
Strategic Alignment of ICT Services



Operations
Management

Service

Capabilities

Governance

Service Landscape

©IGMC

Board Audit Com
EDM

According to CobIT

M

E

A

APO

DSS

Strategic 

Roadmap

Tactical

Insights

Foundation

P

R

O

C

E

S

S

P

E

O

P

L

E

T

E

C

H

N

O

L

O

G

Y

A

R

C

H

I

T

E

C

T

U

R

E

P

R

O

J

E

C

T

S

D

A

T

A

BAI

Biz-Value QRC

+

RACI 

& 

S.o.D.



Business 

Contributor

Business 

Enabler

Supporting

the Business

Agile 

Foundation

In
te

rn
a

l
cl

ie
n

t
fo

cu
s

E
x

te
rn

a
l

cl
ie

n
t

fo
cu

s

S
tr

a
te

g
ic

Ta
ct

ic
a

l
O

p
e

ra
ti

o
n

s

• where is the new endpoint

• what to do, given a certain 

strategic roadmap and thus 

be in scope

• why it will deliver value, 

responsiveness & be a 

competitive differentiator

• how to achieve efficiency, 

effectiveness and 

improvement (process)

• by whom it will be executed 

(RACI)

when:

Short & long 

term biz plan

Time to market, 

SLA/OLA

KPI’s, Project 

methodology

Training/certific

ation plan

basic scoping

extended scoping
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1. Corporate Strategy 

& Roadmap

2. ICT Strategy 

& Roadmap

4. Technological Direction

Enterprise Technology 

Architecture

� Applications

� Platforms

� Infrastructure

� Security 

3. Biz. Service Portfolio

Enterprise Service Architecture

� CFS-SS-SC-SACI’s

� ICT Processes

� People
Scope Of Work:

• with What

• Why

• How 

• WBS :
by when 

by whom

• WorkPackages

• Order forms

Strategic Alignment
Business Roadmap:

• Where

• What

• Why

• When

ICT Roadmap:

• What

• Where

• Why

• When
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EEE-principle on transition projects from point A to point B

Quick-Win vs. Slow-Loss

A

B

A

B

� �

B’

QUICK-WINS

bring value & strategic fit

=

WIN

Goal-less wasted efforts 

=

LOSS
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XaaS



INput OUTput

ICT

1

Facil

Infra

Platf.

Appli

Core Biz Process

SLR
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ICT

2

ICT

3

INput OUTput

Facil

Infra

Platf.

Appli

Facil

Infra

Platf.

Appli

ICT

1

Facil

Infra
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Appli

Extended E2E Biz Process

SLR
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INput OUTput

ICT integrated E2E Biz Process

ICT2 ICT3

Facil

Infra

Platf.

Appli

Facil

Infra

Platf.

Appli

ICT1

Facil

Infra

Platf.

Appli

SLR
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Scope & service levels

Service Model 1

Maintenance

Service Model 2

on-site / remote 

support

Service Model 3

Managed services

Service Model 4

MSI & Multi-mg’d

services

Service Model 5

Outsource

Service Model 6

Full BPO

XaaS

Off the Shelf Services
(technology & product driven)

E2E Services 
(service & process driven)
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BUSINESS or CLIENT FACING SERVICE

E2E USER APPLICATION SERVICES

SLA
XaaS principle Scope

Service Level Requirements:
• Availability

• Continuity:

• RTO

• RPO

• Red.Perf.

• Capacity

• Security

• (Quality)

Price:
• Purchase

• Setup

• Run

• Bonus/Malus
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WPaaS
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Facilities
Space, Power, HVAC

# connectivity modes
(w)LAN ,  xDSL/Coax, fibre , 3/4G

WAN + Internet

E
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R
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T

Y

PLATFORMS: 

Middleware + DB + AD + SCCM

Applications
Office 365, Email, browser

Voice
ID & 

Access

# End-User Devices
Desktop,  Laptop, Ruggedised, Tablet, BYOD

⇒ Differentiating 

factors in the 

device layer

Back-End APPLICATIONS

NWaaS
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DC
Fac

Client
Infra

Platf

Applic

NW

Local 

People

Service 

Providers

X

DC A
Fac

Infra

Platf

Applic.

NW

DC B
Fac

Infra

Platf.

Applic.

