Management Executive Study 2008 show that Nordic
companies and organisations view ITIL as a form of certi-
fication for the individual employee and as a working method
within their organisations. However, Nordic companies still
do not feel the need to certify their entire organisation
according to the internationally respected certification stand-
ard ISO 20000.” Thus, only 16 percent of the Nordic respond-
ents plan to carry out an ISO 20000 certification within the
next two years, and more than 70 percent find an ISO 20000
certification of little or no importance to their organisation
right now. The vast majority of those asked, though, acknow-
ledges the ISO 20000 certification standard as an important
parameter in their companies’ business strategy. More than
half of the respondents view an ISO 20000 certification as a
proof of quality, and another third states that an ISO 20000
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“This year's survey clearly shows that ITIL version 3 has generated an
increased focus on the integration between IT and the business.”

Jesper Johansen, Country Manager for MATERNA in Denmark

certification proves that their organisation has successfully
established IT service management processes.

Standard ITSM software
continues to gain ground

Another trend revealed in this year’s survey is the trend
towards more standardised software for the automation of
ITSM processes. In comparison to the results of 2007, the
percentage of Nordic respondents who state that their
companies still mainly use self-developed or highly modified
ITSM software solutions is almost unchanged at around one
third of the respondents. Furthermore, the results from 2007
to 2008 indicate that companies who already mainly use
standard out-of-the-box solutions now slowly move towards
only using standard software.

The results also show that Sweden is the Nordic country,
where companies use most standard software. More than 20
percent of the Swedish respondents state that their organisa-
tion only uses standard software. In Finnish organisations
on the other hand, the percentage of respondents who state
that their organisation only uses standard software is less
than two. However, all Nordic countries expect to move in
the same direction in the future — towards even more stand-
ardised software for the automation of their ITSM processes.
Only 14 percent of the Nordic respondents expect to mainly
use self-developed or highly modified ITSM software solu-
tions in future. m

If you are interested in the Nordic results please write to
marketing@materna.dk or order them at www.materna.dk.

Positive results in Central Eastern Europe

For the first time last year MATERNA also has carried out the
IT Service Management Executive Survey in the Czech Repub-
lic, Slovakia and Slovenia. The results reveal a clear picture of
the status of professionalization in the participating companies
and the high level of acceptance for ITIL in the three central
Eastern countries. ITIL v3 was first published in May 2007,
and the survey shows that knowledge and comprehension of
the new version are still at an early stage. Although ITIL v3

is attractive, many companies are wary and they require more
information before making a decision about adopting ITIL v3.
For about 85 percent of participants the future key focus will
be on change management and CMDB at an operational level
and Business-IT-alignment at strategic level. m

If you are interested in receiving the Central Eastern Euro-
pean results please write to info-cz@materna.com.

Slovenia but interest is increasing.”

“ITIL v3 is still at an early stage in the Czech Republic, Slovakia and

Radek Bélina, Business Development Manager for MATERNA in Prague
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Service Level Management and Monitoring

A practical view of the connection
between business services and IT

The use of IT monitoring systems for more extensive networks is a necessity. However, the

connection between these technical tools and the main business activities is almost always

lacking. Nevertheless, connecting business and IT technology can increase the profits a

company can achieve from the services it provides, lower human resources costs, speed up the

introduction of new services and help lower the risk of losing revenues due to outages.

“It is striking that most monitoring systems are only geared
towards technical supervision and are not involved in any
services provided or even transactions. The output from these
systems is almost only ever understood by the IT department
experts, hardly ever by service desk operators and only rarely
by business users, ““ says Radek Bélina, Business Development
Manager with MATERNA in Prague

The most common type of supervision only monitors the
technical functions of the components in question. It is used
particularly for network elements (switches, routers etc.), for
hardware components (servers etc.) and applications and it
provides information for highly specialised roles in IT.
Advanced supervision enables the functions of a specific
IT service to be monitored. By using a service model, a super-
vision system is able to map out the impact of an outage of
various technical components on the IT and business services.
The highest level of supervision is used for time-critical
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Figure 1: Linking monitoring and SLA - the principle of the expanded supervision system.
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applications. The system monitors the time flow of the trans-
actions and provides the system operator with data necessary
to guarantee the time they should take. One example of this is
the processing of an order: from clicking the OK button to the
confirmation of the order’s acceptance.

The service model maps the connections between individual
technical components and their part in providing specific IT
services. The service model also defines how the individual
IT services support the business services (processes) of the
organisation. Thanks to these interconnections it is possible
to easily and quickly identify the faulty service during an out-
age of a technical component. The service model can be used
extensively for planning and evaluating changes. The person
performing the change impact analysis has exact information
about which components will be impacted or threatened by
the change. The company can then take appropriate counter-
measures on the basis of this information.

