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Session Objectives

The objectives of todayôs session are to:

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 Improvement Framework
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Common Business Drivers Effecting Organizations

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.



Entire contents © 2008 

Page 6

Client Briefing

IT Imperatives in Response to Business Drivers

IT enables Organization to meet goals

Challenges

IT imperatives

Increasing Performance  

Linking Organization and IT

Improving Outcomes

Minimizing Cost and Time-to-Production

Minimizing Risks

Minimizing Costs and Complexity

Optimizing Resources and Costs

Ensuring a Stable and Flexible IT Environment

Extending Value and Reach of Enterprise
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IT Performance Improvement Framework

IT Infrastructure Management

Application Maintenance

IT Infrastructure Deployment

Application Deployment

IT Infrastructure Design

Application Development

Plan Design Build EnhanceManageDeployTest

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

Capability Maturity Model Integrated (CMMI)
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Use of IT Performance Management Framework

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.



Entire contents © 2008 

Page 9

Client Briefing

COBIT

Control Objectives for Information and Related Technology
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What is COBIT?

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

http://www.isaca.org/cobit.html
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What is COBIT?

Controls for IT Governance

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

Format

ñThe control of IT Processeswhich satisfy Business Requirements
is enabled by Control Statements considering Control Practicesò

There are 34 Processes defined in the framework

Evaluation of COBIT controls

Assessment of maturity rating described for each control, ranging 
from 0 (non -existent) to 5 (optimized),

Outcome Measures (Previously Key Goal Indicators)

Performance Indicators (Previously Key Process Indicators)
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COBIT Framework

Acquisition and Implementation

ÅAI1 Identify Automated Solutions

ÅAI2 Acquire and Maintain 

Application Software

ÅAI3 Acquire and Maintain 

Technology Infrastructure

ÅAI4 Enable Operation and Use

ÅAI5 Procure IT Resources

ÅAI6 Manage Changes

ÅAI7 Install and Accredit 

Solutions and Changes

Planning and Organization

ÅPO1 Define a Strategic IT Plan

ÅPO2 Define the Information 

Architecture

ÅPO3 Determine Technological 

Direction

ÅPO4 Define the IT Processes, 

Organization and Relationships

ÅPO5 Manage the IT Investment

ÅPO6 Communicate Management 

Aims and Direction

ÅPO7 Manage IT Human 

Resources

ÅPO8 Manage Quality

ÅPO9 Assess and Manage IT 

Risks

ÅPO10 Manage Projects

Delivery and Support

ÅDS1 Define and Manage Service 

Levels

ÅDS2 Manage Third-party 

Services

ÅDS3 Manage Performance and 

Capacity

ÅDS4 Ensure Continuous Service

ÅDS5 Ensure Systems Security

ÅDS6 Identify and Allocate Costs

ÅDS7 Educate and Train Users

ÅDS8 Manage Service Desk and 

Incidents

ÅDS9 Manage the Configuration

ÅDS10 Manage Problems

ÅDS11 Manage Data

ÅDS12 Manage the Physical 

Environment

ÅDS13 Manage Operations

Monitor and Evaluate

ÅME1 Monitor and Evaluate IT 

Performance

ÅME2 Monitor and Evaluate 

Internal Control

ÅME3 Ensure Compliance With 

External Requirements

ÅME4 Provide IT Governance
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COBIT Is Measurement Driven

A basic need for every enterprise is to understand the status of its own 
IT systems and to decide what level of management and control the 
enterprise should provide. To decide on the right level, management 
should ask itself: How far should we go, and is the cost justified by the 
benefit?

Obtaining an objective view of an enterpriseôs own performance level is 
not easy. What should be measured and how? Enterprises need to 
measure where they are and where improvement is required, and 
implement a management tool kit to monitor this improvement.

COBIT deals with these issues by providing:

Å Maturity models to enable benchmarking and identification of necessary 
capability improvements

Å Performance goals and metrics for the IT processes, demonstrating how 
processes meet business and IT goals and are used for measuring internal 
process performance based on balanced scorecard principles

Å Activity goals for enabling effective process performance
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COBIT View of IT Governance

Strategic alignment focuses on ensuring the linkage of 
business and IT plans; defining, maintaining and validating the 
IT value proposition; and aligning IT operations with 
enterprise operations.

Value delivery is about executing the value proposition 
throughout the delivery cycle, ensuring that IT delivers the 
promised benefits against the strategy, concentrating on 
optimizing costs and proving the intrinsic value of IT.

Resource management is about the optimal investment in, 
and the proper management of, critical IT resources: 
applications, information, infrastructure and people. Key issues 
relate to the optimization of knowledge and infrastructure.

Risk management requires risk awareness by senior 
corporate officers, a clear understanding of the enterpriseôs 
appetite for risk, understanding of compliance requirements, 
transparency about the significant risks to the enterprise and 
embedding of risk management responsibilities into the 
organization.

