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WHY DCMM

Paradigms encoded in IT management models

• ITIL 1990 – processes, services, value

• SCRUM 1993 – product, speed, autonomy of developers 

• Agile 2001 – principles, iterative SW development, fast 
feedback loop

Since 2001, have we seen anything really new and 
innovative, supporting the many changes like AI, complex 
systems, digital economy?

How can IT be perceived as progressive and future focused 
when its still being managed with 2 decades old models?
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Problem of existing models

• Dogmatic ie. ITIL says “every IT organization should 
act as a service provider” without explaining why

• Agile says that speed of SW development is critical, 
relying on the customer knowing what is needed, 
providing continual feedback and decisions.

“Customer knows what is needed“
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Problem of existing models

ITSM and Agile are constructed with the similar logic

• Customer specifies the requirement

• Customer makes all decisions

• Customer knows the future 

If adopted by CIO, then this approach means order-
taking role, separation from colleagues, expensive 
practices to manage IT, no focus on innovation.
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ISO/IEC 20000:2018, ITSM
IT is a service provider meeting customer’s requirements

“External“
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So the problem is

• ITIL emerged from the world of external service 
providers.

• Agile emerged from the world of software developers. 

• Driving force is the economic transaction between 2 
separate organisations – SP and Customer.

• Original context is lost and moved beyond its origins. 

• Administrative overhead is not measured and 
understood. 

• CIO now needs to solve other challenges. 
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Paradigm problem – who are authors? 

“everyone has to be a service provider”

Everyone should be Agile

Should we do ITSM or Agile 
or something else?

SW developers 

Professional IT services 
providers & consultants

Which model is best for CIO
and internal IT mangement?

ITSM
DevOps,
Agile

We are neither SPs nor SW developers

CIO 
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Organisation

DCMM – target context is int. IT
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Serving different customers, 
highly formalised interactions –

catalogue, SLA, reporting, 
processes, KPI, benchmarking

Internal IT, where IT is an 
integral part of the business 

ISO/CMMI/Audits

DCMM

ITSM
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CIO challenges in 2021-2022

• Play active role in digital transformation

• Understand IT capabilities / data / algorithms as a 
valued source for innovation and new business 
models

• Ecosystems, collaboration

• AI, constant adaptations, quantum computing

• No requirements, no clearly stated problem 

• Incomplete information and unknown future

• No decisions
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SERVICES

Context matters

AExample: ITIL, ISO/IEC 20000, IT4IT, TRIM, 
VeriSM, FitSM, COBIT, SIAM

External service providers 
• Economy fundamentals, Service Management 

processes and practices
• Customer receiving services meeting 

requirements
• Administration overhead required due to 

underpinning financial transactions
• Providing services to B and C

B

Software development
• Software development per customer 

requirements
• Iterative development and fast feedback loop 
• Customer focused 
• Software products development for A and C

Example: Agile, Scrum, DevOps, Continuous 
Delivery

C

Internal IT / CIO
• Managing digital capabilities of the whole organisation
• Strategic role in digital transformation 
• Adaptivity, exploration and innovation 
• Digital ecosystems, resilience, accepting uncertainty and missing 

information
• Minimizing self-administration overhead
• Autonomy, self-improvements, collaboration across departments 

and with external partners
• Complex knowledge work, creativity
• Purchasing products and services from A and B

Example: DCMM, ISO/IEC 44001, BRMPRODUCTS

DIGITAL 
CAPABILITIES
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Model for CIO

None of IT management models were created from the 
CIO’s perspective where:

• IT is innovating without request to innovate

• IT is collaborating inside and outside

• Many activities are unpredicted, not requested, simply 
have to happen

CIOs are not equipped with “their” 
management model, so they use what is 

available. 
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Digital Capabilities 
Management 

IT Service 
Management

Service focus, SLA, CX, 
catalogue and portfolio, 
value, meeting customer 
requirements, IT as a 
service provider, efficiency, 
service integration.

Organization’s digital 
capabilities focus, exploration 
and innovation, cross-
department collaboration, 
CLQ, adaptations, collaborative 
networks with external 
partners and suppliers. 
opportunities and technology 
advances, uncertainty, self-
managed and adaptive digital 
agents, innovation ecosystems.

DCMM model   
Ad-hoc management

Firefighting, reactive, 
passive, technology 
focus.

Process  
management

Processes, maturity, KPI, 
OLA, compliance, tickets 
volumes & trends 

Development stages of IT management models

Focus on consistent 
processes and internal 

activities.

IT role is to deliver services 
supporting business 

processes and meeting 
customer needs.

IT department is an engine of digital innovations, 
designing new digital capabilities and ever 

adapting ways of working. 

1990

Organisational benefits

DCMM is the next generation model

2000 2010 2020

Agile, DevOps

Product development 
focus, speed, time-to-
market, velocity, sprint, 
iterative development, 
backlog, feedback from 
customers, MVP, costs 
of delay, continuous 
delivery

IT is delivering new 
products in a fast and 
iterative manner per 

customer requirements.

Digital Transformation
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New models

• All social networks (facebook, twitter, Linkedin) are 
hugely successful while not based on ITSM logic.

• How is that possible, if ITSM is the best practice but 
not used in the most growing and most innovative 
areas? 