Business

> Service Desk —— User

SERVICE IMPACT

Source: BMC
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These tools can provide quality information for all levels
of management — from service specialists and service desk
operators to company managers.

How does supervision work?

In most cases the monitoring systems bring information to a
central node for information collected from the individual
supervised elements. After simple filtration of the information
that has been gathered, the system informs IT and service desk
specialists. Administrators and service desk agents are then
often flooded by a large number of events generated by the
infrastructure which they are not able to process. When an
incident occurs, there is no time to start looking through the
large number of logs.

However, during advanced supervision of services and opera-
tions many automatic operations are conducted using the infor-
mation gathered from the supervised elements. Normalisation
means converting data from various report-sending systems
(events) into a unified form to prepare it for further process-
ing. Sorting the event reports received and pairing duplicate
information is known as filtration and correlation means
creating and evaluating mutual connections among the events.
Altogether, this functionality is called event management
(see figure 1).

The system subsequently analyses the impact of the event(s)
on the IT services with the use of the service model which
is stored in the configuration management database (CMDB).
The service model contains all the IT services’ dependencies
on technical components. Information about the components
and their connections is continually updated using infrastruc-
ture search tools such as for discovery.

If the company has its IT services defined with the SLA
parameters as direct business process support, the impact of
the event is reflected directly in a specific business service.
The supervision centre operators or the service desk agents
then have exact information about the business process which
is threatened and its impact on the company including the in-
formation about which IT components are causing the outage.

From a practical point of view

Here is an example of how a company can handle the imple-
mentation of a monitoring project: Firstly, they create a service
catalogue. Using the asset evaluation technique they determine
the value impact of the outage (non-availability) of individual
assets (business services). Business impact analysis makes it
possible to interconnect the business assets with IT services
defined in the IT services catalogue. The company then
connects each IT service with all the technological units on
which it is in some way dependent, and determines the level
of this dependency.

Each IT service has its defined and agreed metrics which
comply with the business requirements. During the outage of
a technical component, the entire process of event process-

ing takes place — from its detection through to normalisation,
filtration and correlation. The outage is connected with the
affected IT services by using the service model. Subsequently
an incident is created and the relevant SLA from the service
catalogue is assigned to it in the defined service level manage-
ment process (see also figure 1).

The SLA contains parameters that comply with the require-
ments of the business process. Because of the business impact
analysis that has been performed, the incident report also
has information about the impact on primary processes in the
organisation. All impacted areas are informed and provided
with important information relevant to their roles. Roles include,
for example, the owner of the business process, the IT manager,
the service delivery manager and further specialists. All relevant
information is collected by sensors within the infrastructure.

Contribution of expanded supervision

Expanded supervision provides an almost immediate indica-
tion of the outage and reduces the duration of the outage. This
is thanks to quickly mapping its impact in the service model,
information about the IT and business services impacted by
the outage and the fact that it is easier to determine the cause
of the outage by considering the well categorised informa-
tion provided. The output is always intelligible, not only for
IT specialists, but also for business managers. It significantly
lowers the labour intensiveness of monitoring systems (the
system does not overwhelm people with a large quantity of
reports). This also decreases costs and the risk of overlooking
a critical defect. On the basis of the data collected it is not
only possible to monitor historical data, but above all to con-
duct the analysis of the developing trends and in so doing to
help prepare data for the optimum planning of infrastructure
development.

Correctly implemented supervision can be a great help for
operating and developing the IT infrastructure and a tool for
attaining the business goals of the company. m
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Figure 2 shows the service overview screen - the so called dash-
board. The example visualises the supervision of transaction and

capacity planning.
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Business Service Management

Why and how should business
needs be linked with IT?

Cutting costs while maintaining or improving the quality of the services provided is one of the

challenges facing IT today. Providing new services of adequate quality to customers in the

shortest possible time is absolutely essential for maintaining competitive strength. The ITIL®

(IT Infrastructure Library®) framework is one way to achieve modern IT management which

directly supports the primary business of the organisation.

For example, successful implementation of IT process
changes based on ITIL gives organisations a chance to
benefit from modern IT management. These key benefits
include the possibility of increasing company profits by
implementing new services for customers more quickly,
reducing operating costs, or significantly reducing the risk
and cost of IT failures for companies which depend on
their IT.