Performance measurement tracks and monitors strategy 
implementation, project completion, resource usage, process 
performance and service delivery, using, for example, 
balanced scorecards that translate strategy into action to 
achieve goals measurable beyond conventional accounting.
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COBIT Benefits

The benefits of implementing COBIT as a governance 
framework over IT includes:

Better alignment, based on a business focus

A view, understandable to management, of what IT does

Clear ownership and responsibilities, based on process orientation

General acceptability with third parties and regulators

Shared understanding amongst all stakeholders, based on a 
common language

Fulfillment of the COSO requirements for the IT control 
environment
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COBIT Content Diagram
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COBIT Components Interrelationship
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COBIT Performance Measurement

Goals and metrics are defined in COBIT at three levels:

IT goals and metrics that define what the business expects from IT and 
how to measure it

Process goals and metrics that define what the IT process must deliver to 
support ITôs objectives and how to measure it

Activity goals and metrics that establish what needs to happen inside the 
process to achieve the required performance and how to measure it

Goals are defined top-down in that a business goal will determine a 
number of IT goals to support it. An IT goal is achieved by one 
process or the interaction of a number of processes. Therefore, IT 
goals help define the different process goals. Each process goal 
requires a number of activities, thereby establishing the activity goals.
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Relationship Amongst Goals, Process & Metrics

Provided by

COBIT
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COBIT Scorecard Views

DS

AI

PO

Financial

Customer

Process

Learning

Financial

Customer

Process

Learning

Business Balanced 

Scorecard
IT Strategic 

Balanced Scorecard

Financial

Customer

Process

Learning

IT Development 

Balanced Scorecard

Financial

Customer

Process

Learning

IT Operational 

Balanced Scorecard

INFORMATION
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ITIL and ITSM

Information Technology Infrastructure Library

and

Information Technology Service Management
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Definitions

IT Service Management (ITSM)

Managing IT as a collection of services that have been defined in 
advance as a result of collaboration and negotiations between IT 
group and its constituencies

IT Infrastructure Library (ITIL) 

A library of IT operations best practices that provides a consistent 
definition of terms, a process model, activities and success 
measures that can help an organization implement IT Service 
Management
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What is IT Infrastructure Library (ITIL)?

Information Technology Infrastructure Library
Developed by UK CCTA (now OGC) in 1980s

Result of years of analysis and research by many contributors

ITIL v2 consists of 7 books providing guidance on planning, delivery and 
management of quality IT services

ITIL v3 consists of 5 books and moves the ITSM discipline to a life cycle 
management perspective

De facto global standard of IT Service Management best practices

ITIL v2 is a process-based IT Operations framework that 
delivers a set of IT service management best practices 
that can help align IT with organization requirements, 
improve service quality, and lower long-term costs of IT 
service provision

ITIL is world's most widely accepted approach to IT 
service management
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ITIL v2 Framework

Release 
Management

Problem 
Management

Incident 
Management

Change 
Management

Configuration 
Management

Service Level 
Management

Financial Mngmnt

For IT Services

Capacity 
Management

IT Service 
Continuity Mgmt. 

Security 
Management

SERVICE DELIVERY

SERVICE SUPPORT
Service Support
Enables effective IT Services 

Operations Domain

Service Delivery
Planning for IT services

Tactical Domain

Availability 
Management

Service Desk
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CMMI®

TOGAFÊ

ETOM®

Six Sigma®

PMBOK®

PRINCE2Ê

SOA

COBIT®

M_o_R®

ISO/IEC 
20000

SOX

Certified
Training

ISO/IEC
17799

ISO/IEC
19770

CORE

ITIL v3 Framework
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ITIL v3 Service Lifecycle Management
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ITIL v3 Processes Within the Service Lifecycle
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Key ITIL Characteristics

Process-oriented 

Customer-focused 

Based on best practices

Common language

Effective expectation management 

Fact-based decision making

Optimum service against justifiable costs

Independent of organizational structure 

Vendor and technology independent
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How Does ITIL Work?

Quality Management Framework for IT Focused on 
process management

Process control

Mission Policy

Measure / Steer

Activities

Output/ResultInput

Feedback

A.

Purchase

B.

Produce

C.

