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Understanding Training and Process and Techniques and Compliance Expertise
and Awareness | Communication Practices Automation
Recognition Sporadic com- Ad hoc approach to
munication on process and practice
IS5LUES
Awareness Communication Similar'common, but | Common tools Inconsistent

on the overall 1szue
and needs

mntuitive process

CMETZCS

are appearing

Montoring on
1solated ssues

Understanding

of nead to act

Informal training
supports individual
initiatives

Practices are de-
fined, standardised
and documented:
sharing of better

practices begins

Tool set 15
standardised:
currently available
practices are used

and enforced

Inconsistent mo-
nitoring; measure-
ment emerges:
balanced score
card adopted
occasionally: root
cause analysis 1s
intuitive

Involvement
of IT
specialists in
business

Processes

Understand
[ull
requirements

Formal training
supports a managed
program

Process ownership
and responsibilities
are sel: process 1s
sound and
complete: internal
best practices are
applied

Mature technigues
are used: standard
tools are enforced:
limited tactical
use of

technology

Balanced score-
cards are used in
sOme areas;
exceplions are
noted; root
cause analysis 1s

standardised

Involvement
of all internal
domain

eXperts

Advanced.
forward-looking
understanding

Training and
communications
support external
best practices and
use leading edge
concepts

Best external
practices are apphed

Sophisticated
techniques are
deployed:
extensive
optimised

use of technology

Balanced score-
card 15 globally
applied:
exceptions are
consistently
noted and acted
upon: root cause
analysis 1s always

applied

Use of
external
experts
and industry
leaders
for guidance
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PLANNING AND (ORGANISATION

POl Define a Strategic IT Plan

PO2  Define the Information Architecture

PO3  Determine Technological Direction

PO4  Define the IT Orgamisation and Relationships
PO5  Manage the IT Investment

PO6  Communicate Management Aims and Direction
POT  Manage Human Resources

PO8  Ensure Compliance with External Requirements
PO9  Assess Risks

PO10  Manage Projects

PO1l  Manage Quality

ACQUISITION AND IMPLEMENTATION

All  Identify Automated Solutions

Al Acquire and Mamtain Application Software

Al Acqure and Mamtam Technology
Infrastructure

Al4  Develop and Maintain Procedures

A5 Install and Accredit Systems

Al6 Manage Changes

DDELIVERY AND SUPPORT

DS1  Define and Manage Service Levels

D52 Manage Third-Party Services

DS3  Manage Performance and Capacity

DS4  Ensure Continuous Service

DS5  Ensure Systems Security

D86 Identify and Allocate Costs

DST  Educate and Tram Users

DS8  Assist and Advise Customers

DS9  Manage the Configuration

DS10 Manage Problems and Incidents

D511 Manage Data

DS12  Manage Facilities

DS13  Manage Operations
MONITORING

M Monitor the Processes

M2  Assess Internal Control Adequacy

M3  Obtain Independent Assurance

M4  Provide for Independent Audit
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ITHR 555 #E (Web Svcs,
DB, Email, BEA, Apps,
etc)

OV Business Proc Insight
OV Performance Insight
OV Select Access & ID

OV Service Desk
OV Service Inf. Portal
QV Service Navigator

Network Node Mgr
Operations Mgr

Data Protector, Storage
Manager, Radia
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ITIL Practitioner
(Capacity, Release
to Production)

ITIL Foundation
ITIL Practitioner

ITIL Service Manager
HP OV Service Desk

ITIL Foundation
ITIL Practitioner
HP Openview
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