Current situation and the need for change

ITIL has been discussed a lot lately, the new version 3 in
particular. Last year’s IT service management executive

Level 2

REACTIVE
CHAOTIC

e Fightfires
e Ad hoc ¢ Inventory

e Undocumented Desktop software

e Unpredictable distribution

e Multiple help desks Initiate problem

e Minimal IT operations management process

e User call notification Alert and event

management

Measure component

availability (up or down)

survey by MATERNA shows that more than 63 percent of
the large and medium-sized organisations in the Czech
Republic which took part use ITIL to manage their IT, and
a good 85 percent of them would recommend it to others.
“Although ITIL is currently perceived as being very good,
both by public administrations and companies, we see
that implementations frequently fail,” says Radek Bélina,
Business Development Manager with MATERNA in
Prague. The main reason is that some basic rules for change
implementation are underestimated within the organisation.
This goes hand in hand with the false presumption that ITIL
is a comprehensive guide that changes the IT department to
the satisfaction of the entire company.

Manage IT as
Service and Account Mana

Service Delivery Process Engineering

Operational Process Engineering

Tool Leverage

Figure 1 shows a model of the different levels of IT process development within an organisation as developed by Gartner in 2005.
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Figure 2 shows the links between business processes and the IT infrastructure.

ITIL is a very extensive library and a formal framework,
but not a methodology that says exactly how the whole IT
management system should be set up to work efficiently. The
framework covers only about 40 percent of the know-how
necessary for the implementation of efficient service pro-
cesses. A further 40 percent is based on the experience gained
from project implementations, and 20 percent concerns an
organisation’s individual issues. This shows that customer-
specific issues do not play such an essential role as is gener-
ally presumed. This is because most organisations deal with
similar problems: communication problems between business
and IT, and the problem of meeting IT needs with decreasing
IT budgets.

The biggest task a company faces is to link their primary
business with their IT so that IT directly supports the busi-
ness plans and is not just a “cost item”.

Benefits of linking business and IT

The main benefit to be gained from setting up relations
between business departments and IT is when IT operations
are linked correctly to business process needs. This intercon-
nection enables IT to be controlled as a unit which fits into the
company’s structure. Chief Financial Officers (CFOs) appre-
ciate it if they can quantify the cost of each service or product
the company sells, and if they know the scope the IT covers
within these services. The CFO then knows the cost of regular
maintenance for the years to come, and whether the software
licences cost more than is necessary. Chief Information

Officers (CIOs) can avoid annual disputes over the I'T budget
as they are able to demonstrate the cost of their IT services. At
the same time they then know, like the CFOs, which of their
services are essential for the company’s operations and which
ones are unnecessary. Thanks to the close links between
business and IT, the needs for IT services are then triggered
by business needs, and not only because the IT department
wishes to acquire new technologies. The company knows how
much the individual services cost and whether they need
them, and they are able to set priorities for their requests. This
overview enables funds to be transferred to services with a
better return on investment (ROI) ratio.

How to make the changes?

Changes in IT management need to be made in stages — with
clearly defined objectives and expectations, with leadership
support and, first of all, with common sense. A company needs
to start with the specific issues tackled within their organisa-
tion. There are organisations where IT plays only a supportive
role and no big demands are placed on IT efficiency. Here,
IT is only used as, for example, a supportive tool for billing,
accounting or production support. In this type of organisation,
a critical failure of IT services does not result in long-term
disruption to the company’s services as a whole.

But there are also organisations which provide their services on a
market where the efficiency and reliability of their IT is essential.
For such organisations IT is vital, a failure of several hours may
cause serious problems and a significant loss of income.
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To determine which IT level is suitable for a company, in 2005
Gartner developed a model to survey IT status (see figure 1).
The model comprises state-of-the-art IT levels within an or-
ganisation and defines what specific activities and processes
are included in each level.

So how can business and IT be linked and their mutual com-
munication facilitated? First, an organisation needs to define
what kind of IT support is necessary to deliver their services to
the market. These needs must be broken down to the technol-
ogy level, which clearly defines how each technology failure
affects the running of the business. Figure 2 shows an example
of the link between business processes and technologies.

As these applications are operated according to defined
processes such as ITIL, the parameters of services they pro-
vide can be guaranteed even if they are operated on dif-
ferent systems with different infrastructures. This means
that the I'T has accurate information about these parameters,
potentially endangered business processes, and the impact
this has on the company. At the same time, they are also
informed about the IT parts which have failed. All this in-
formation facilitates and speeds up finding the cause for the
failure, and the corrective action. The IT manager knows
which business services (processes) were affected and can
take adequate measures at once.

How to avoid mistakes in ITIL implementation
Although the management of change implementation is not

too complex, various errors occur that cast a bad light on the
entire implementation.

From the strategic point of view, changes to IT management
fail because the focus is only on IT problems, and due to a
lack of management support. Very often the process link
between IT and other business departments is omitted.

The necessary balance between people, processes and tech-
nologies (see figure 3) is often omitted during the implementa-
tion. “This is due to the fact that the company expects the mere
implementation of a supportive tool to solve IT management
problems. Therefore, it is important not only to deploy tools
but also to define processes for management. It is also impor-
tant to train and motivate the people who will work according
to the processes and use the tools, “ says Radek Bélina.