NW

Service Providers

Client

YYY

X aaS

ZZZ

X aaS

Service & Operational Integrator

Classic vs.  XaaS (cloud)
ICT=property of Client ICT=property of Service Providers

Capex & Opex Opex only

XaaS examples:

- company car leasing

- 240V commodity

- airport

©IGMC



M

o

n

i

t

o

r

i

n

g

P aaS

Service Integration vs. granulaire/modulaire afname

DC Facilities

S

E

C

U

R

I

T

Y PLATFORMS aaS

WORKSTATION aaS

APPLICATIONS aaS

INFRASTRUCTURE aaS

NETWORK aaS

DC Facilities

P aaS

App’s

A aaS

I aaS

NW

1

NW

2

DC Facilities

P aaS

App’s

A aaS

I aaS

N

W

1

DC Facilities

P aaS

App’s

A aaS

I aaS

S

e

r

v

i

c

e

D

e

s

k

Integrator SP’s+Cli

N

W

2

N

W

3

N

W

1

N

W

2

N

W

3

Integrator & 3rdParty
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App’s App’s
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E2E E2E
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WPaaS
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WPaaS details : UDM view

User Device Mgmt

User Front-End Env. Mgmt
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WPaaS as E2E SLR Convergence driver

User Device Mgmt

User Front-End Env. Mgmt
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Planned DowntimeUptime Unplanned Downtime

Allways Up = 365dx24h = 8760h

Ʃ(Std maint. Windows)

52wX1h = 52h

Ʃ(Change service Windows)

??X?h = ??h

Ʃ(Release service Windows)

2X48h = 96h

Availability

= 

0,95.(8760h) = 8322h

Unplanned Unavailability

= 

(438h - 52  - 96 - ƩCh)

Total UnAvailability = 0,05 (8760) = 438h

Standard 95% availability calculation
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Planned DowntimeUptime Unplanned Downtime

Allways Up = 365dx24h = 8760h

Std maint. Windows

52w.1h = 52h

Ʃ(Change service Windows)

??.?h = ??h

Ʃ(Release service Windows)

2.48h = 96h

Planned Uptime = Max. 8760 - 52 - 96 - ƩCh

Availability

= 

0,95.(8760 - 52 - 96 - ƩCh)

UnAvailability

= 

0,05 (8760 - 52 - 96 - ƩCh)

Retroactive 95% availability calculation
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Service & Technology 

Architecture



ENT. ARCH.� Value 

vs. Risk

� outcome

� output

(ICT)

ICT. 

TECHN. 

ARCH.

ICT. 

SERV. 

ARCH.

BIZ. 

SERV. 

ARCH.

BIZ

SLR

ICT

SLR

Conceptual
(owner = biz)

Logical
(designer)

Fysical
(builder)

Process SI

OI

Appl

Infra

Data

People

Requirements

Use Cases

Information

Biz Logic
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(IS service)

Business
(Board+AC)

Biz.Domain

or L.o.B.

Biz.Process

Process

SubProces
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Tasks
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Techno

logy

ITSM Processes



Business (RvB+AC) >  Corporate Strategy
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ICT Service & Technology 

Architecture

- Service Catalog

- Product Catalog

- SACI db



End-User eMail service
pda/Dtop/Ltop…….………………………………………………………………………………........

� AD (local SAM) ……………………………………………………………………………….

� Identity & Access validation ……………………………………………………..

� security – vpn ……………………………………………………………………

� WAN 1 ………………………………………………………………………..

� WAN2 ………………………………………………………………….

� security ………………………………………………………..

� LAN (dc) …………………………………………………

� CITRIX ………………………………………………

� AD (core) …………………………………….

� SCCM …………………………………….

� OS ……………………………………

� Exchange ……………………

� DB ………………………..

� storage …………..

� backup ……..

“E2E” application service example

Responsibility

SRC1

SRC2

SRC2

SRC2+ SRC1 

SRC1

3rd P

SRC2+ SRC1 

SRC1

SRC1

SRC2

SRC1

SRC1 +SRC2

SRC1

SRC1

SRC1 +SRC2

SRC1 +SRC2
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e.g.: 98,5% Availability of 

- MailBox

- Calendar

- AddressBooks

on any device

(thru any connectivity)
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CFS

CICI CI
CI CI

CI
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SS1

SA

SS2 SS3
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S

A

SA

S

L

A

SACI 
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Event 

Mgt

Incident 

Mgt

Problem

Mgt

Change 

Mgt

Av Cap

Cont Sec

Serv

Comp

SLA-ACCS 

inheritance

prio

Serv

Comp

maint

window

SL

Mgt

AV

report

FIN & 

SUPPL

Mgt

Invoicing

Bonus/malus



Service Catalog > technology breakdown > SL(A) inheritance on SACI’s
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ServCat hierarchy / decomposition:
S
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rc
e

 Z SC component

SACI component

PC component

S
o

u
rc

e
 Y

SACI component

PC component

SC component

S
o

u
rc

e
 X

SC component

PC component

SACI component

Service 

Cataloog (SC)

Product 

Cataloog (PC)

Service Asset

& CI database

SA item

PC item

SC item

M
S

I to
o

lin
g

CI item

MSI 

Portal

SSR item
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RBA 

filtering

CLI

€p+€s+€r

invoice

Billing

engine
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Prod

Cat. 