Sell

Output Output OutputInput Input Input

KPIs for efficiency

KPIs for effectiveness

Objective
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ISO/IEC 20000 ïThe ITSM Standard

Å10 Core ITIL Processes Plus 4 More
ÅSecurity, Service Reporting, Relationship Management, Supplier Management

ÅRequirement for a Management System

ÅIntegration Among Processes
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ITIL vs ISO 20000

Ç A quality level for service management processes that can be audited

ISO 20000 and ITIL are aligned but:

Anyone can claim ñthey have adopted ITILò

Standard provides 

Ç ITIL is a set of guidelines

Ç ISO 20000 is a set of universal requirements 

Ç Minor differences in scope and grouping

ISO 20000 does not specify ITIL

Ç ...but ISO 20000 would be difficult to achieve without ITIL 

Ç ...ISO 20000 verifies that ITIL has been adopted intelligently

ISO 20000 certification 

Ç Proof that an organization has implemented best practice

Ç Independent, external auditing body (RCB)
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ITSM Focuses on Customerôs View of Services

Desktop

ApplicationNetwork

Server Database Mainframe

Midrange

99% 99% 99% 97% 98% 99% 99.9%x x x x x x=91.22%

Available

Our Email was 

out for 

over 3 hours last 

week!!

Email

Online Sales and Claims Reporting

Human Resource Management

Customer View - - - Technology  View - - -
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Standard

Best Practice

Applied Framework

IT Service Management

Standard Processes to Achieve 

IT Service Management

Processes  Specific 

to Organization

Processes for Specific 

Technologies
For Example, 

MS, IBM, HP 

ISO 20000

ITIL

Organizational Policies, Practices, and Procedures

ITSM and ITIL Relationship
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ITIL and ITSM Reported Benefits

Enhanced/Increased Service Levels

Align IT goals with those of Units supported

Make ñExcellence in Serviceò a part of culture

Improved quality and reliability of IT services offered

Optimize resource utilization

Enforces collaboration across silos

Move from traditional supply-demand model to customer 
oriented processes and service value creation
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ITSM Focuses on Cost & Quality Improvements

Cost and quality improvements in IT services drive the cost and quality 

improvements in people, processes, and technology

ÅBreak down inter-

departmental barriers

ÅFocus staff on priorities 

and role definition

Å Increase efficiency in 

resource utilization 

through process and 

process-enabling 

technology

ÅPossible reduction of 

the number of 

operational resources

ÅReduce number of 

emergencies and 

sleepless nights

People

ÅAutomating problem 

diagnosis and resolution

ÅBetter utilization of 

assets

ÅConsolidation of

technology 

Å Introducing process-

enabling technology

ÅStandardization of 

working environments

ÅMonitoring and reporting 

service quality metrics

ÅPrioritizing effort and

cost to service levels

ÅStandardization of 

working environments

TechnologyProcess

ÅImprove inventory 

process for assets

ÅProvide financial IT 

services information

ÅReduce recurring 

incidents

ÅReduce time to 

implement changes

ÅShorten incident 

resolution time

ÅSynchronization between 

and consolidation of 

people, process, and 

technology

COSTS

ÅDefine organization 

needs in terms of quality, 

quantity, and financially

ÅDefine services and 

service levels

Å Increase speed of 

service

Å Introduce project 

approach

ÅMove from reactive 

service provision to 

proactive

ÅProvide management 

information on cost, 

improvements, and/or 

balanced scorecard

QUALITY
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Examples of Results Achieved

Oslo Stock Exchange : ñ100% 
uptime since 1999ò

Roche: ñIntroduced a consistent 
global service management process 
that meets validation requirementsò

Bombardier : In 12 months time 24% 
less incidents; 40% faster service 
recovery; 15% higher availability of 
critical applications

Capital One: In 2 years time 
production incidents reduced by 30% 
and business critical incidents reduced 
by 92%

3/ 28/ 2005 11

The ITSM effect

Initiatives

Software

People & process

Infrastructure

New initiatives

People & process

Infrastructure

Software

Time

$

Cost

Revenue

Service quality and 
overall agility
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Examples of Results Achieved (contôd)

Bombardier : In 12 months time 24% less incidents; 40% faster 
service recovery; 15% higher availability of critical applications

Capital One: In 2 years time production incidents reduced by 30% 
and business critical incidents reduced by 92%

European retail bank with 30k incidents/month : ITIL 
implementation for incident and problem management avoided service 
desk costs of $2 million per month. 

Hewlett -Packard : ITSM implementation resulted in $168 million 
annual savings and enabled a further $400 million savings on the 
business side over a four year period.

KPN Telecom : saved $320K per day through reduction of temp labor 
and contractors by implementing the ITIL service support disciplines.

Proctor and Gamble : ITIL implementation across the corporation 
enabled $120 million cost reduction per year. (Over $500 million to 
date)

Shell Oil : Just implementing ITIL change management and software 
control and release management saves $5 million per year in desktop 
management.
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ITIL Implementation Framework and Measurement

What is the vision?

Where are we now?

Where do we want to be?

How do we get to where 

we want to be?

Have our milestones been 

achieved?

High-Level Business 

Objectives

Assessments

Measurable Targets

Process Improvements

Measurements and 

Metrics

How do we keep the 

momentum going?


