IT Quality Index — praktické
zkusenosti s vyuzitim IT Quality Index

IT Quality Index — praktické zkuSenosti s vyuZitim IT Quality Index pro méreni kvality a
pro nastartovani procesu trvalého zlepsovani kvality IT

Anotace: Je IT fizeno dobre, hiife? Ve srovnani s kym? Jsou zmény v fizeni IT smérem
k lepSimu nebo horSimu stavu. Tyto otazky si mnohdy klade nejen CIO ale i vrcholové
vedeni fady organizaci. Praktikuje IT principy Quality Managementu? Dalsi otazka
ktera logicky navazuje na predchozi. V ramci seminare budou predstaveny praktické
priklady pouZziti metodiky IT Quality Index v konkrétnich firmach a to véetné zavedeni

procesu evidence zlepSeni a proaktivnich KPI.

Zdenek Kvapil, Q41T, s.r.o.

Seminar itSMF CZE, 1.3.2018 Praha
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KPI pro kvalitu

Které procesni KPI ukazuji kvalitu prace IT?

Zdenek Kvapil @7denekkvapil

Many #KPls used in IT process management miss any
quality related information.

Impressions

Total engagements

Likes

Freshservice @freshserviceapp - Feb 23

We tend to measure what's easy, not what's important :)

Zdenek Kvapil @ZdenekKvapil

Zdenek Kvapil @7denekKvapil - Feb 23 v
Many #KPls used in IT process management miss any quality related information.

Many #KPls used in IT process management @1t O3 i

information.

Stuart Rance m .
@StuartRance
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Replying to @ZdenekKvapil @barclayrae

Come to my presentation on Metrics and
Measurement on March 13th and | will show
you how to define #ITSM #KPIs that work...

#SDI18 - The Service Desk Conference
cvent.com

Service

Desk




Typicka KPIs for Service Desk and Incident process

 Mean time to restore service (MTTR)
* % of first contact resolution (FCR)

 Number of incidents/calls Které KP]|

* % of incidents by category

indikuje kvalitu
* % of repeat incidents préce IT?

* % of incidents associated with a problem

e Average call duration

* #and % of high severity incidents

* Service desk agent utilization %

* Average # of incidents per agent

e Customer satisfaction survey (after incidents, annual)

Q I g
GUALITY MATTERS



Taylorism 1910 - 1950

* The criteria of success of management was simple
guantitative output: how much stuff was produced
per unit of input (cost, time, worker)

https://www.extremeuncertainty.com/history-future-management/
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The Third Wave of Management —
1990s to 2010s

* businesses should focus on optimizing the whole
system, not small parts of the system

* the responsibility of improving the work is on the
workers, not management.

* a focus on quality increases efficiency, not
decreases it, because defects are a waste and slow
down the process
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Procesy v IT Jsou propojeny — system
thinking needed

Procesni KPI ukazuji zatéz IT dominantné z
pohledu kvantity
Cas alokovany ¢innostem

Soubéh a propojenost zmeén, incidentu,
problému
Kvantita bez kontextu na kvalitu
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Procesy v IT Jsou propojeny — system
thinking

Pozadavky

z byznysu
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Existuji KPI pro kvalitu ?
Nebo néco jineho?

Jak muze IT prokazat stav, ze funguje dobre ? SLA?

Jakou muze IT nabidnout strategickou metriku pro
komunikaci s managementem?

Clen vedeni ,Nejsem jist e nase IT funguje dobfe”

Potrebujeme strategickou metriku pro IT kvalitu
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Pro€ IT Quality Index?

3 modelové situace

1. CIO
2. CEO/CFO
3. QM
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Pro€ IT Quality Index?

* Chci si ovérit jak na tom jsme z pohledu urovneé
celkového rizeni v porovnani s ostatnimi IT

e Zdroj inspirace pro dalsi planovani aktivit

* Pozadavek z managementu na zavedeni principu
Quality Managementu
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Pro€ IT Quality Index?

ClO

Vystup projektu typicky 10 MD:
e Radarovy graf

Company AlfaX - quality improvement analysis
B1

* Komunika¢ni ndstroj pro jednanis -~ AV(
managementem i 4

* Top prioritni oblasti ke zlepseni

INDEX | 55 %

* Baseline pro overenizmenv case - )
cca 2 let "
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Pro€ IT Quality Index?

CEO CEO

* \Ve vrcholovém managementu neni shoda ohlednée
urovne rizeni IT ...

* MUzZeme si ovérit pomér cena kvalita vuci
podobnym organizacim?

* VV Ccem jsou slabé stranky IT
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Pro€ IT Quality Index?
CEO CEO

Vystup projektu typicky 10 MD + cost quality
benchmark :

e Radarovy graf
* Cose v IT déje hure nez v ostatnich IT?
e Cost / Quality
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IT Quality Level %

Pro€ IT Quality Index?

CEO

IT QUALITY INDEX - improvements potential
Company LTD

IT Costs / Quality

DActual [%]
OTarget [%]
iSegment [%]
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Pro€ IT Quality Index?