Serv

Cat. 

standard products 

Governance

Service Integration

Operational Integr.

�

�

� No architecture/security/compliance

No service integration, no SL’s, no SLA

No operational integration, no KPI’s, no SD

Testing, 

Installation & 

Activation 

Services 

OPTIONAL as a 

PROJECT (RfC) No Support, no Service Desk, no Monitoring

Purchasing�

�

�

Market-

interrogation 

populates  

product 

catalog

product 

catalog acts 

as filter

Committed Volume as 

discriminator ???

SACI 

db

Service & Product Catalog development & update process

Std

Services 

on top of 

Std

products

non-std products 
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PROCESSES
- Governance

- ITSM

- MSI



CobIT Governance processes

on top of ITIL ITSM processes

©IGMC



Implementing Governance & Strategic Alignment Processes





Strategic 

Fit

Customer 

Focus

MATURITY LVL0.1

Ad-hoc

Undocumented

Less predictable

Multiple Helpdesks

Focus on IT operat’s

User call notification

No planning

Self-Help

MATURITY LVL0.2

Event mgt

Incident mgt

Service Desk

Request Fulfilment

SACI mgt

Account mgt

MATURITY LVL0.3

Change mgt

Problem mgt

Service level mgt

Availability mgt

Continuity mgt

Capacity Planning

MATURITY LVL0.4

Design Coordin.

Rel&Depl. mgt

Transition mgt

Knowledge mgt

Relationship mgt

Demand mgt

MATURITY LVL0.5

QRC mgt

Financial mgt

IT-Biz metric linkage

Service Portfolio mgt & 

Demand Forecasting

Competitive Intelligence

Revenue Maximization

Organization

Value & 

Effectiveness

benchmarking

Operational Integration process engineering

Service & Account Mgt

Service Integration process engineering

Business Enabler

Biz Contributor

Leverages

Chaotic

Re-active

Pro-active

Service

Value

Operational

Excellence

Correct way of Implementing ITSM Processes & their maturity

Service 

CatalogSACI

MATURITY LVL1.1 MATURITY LVL1.2 MATURITY LVL1.3 MATURITY LVL1.4 MATURITY LVL1.5

MATURITY LVL2.1 MATURITY LVL2.2 MATURITY LVL2.3 MATURITY LVL2.4 MATURITY LVL2.5

MATURITY LVL3.1 MATURITY LVL3.2 MATURITY LVL3.3 MATURITY LVL3.4 MATURITY LVL3.5

MATURITY LVL4.1 MATURITY LVL4.2 MATURITY LVL4.3 MATURITY LVL4.4 MATURITY LVL4.5

MATURITY LVL5.1 MATURITY LVL5.2 MATURITY LVL5.3 MATURITY LVL5.4 MATURITY LVL5.5

Strategic

DML
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MATURITY LVL0.1

Ad-hoc

Undocumented

Less predictable

Multiple Helpdesks

Focus on IT operat’s

User call notification

No planning

Self-Help

MATURITY LVL0.2

Event mgt

Incident mgt

Service Desk

Request Fulfilment

SACI mgt

Account mgt

MATURITY LVL0.3

Change mgt

Problem mgt

Service level mgt

Availability mgt

Continuity mgt

Capacity Planning

MATURITY LVL0.4

Design Coordin.

Rel&Depl. mgt

Transition mgt

Knowledge mgt

Relationship mgt

Demand mgt

MATURITY LVL0.5

QRC mgt

Financial mgt

IT-Biz metric linkage

Service Portfolio mgt & 

Demand Forecasting

Competitive Intelligence

Revenue Maximization

Organization

Value & 

Effectiveness

benchmarking

Operational Integration process engineering

Service & Account Mgt

Service Integration process engineering

Business Enabler

Biz Contributor

Leverages

Chaotic

Re-active

Pro-active

Service

Value

Service 

CatalogSACI

MATURITY LVL1.1 MATURITY LVL1.2 MATURITY LVL1.3 MATURITY LVL1.4

MATURITY LVL2.1 MATURITY LVL2.2 MATURITY LVL2.3

MATURITY LVL3.1 MATURITY LVL3.3

MATURITY LVL4.1

MATURITY LVL5.1

Strategic

DML
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Supplier Mgmt

Capacity Mgmt

Continuity Mgmt

Availability Mgmt

Security Mgmt

Service Level Mgmt

Event Mgmt

Incident Mgmt

Problem Mgmt

Access Mgmt

Request Fulfilment Mgmt

Service Desk Mgmt

Change & CH eval. Mgmt

Release & Deployment  

Transition Plan & Sup’t
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Service Asset & Configuration