• Is AI a service or something else?
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New economy paradigms
New 

paradigm
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New models
• ISO 44001:2017 Collaborative business relationship 

management systems

• DCMM constructed from the CIO’s perspective (2019)

World of services is transitioned to collaborative efforts 
(networks), where economy transaction is not the primary 
driving force. Complex networks and complex systems.
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1990s
Processes
Help desk
ITIL

2002
Service Delivery
Service Support
Processes
ITIL, COBIT

2007
Service Lifecycle
Service Catalogue
Value
Processes
ITIL, COBIT, ISO

2018
Service provider meeting 
requirements
Customer Experience
Service Catalogue, Value 
streams, Consumers
ITIL4, COBIT, LEAN, 
IT4IT, FitSM, VeriSM

2020s
Customer / Service Provider are external to 
each other
Service is in the centre of theory
Efficiency, business case, ROI, value
Demand and requirements driven, 
CSAT, SLA, CX, XLA
IT is a support function in Porter value chain
“Us / Them” thinking logic

• IT is an integral part of its organization
• Complex knowledge work
• Organization’s digital capabilities are the IT’s job
• IT focused on improvements and innovation
• Uncertain outcome of acting, information theory 
• Collaboration with other departments, CLQ
• Complex self-managed systems, AI, digital agents

Service Management

Evolution path divergence
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IT is a service provider

IT is department responsible for 
organization’s digital capabilities 

developed through collaborative effort. 

DCMM new paradigm
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Digital Capabilities Management Model

Digital Agents enable Digital Capabilities
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Digital agent / Algorithm

• Digital agent (sw, application, configuration, APIs, 
system, product, service…) is approached as algorithm 
+ data

• Digital Intelligent Agent can self-modify its algorithm 
i.e. chatbots, Alexa, AI antivirus

• DA’s exhibit similarities with living organisms – i.e. self-
repair, self-manage, aging, transformation to the next 
generation of DA

• DA’s are providing digital capabilities to the whole 
organization 

• DA’s are consuming resources of its organisations.
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RBA
• Resource benefits analysis is providing practical 

asynchronous feedback loop and source of learning and 
adaptations.

• Analysis of organization’s resources expensed and 
benefits gained - on the organization level.

• RBA is harnessing visual proportional model allowing 
understanding of the bigger picture and relative 
proportions. 
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IT as delivering value is discontinued

• The CIO is not COO, value to customers is mostly 
created by digital agents (i.e. www.amazon.com) or 
selling the core business products or services (cars, 
AWS, smartphone, ….)

• The CIO is providing their organization new and 
better digital capabilities which then enable creation 
of more value through better or new products. 

• Value is created on the organization level, not on 
department level, value is created only when true 
customer is purchasing products. 
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IT

Organization

Sales

HR

Marketing

Service provisioning logic 
driven by economic 

transactions

Collaboration zone - internal departments are 
collaborating while minimizing administrative 
overhead to preserve resources and maximize 
organization’s benefits. 

Production

Custom
ers

Service 
provide

rs

Partner

Cooperation driven by 
mutual benefits

Inside organisations we collaborate

Copyright Q4IT 2021. All rights reserved.   V19 23

https://www.q4it.eu/
https://www.q4it.eu/


Activities and stories

• Only about 15% IT works is repetitive

• Most of activities are performed 
without explicit demand – similar to 
heart beat, brain and thoughts –
complex knowledge work

• A story is a cluster of interrelated 
dynamic activities with uncertain 
outcome

(not same as “user stories” used in agile)
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DCMM Organisation

• Shadow IT doesn’t exist

• DCIB – IT focus on innovations and improvements
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AI support

• DCMM supported by suitable tool constructed with 
DCMM logic – DA, Activities

• Activities, stories and RBA can collect data to help 
IT in decision making or triggering “required 
activities”

• Complexity of IT is suitable to explore AI also 
recursively for managing and decision making 
support in IT management. 
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• Coherent model designed from the CIO’s perspective.

• Based on collaboration, sharing and fairness.

• Minimizing self-consumed administrative resources.

• Self-managed digital agents, digital intelligent agents.

• Changed paradigm of the IT role inside organisations.

• Encoded constant adaptations and learning.

• Support for AI.
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ITSM is good for DCMM is good for 

External service providers and shared
service centers.

Internal IT departments and collaborating 
organizations like corporates, alliances. 

Serving many different customers where 
consistency of services is the key 
parameter. Processes and KPI must be 
measured as a part of billing and SLA 
bounds. 

IT is organization´s capability department, 
responsible for innovations and coping with 
competition. SLAs not critical. Processes 
are not core capability. Adaptation is. 

Ensuring economy for service provider 
(profit) while service is reasonable priced.

Benefits of digital capabilities are measured 
only on the organization level.

Service desk, support processes, service 
delivery meetings agreed SLAs, change 
management etc. 

Provide unique solutions, new business 
models. Orchestration of digital agents 
including digital intelligent agents i.e. AI, 
social media robots etc. 

Decisions based on economy calculations 
and customers’ demand.

Decisions based on opportunities and risk 
taking.

Key word: Profit, Efficiency Modern, Better, Innovation
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DCMM: ISBN 9781723571923
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Poster
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DCMM Trainings
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What Next

• DCMM Masterclass – 1D course targeted to CIO

• DCMM Professional – 2D course 

• DCMM Manager – 2D course

Sample DCMM project initiation document provided 
on request.  
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Questions

ZDENEK.KVAPIL@Q4IT.EU
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CIOs are searching better models
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Bringing scientific approach to 
IT management models

ITSM

IT4IT

VeriSM

DCMM

None of existing management models is 
providing method of measuring its own 
consumption of resources / energy efficiency.

Hypothesis: DCMM is providing the very most 
benefits for its organization from all existing IT 
management models with the minimum 
administrative resources consumed. 

DevOps

Agile
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Do you know energy consumption of 
your management model?

SM

DCMM
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