Cca 10% IT ma obsazenou roli QM

* PInéni SLA — reseni situaci neplnéni SLA

e Sbér KPI a jejich interpretace

e Reporting KPI a objemu — typicky tickety z ITSM
nastroju a monitoringu
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" IT QUALITY °

INDEX

\

CERTIFIED IT QUALITY

Pro¢ IT Quality Index?

o

* CIO mi dal za ukol najit sadu metrik pro mereni
kvality prace IT od operativnich po strategické
metriky

I T QUALI'_I;Y

55 %
* Chci si udéelat kurz CITQE abych vedeé INDEX

metodika pouziva

* Chceme zavést strukturovany IT QMS vcetne
evidence improvements a reporting proaktivnich
KPI
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r IT QUALITY °
‘ INDEX
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Pro¢ IT Quality Index?

o

Dostal jsem dotaz z utvaru rizeni kvality

, Jaké praktiky Quality Managementu
mame zavedeny v IT?“
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Co po zméreni ITQI?

|dentifikované oblasti ke zlepseni je treba zacit
zlepsovat a jednotliva zlepseni evidovat a
reportovat managementu.

' IT QUALITY *
‘ INDEX

CERTIFIED
PRODUCT

, IT QUALITY °

D \o:x
CERTIFIED IT QUALITY

Q4 MANAGER
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Co po zméreni ITQJ?

VétsSina ITSM nastroju pouziva nazvoslovi ITIL

* Change

+Incident Incident
* Request Problem

* Problem

/ pohledu managementu jde o reaktivni -

cinnosti. ITIL nezna kategorii improvement.
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Co po zméreni ITQJ?

Jak IT prokazuje, ze aplikuje postupy Quality
Managementu pokud nema zaveden systém
kvality?

Kdo je odpovédny za kvalitu IT?
Kdo vykazuje realizovana zlepseni?

Kdo motivuje ostatni k hledani zlepseni?
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Co po zméreni ITQJ?

ITIL popisuje roli Continual Service

Improvement managera na zakladeé:

e Sbéru dat

* Analyza — DIKW

* Hledani oblasti ke zlepseni

* VVerifikace pres novy sbér dat
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Kdo ma v realu nastaven tento proces?

ITIL CSI

Q4[ll

GUALITY MATTERS

Wisdom

1.Identify the strategy for
improvement

* Vision

* Business need

* Strategy

* Tactical goals

* Operational goals

: 2. Define what you will
' measure

7. Implementimprovement

8. Present and use the
information

» Assessment summary

* Action plans

P

3. Gather the data

+* Who? How? When?

« Criteria to evaluateintegrity
of data

+ Operational goals

+ Service measurement

5. Analyse the information

* Improvements required?

4. Processthe data

* Frequency?

« +» Format?

* Tools and systems?
* Accuracy?

« Etc.
and data
+ Trends?
* Targets?
Knowledge

Information



IT Quality Management — zretelny trend

IT Quality Board - ITQB

IT Quality Manager

Compliance and Security

Application support
and development

Infrastructure Support
operations and services
development

User
Storage support
Monitoring HR and
payroll
Training Web, B2B

Computing

Workplace
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Management zlepSeni

System = visual support

Domain | Dimenze | Shortdescription | Quality Dimense Actual [%] | Target [%]
- Business Strategy documented and avalable for managing IT, business
81 | Business Strategy | cirategyas a driver for IT Strategy
IT Strategy s developed and actively used to support business
&2 ITswategy | ghjectives
B ss and T agreed on IT principles.
o Govemance | spproved and accepted by management
.‘ Business is perceiving IT 25 a service provider, service
] B4 | Service principles | ,dopted in organization
g B Valueof T | COsts and walue of IT agreed between IT and business.
= 56 | Quality and costs | QLAY Tequirements balanced with sufficient funding
Service Service Catalogue is key communication component Business T
7 Catalogue
‘Security, Risk, | Security, Risk and Compliance regulatory lssues related to 1T are
& Compliance | 2greed with business
Business | Business cantinuity plans are in place and are supparted by IT
B3 continuity | continuity plans
Projectsand | Project and change management process has been agreed, project /
610 changes | change prioritization accept
ils s Nt of T team performed and avallable in structured
ML | I skills inventory | o
skillsare d action plan developed
W2 Gaps in skills
Skills Learning and development path for T staff developed and managed
i development
Softskils | Softskillsin 1T ged, weaknesses identified and addressed
s anaged
W | inovation skills | MOvation attitude in place, formalized
e Performance | People performance, productivity measured
managed
W Organization | T organization is aligned with actual and future needs
Service Desk and | Central contact point, description of available services and their quality
s levels in place and well designed
Requests | levels in place and well designes
) Service level requirements are documented and measured - SLM,
§ 52 Service levels | corvice reparting in place
B Demandand | Demand for new services or changes to actual service follow agreed
a2 3 ules

Q4lli
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T Quality Management System - Proportional Visual Board
e

Appro

al gate

Acceptance gal

idea

in progress T
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Perspektiva

What IT
consider as
important

What management
consider important
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How proactive is your |T?

Zjisteni kvalitativni urovné v Case je zacatek.

,/

Measurement of IT quality

Overall IT quality

b

e

—_ Improves

Picture 2: Quality measurement and quality levels have a bidirectional dependency
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Kdo zajisti
zlepseni?
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Zakladni proaktivni KP]

* Pocet zlepseni v jednotlivych oblastech

* Hodnota zlepsSeni — value of improvement, benefit
of improvement

* Cas alokovany do self-improvements
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Konec prehledové casti

Kniha: Objednavky info@qg4it.eu
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IT QUALITY INDEX
Answering the question
‘How Good Is Your IT’

Juality

' IT QuALITY ®
‘ INDEX
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IT Quality Improvement System

Which tool supports IT Quality Improvement System?

f@ ™ ALVAO

CERTIFIED
PRODUCT
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