Knowledge Mgmt
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ITSM processes cf. ITIL v3-2011  std lifecycle, process & roles stack
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Lvl1 – CHOOSE REFERENCE(s) : 
ITILv3-2011, Cobit, CMMI, PMP, PRINCE2, TOGAF, …

Lvl2 – WHAT & HOW TO IMPLEMENT: 
Client Constellation, Sourcing/Supplier constellation, (ITSM & Gov) Tooling, Processes, …

Lvl3 – APPLIED PROCESSES & GOVERNANCE: 
RACI, process flow, tooling interfacing & case exchange, Distribution & Consolidation

Lvl4 – TOUCHPOINTS of MSI vs. Client & Supplier sides : 
Service & product catalog, process & tooling workflow, special 

service/SLA/OLA/UC agreements, … 

Lvl5 – WORK INSTRUCTIONS: 
Service desk scripts, Support Org. & Process Interactions, Reporting, 

Work Orders, Procedures, …
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TOOLING:
- Automation

- Interfaces

- Data

- Case Exchange

- Swivel Chair
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N
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L

L

I

N

G
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DESCRIBE in detail

Activities/MSI TouchPoints Sub-Act/MSI MSI Case Exchange

Biz|S.I.|O.I.|OSP Biz|S.I.|O.I.|OSP Biz|S.I.|O.I.|OSP Biz|S.I.|O.I.|OSP

automated

manual

reporting

reporting

reporting

REFERENCE

ITILv3-2011.INC Flow.INC Activity.INC1 -

Flow.INC Activity.INC2 -

Flow.INC Activity.INC3 -

COBIT5.APO01 - Activity.APO01.1 RACI

- Activity.APO01.2 RACI

- Activity.APO01.3 RACI

Gov.Body.Forums OPS

TACT

STRAT

ADD

RACI

RACI

RACI

Flow.APO01

Flow.APO01

Flow.APO01

Act.O1

Act.T2

Act.S3

APPLY to MSI constellation

RACI setup Flow Swimlane setup + TouchPoints

Biz S.I. O.I. OSP Biz S.I. O.I. OSP

R A C I INC1a INC1b INC1c INC1d

C I R A INC2a INC2b INC2c INC2d

I R A C INC1a INC1b INC1c INC1d

R A C I APO01.1a APO01.1b APO01.1c APO01.1d

I R A C APO01.2a APO01.2b APO01.2c APO01.2d

C I R A APO01.3a APO01.3b APO01.3c APO01.3d

I C R A

I C A R

A R I C

SETUP/AUTOMATE

WorkInstructions WorkFlow Orchestration Tooling Data

Biz|S.I.|O.I.|OSP Biz|S.I.|O.I.|OSP Biz|S.I.|O.I.|OSP

automated

manual
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WORKLOAD / ROL / MSI

Biz ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑

S.I. ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑

O.I. ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑

OSP1 ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑

OSP2 ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑

3rdP ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑ ∑

RACI fi ltering R A C I C I R A I R A C

WORKLOAD DISTRIBUTION

Rol A Rol B Rol C Rol D Rol E Rol F Rol G Rol F Rol H Rol I Rol J Rol K

Activities/MSI

Act1

Act2

Act3

Sub-Act/MSI

Act4

Act5

MSI Case Exchange

Act6

Act7

Forum Participation/MSI

Act8

Act9

…

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

-

MSI organisation

OSP organisation
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MSI functional 

tooling view
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MSI SI-OI-OSP Process Interactivity (max OSP responsibility)
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Design Authority Triggers & Decision Cycles

BRM SPM design run OSP

A.

B.

C.

D.

E.

F.

G.