The service desk, as a central point of contact for internal and
external customers, is often deployed first of all. But in many
cases it does not make a positive impression as the solution was
designed without considering the business activities.

Summary

Present-day requirements dictate that companies must im-
prove their efficiency to survive on the competitive market.
Companies are often highly dependent on IT. When practi-
cal experience is reflected in ITIL, the business parts of an
organisation can be linked with IT so that the IT becomes
a direct support for the organisation. This makes it possible
to accelerate implementation of new services considerably,
to reduce operation costs and minimize the risk of critical
business systems’ failures. This link improves the compa-
ny’s overall efficiency and thereby its chances for further
business development. m

People

corporate culture, trust,
knowledge, potentials, skills

Processes

ITIL, ISO 20000, Cobit,
SO 27001, 27002

Technology

infrastructure, tools,
software

Figure 3 shows the interconnection between people, processes and technology.
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Field Service Management

Service processes go mobile

How are mobile solutions used? What benefits can be achieved with mobile solutions? The

two companies ePocket Solutions and MATERNA carried out an online survey to look into

these questions.

“Our mobile solution is an essential part of our service pro-
cess” — that is the unanimous opinion of the respondent com-
panies which already use mobile solutions: over two thirds of
the companies which work with mobile solutions agree with
this statement. Another 26 percent consider mobile solutions
to be “important” for their service processes. These are the
results of the latest survey involving over 100 companies from
all sectors and of all sizes.

Service technicians’ most frequent activities include repairs,
installations and maintenance work. 45 percent of those asked
already use mobile solutions to fulfil these tasks, 44 percent
are planning to use such applications.

High productivity - for the service technician
and in the back office

The companies which took part agree that mobile solutions
improve their service. Two thirds of the respondents found that
the technicians’ productivity had improved “very significantly”
or “noticeably”. The improvements in productivity among the
office staff are even clearer, for example, in scheduling and
order processing: three quarters of the respondents report
“very significant” or “noticeable” improvements in productivity.
So it was no surprise that two thirds (63 percent) of the par-
ticipants report a “very significant” or “noticeable” increase in
the speed of their invoicing. Although this only applies when
the mobile solution can also record job-time and the compo-
nents or materials used.

Any companies interested in mobile solutions are well-advised
not only to look at the benefits for the mobile technicians but
also to take the increase in productivity for order processing and
scheduling into consideration. This is often overlooked in practice.

Answers to current problems in service

Mobile solutions help to address the latest challenges facing
service in the field: the survey therefore noted various weak
points and asked the respondents which of them are particu-
larly problematic for their service. It is striking that the
companies already using mobile solutions do not face these
problems as much as the companies which are just planning to

introduce mobile solutions. For example, whereas 77 percent
of the companies which want to implement mobile solutions
state that paper-based processes are a “frequent” or even
“business-critical” problem, this only applies to 26 percent of
the companies already using mobile solutions.

Two thirds of the mobile service technicians use their solu-
tions to record the components or materials they use as well as
the job-time; they work offline without network connections
and document the work they have carried out. In future, two
thirds of the companies with mobile solutions intend to carry
out even more tasks in this way: administrating the spare part
stock in technicians’ service vehicles, creating job-orders on
site, integration with an ERP or service management system as
well as completing individually designed checklists and main-
tenance and service reports. That means that mobile solutions
have to coordinate with existing applications much more than
they do today in order to exchange data and to map processes
continuously.

The issuers of the survey

ePocket and MATERNA work together in implementing
mobile solutions for service. With Handyman ePocket provides
a mobile standardised solution for processing service orders
using mobile devices. MATERNA provides services ranging
from the implementation of customised mobile solutions to
systems for automation and optimisation of scheduling and
solutions for distributing service information to mobile
service staff. m

Please request a summary of the survey results from:
marketing@materna.com.
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Your Roadmap for Service Excellence

Would you like to establish a long-term, consistent
IT service management strategy to make the best
possible use of your existing IT resources and to
increase the economic value of your company?

“Service Excellence”, the best practice model de-
veloped by MATERNA, is based on many years of
experience in IT, extensive technical know-how and on
their own numerous studies and customer surveys.

e Service Excellence describes the strategy which
brings together the individual projects in IT
service management and coordinates them
towards a common goal.

e The main focus is on the development of the
IT organisation from just reacting to being a
proactive IT service provider.

e Service Excellence takes into account all
elements which are necessary to ensure high
service quality levels: processes, technologies
and people.

Please talk to us if you are interested in finding out
more about the roadmap for service excellence:

marketing@materna.com
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