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What is IT? A cost or an asset?

Gartner symposium: “.. measuring IT costs

per employee was the wrong metric. The
formula must be flipped,” says Peter
Sondergaard, senior vice-president at
Gartner
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What is IT? A cost or an asset?
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Cost or Asset

Figure 1: IT Budgets as a Percentage of Revenue by Sector

Banking and securities 7.16%
Business and professional services
Education and nenprofits
Travel, media, and hospitality
Technology and telecommunication
Insurance
Health care services

3.28%
Energy and resources 2.50% :ﬁ;ﬁgﬁgs

Consumer business and retail 2.04%

Manufacturing 1.95%
Construction 1.51%

Source: Technology Budgets: From Value Preservation to Value Creation / Deloitte Insights
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How would YOU respond?

good? quality?
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What is Quality?

ISO/IEC 9001 definition:

“Degree to which a set of inherent
characteristics fulfils requirements”.

)
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Is the ISO quality definition correct?

Meeting requirements means compliance ...

Customer

ISO 20000: Quality = meetings SLAs
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Quantitative Vs. Qualitative metrics

IT management is mostly using quantitative metrics.

- —

> - S
7
/ IT Quality Index \\
method

IT costs benchmark # of security incidents

IT costs per employee

Costs/Ticket First time fix IT staff retention

Service desk
agent productivity SLA metrics CSAT

Quantitative metrics Qualitative metrics
and indicators
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Is internal IT the same thing as external SPs

Customer
1

ISO/CMMI/Audits

Customer
6

Customer
5
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an integral part of the business

Serving different customers,
highly formalized interactions —
catalogue, SLA, reporting,
processes, KPI, benchmarking

Internal IT, where IT is

Organization

IT Quality Index
assessment and IT QMS
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Fundamental question

“What is IT QUALITY?”
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What is Quality? Two approaches to quality.

ISO/IEC 9001 definition:

“Degree to which a set of inherent characteristics
fulfils requirements”.

IT Quality Index
approach The Oxford dictionary:

“The standard of something as measured
against other things of a similar kind;
the degree of excellence of something.”
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Quality approach for different domains

Quality of > Product / physical Individual service System
object

Measurement Physical characteristics SLA, CSAT Multidimensional assessment
Quality criteria ToIerancc?s, t‘echnlcal Customer Level of excellence compared to others
criteria requirements
IT Quality Index
Service .
Product IT Quality

or SW product
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What is IT Quality?

Ennius: “The good is mostly in the absence of bad.”

* Presence of good (widely accepted practices)
doesn’t mean absence of bad practices.

 The way how we formulate questions
implicates how people think and respond.

* |IT Quality Index is the first assessment
method using positive and negative
guestions.
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Solution

Quality Index — IT quality assessment and

management method

IT QUALITY INDEX - IT Quality Management Framework ;
' IT QUALITY P
‘ INDEX Answering the question ‘How Good Is Your IT* #itQualityindex

@itQualityindex
®

IT QUALITY

INDEX IT quality assessment framewaork measuring overall IT quality level with holistic 360° approach. |
Accepted as strategic and tactical aid for IT management, providing fundamentals for

combrehensive IT Quality Management System - IT QMS. IT Quality Index ISBN: 5781873818731 e

Valua:
. " " . Assessment - inerview and verification
. sctuzl znd target quality level ipasite indicator of qulity

2022 EDITION

+ Tracing changes of IT quality level over tfime
. and of areas based on improvement potential m
®  Benchmarking of IT quality / costs IEvE\s with similar organizations
*  Boosting self-confidence and motivation within IT department Interview '
Components: Method of measurement
+ & quality domains + Assessment by an interview and verification
+ 48 mandatory quality dimenicns + Expert/Internal  Peer measurament
B e
+  Standardized output of assessments + Assessment checklist for consistency 3 Corame o o St et s
ket s
+ IT Quality Management System + Messurement sfficiency focus

5 principles Accreditation 1T Quality / Costs comparision
®  Positive approach « Free use for internal purposes® " [
* Monlinear + Licensing for consulting comp. T QUALITY CERTIFICATE . .
*  Regression + Accreditation for training aomsomon JRC
+ Comax crganizations .
+  Anchoring

1T Quality definition: Muiti-dimensional entity where every
dimension is expressing level of odoption widely accepted best
practices and non-presence of bad practices.

IT QUAL'TY INDEX IT Quality is expressed in the form of IT QUALITY INDEX, which

represents measurement of all quality dimensions based on

5 . nd g ] rformed by Accredited IT
Answerlng the questlon ;E;;E;::mt locumented process performed by Accredite

‘How Good Is Your IT’
[ T e T e

IT Quality Assessment Framework Accredited

Including IT Quality Management System @ T Quality R '
Expert

T QUALITY INGEX
g the quescion
ow Good Is You

Sehssessm!m

Appearance

gy
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Quality metrics

Quantitative focus — productivity, costs, Qualitative focus — level of excellence,
volumes, speed, process or service level absence of bad, resilience, system level
metrics composite quality indicator,

knowledge worker quality index,
collaboration experience and quality

Qualitative
Quantitative indicators

metrics

Industrial / Service era management Knowledge era management
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Example of outputs described in IT Quality Index
body of knowledge

IT QUALITY INDEX - improvements potential

Company LTD

B1

a7 ”fsf o B2 B3

OActual [%]
DOTarget [%]
Segment [%]

' IT QUALITY
® o
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IT Quality / Costs comparision
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Real world example
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Complementing qualitative metrics

IT Quality Index

S AIREEN

Collaboration
Quality
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Course

Day 1 Day 2 Day3-4 Day5-6 Day7-8 Title Badge
name
IT Quality 1 day cITQp I quaury
Foundation course PROFESSIONAL
IT uaIit ’ IT QUALITY
Quality 2 day course CITQE ‘
Expert RS
IT Qualit s
Quality 2 day course citam .
Manager et m
Certification Ir QuALITY
, ; 4 day course crQ -
in IT Quality ki
Knowledge -
INDEX
Worker 2 day course CKWQ
Qu a I ity KNOWLEDGE WORKER QUALITY
Managing IT QUALITY
N INDEX
Supplier 2 day course csam
Q I't SUPPLIER QUALITY
ua I y MANAGER
DIESAN @ Managing Knowledge Innovation and
. How to IT Quality Management ging . & . .
e Definition measure IT T Worker Quality, collaboration focus in
. of IT quality . KWQl and RBA supplier management
Quality Index  management .
. methods practices
of improvements
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Free resources:

Featured web: www.itQualitylndex.com
https://www.itqualityindex.com/free-resources/

Book: IT Quality Index 2022 Edition
Amazon ISBN 798543925812 -paperback and e-book
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