SACI db + E2E 

correlation

1 2 3 4

1 2

12

Sub SACI db’s

3

3

E
S

A
rch

4

122

21 2

21

2

212

3

SS + SC + SA 

decomposition

Service 

Portfolio

Sub SACI db’s

Serv. Cat & 

Prod. Cat

(tactical)

(strategic)

(tactical)

(strategic)



X .
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Y .
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Client1a Client1b

Supplier 

3Pb

X aaS

Supplier 
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X aaS

ICT
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L
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Supplier 
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C
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3rd P
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NO OLA 

NO UC

External to ICT & BIZ

Internal ICT

External to SI

External to ICT

Legenda:
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Integrated 

ITSM & GOVERNANCE



Integrated Business Service Model

Common Governance

Common cross tower governance & 

service layer
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S

R

C

5

T/S

Proc
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Common Design Authority body

Common QRC policy & body

Governance 

& XF
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Common Program Portfolio body
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Common Reporting
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STD 
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Client 1 Client 2 Client 3
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QRC 
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Contr

Mgr
CLI

SEC 

ops

mgr

SEC 

ops

mgr

SEC 

ops

mgr

BRM BRM BRM

CISO

CLIENT 

QRC

No 

QRC

STD 
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RELEASE MGMT



WHAT:

Release management is trailing to the change management process and

pursues the grouping and/or separation of executional changes or change 

packages;

based on aspects of timing, commercial, financial, political, technical, 

organisational, resource related, … nature;

into a fixed yearly calendar with predefined larger maintenance windows

throughout the entire DIAPP cycle/environments.

REM:

Release =/= version management

=/= portfolio/program/project management

©IGMC



Development

- Module

- Unit

- developer

Integration

- Systems

- CI availability

- Security

- DBA/System engineers

Acceptance

- Production simulation

- Service Availability

- Ltd dataset

- User

(Pre-)Production

- Process/Biz Service Availability

- Real dataset

- Stress testing

- users (local/remote)

Documentation :

- ARCHITECTURE

- Testscenario

Documentation :

- INSTALLATION Manual

- Testscenario

Documentation :

- USER Manual

- Testscenario

Documentation :

- SOP Manual

- Launch-Rehearsal

DML

OK ?
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N

It
e
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DIAPP model

D

I

A

P
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Service Design & Transition: DIAPP vs. BAU operaties

Service development

Inc
idents

problems

Inc

problems

Inc

problems

NO

GO

inc
idents

problems

inc
idents

problems

inc
idents

problems

GO

> BAUDEV <

DML  

upd

r1

DEV
r2

INT

R3

ACC

R4

P.PROD

r4/R5

PROD

Technology development
DEV

CHG

REL

OPS
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Iteration
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Iteration
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Iteration
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Service Evolution:
Continuous – Continual

Strategy – Service Portfolio



EndUser

Service 10

OS
e.g.: win7

APPLIC
e.g.: off.std

EndUser

Service 20

OS
e.g.: win8

APPLIC
e.g.: off.pro

Voorbeeld Service & Product Catalog entries

Service 

Level A AV

CAP

CONT

Service 

Level B 

EndUser

Service 99

OS
e.g.: win8x64

APPLIC
e.g.: off.pro+

Autom. 

Updates

Autom. 

Upd

Optional 

Updates

Optional 

Updates

Add-Ons

Service 

Packs

Service 

Level X 

S

T

A

T

I

C

D

Y

N

A

M

I

C

SEC

AV

CAP

CONT

SEC

AV

CAP

CONT

SEC
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EndUser

Service 2.0

EndUser

Service 1.0

Projects: Change > Release

OS
e.g.: win7x86

APPLIC
e.g.: off.std

Autom. 

Updates

Autom. 

Upd

Optional 

Updates

Optional 

Updates

Add-Ons

Service 

Packs

OS’
e.g.: win7x64

APPLIC’
e.g.: off.std

plus 

Overall Service Portfolio Management process

Standaard ITIL cycle

Operations: Incident > Problem > Change > Release

©IGMC



EndUser

Service 1.0

Autom. 

Updates

Autom. 

Upd

Optional 

Updates

Optional 

Updates

Add-Ons

Service 

Packs

UPDATE

EndUser

Service 1.1

OS
e.g.: 

win8x64

APPLIC
e.g.: off.std

Optional 

Updates

Optional 

Updates

Add-Ons

Service 

Packs

UPDATE

Voorbeeld technologie UPDATE process

SCCM,

WSUS,

device-direct,

…

OS
e.g.: win7x86

APPLIC
e.g.: off.std
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3. Project Portfolio Mgmt

EndUser
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Optional 

Updates
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Packs

EndUser

Service 2.0
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Deployment
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Prod 

test

OS
e.g.: win7x86

APPLIC
e.g.: off.std

OS’
e.g.: win7x64

APPLIC’
e.g.: off.std

plus 

Service 

Biz.Case
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3. Project Portfolio Mgmt

EndUser
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Outsourcing RfP’s
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