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1. Review public domain best practice frameworks and their role In
IT performance improvement

2. Discuss the role of performance measurement in success of a
comprehensive performance improvement program

3. Review the role of measurement automation in deployment of
frameworks and achieving the promised benefits
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IT Performance Imprmvent Framework
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~ Achieving profitable, predictable and consistent growth
- Competing effectively with local and global players

- Complying with, and keeping up with national and global
Regulatory changes

~ Improving quality while reducing costs

~ Leveraging of global suppliers, services and workforce
through outsourcing and offshoring

- Reducing time to market for new products and services.
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Increasing Performance

Improving Outcomes
Challenges II‘ Minimizing Cost and TirfeeProduction

Minimizing Risks

IT enables Organization to meet goals

ent

Client Briefing Entire contents @008

Pageb




,’J-T Performan

-

-

~—
ce Imprevement 'F@meonk‘

Capability Maturity Model Integrated (CMMI)

Application Development

olication Dep
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elmfrastructure Manager

Information Technology Infrastructure Library (ITIL), ISO/IEC 20000
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Work Instructions

Process Execution

Process Control

Strategic
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" Use of IT Performange IVlanageLne/mT:rmnework -

- COBIT health checks are used to determine current state of

IT and identify weaknesses in processes and controls

- COBIT metrics are used to track outcomes and performance

of key IT Processes.

ITIL is used to improve IT Operations processes and

controls as well as the life cycle of IT Service Management

~ITIL is also used to determine ITSM technology

requirements and identify optimal organizational strategies,
roles and responsibilities

- CMMI is used to improve IT Development processes,

controls and outcomes

- PMBOK and Six Sigma are used to improve project

management and IT process performance.
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COBIT

Control Objectives for Information and’Related Technology
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- Control Objectives for Information and related Technology
(COBIT) (http://www.isaca.org/cobit.html )
~ Covers all controls within or relevant to IT organization

~ Created by Information Systems auditors and IT
Governance Institute in 1992

- First version launched in 1996 containing a new
Framework, control objectives and audit guidelines

- Based on major research study into all relevant existing
standards and best practices

- In 2000 management guidelines added providing maturity
models, performance indicators and critical success factors

 In 2007 version 4.1 released with continued
enhancements in framework and terminology
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- Controls for IT Governance

# Add value while balancing risk versus return for IT and its
processes. 0

- Format

*» N The c o WPoaedseswhich satisfy Business Requirements
IS enabled by Control Statements considering Control Practice®

# There are 34 Processes defined in the framework
- Evaluation of COBIT controls

» Assessment of maturity rating described for each control, ranging
from O (non -existent) to 5 (optimized),

# Outcome Measures (Previously Key Goal Indicators)
» Performance Indicators (Previously Key Process Indicators)
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Monitor and Evaluate

ME1 Monitor and Evaluate IT
Performance

TME2 Monitor and Evaluate
Internal Control

+ME3 Ensure Compliance With
External Requirements

tME4 Provide IT Governance

Delivery and Support

+DS1 Define and Manage Service
Levels

1DS2 Manage Third-party
Services

+DS3 Manage Performance and
Capacity

1DS4 Ensure Continuous Service

$DS5 Ensure Systems Security

1DS6 Identify and Allocate Costs

1DS7 Educate and Train Users

tDS8 Manage Service Desk and
Incidents

+DS9 Manage the Configuration

1DS10 Manage Problems

+DS11 Manage Data

1DS12 Manage the Physical
Environment

1DS13 Manage Operations
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Planning and Organization

$PO1 Define a Strategic IT Plan

$PO2 Define the Information
Architecture

F$PO3 Determine Technological
Direction

$PO4 Define the IT Processes,
Organization and Relationships

1PO5 Manage the IT Investment

FPO6 Communicate Management
Aims and Direction

tPO7 Manage IT Human
Resources

$PO8 Manage Quality

P09 Assess and Manage IT
Risks

$P0O10 Manage Projects

Acquisition and Implementation

TAI1 Identify Automated Solutions

$AI2 Acquire and Maintain
Application Software

$AI3 Acquire and Maintain
Technology Infrastructure

tAl4 Enable Operation and Use

TAI5 Procure IT Resources

$AIl6 Manage Changes

TAI7 Install and Accredit
Solutions and Changes
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