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A Study on the ITIL Management Model Based on the IT
Governance for Public Sector

Sang-Gil Kim",

ABSTRACT

Jin-Young Kim”, Yeung-Gyu Park

T+t

IT governance in order to achieve the strategic goals of the organization, leadership, organizational
structure, and the process is defined . In order to achieve IT governance, organizational structure,
leadership for spindle formation, maintenance, and standardized processes to specific and an effective
ITIL (Information Technology Infrastructure Library) management model is needed. In this study, the
K Authority Management Model of IT Governance ITIL - based research on service delivery and
customer satisfaction through the effective information for ITSM (Information Technology Service
Management, IT Service Management) building measures, information for business planning and
performance management PMS (Project Management System, project Management System), survey on
ICT service levels established through the process of planning and construction management models
such as ITIL future research on the public portion of the proceeds from the ITIL management model
can be utilized as a guideline when establishing a theoretical presents a base.
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Table 1. Definition of IT governance(5)

Organ/Researchers Definition

Carried out under the responsibility of the board of directors and executives as part of
Enterprise Governance IT is to keep the organization’s strategies and objectives Able

ITGI . . :
to extend the leadership, organizational structures, processes (plan-build-operate-
management) is composed.

CoBit To achieve the organization’s objectives and risk management to increase the value of
the direction for the organization and control structure of relationships and processes

Gartner IT is preferably to be used to establish a decision-making authority and responsibility will

Cisco Systems

You can maximize your investment in IT processes and culture

Murcury Interactive
Corporation

IT to increase control over, and Align IT Goal is to ensure that a company’s business
processes, organizational management method.

Enture Consulting
Partners

To conform to the organization’s strategies and objectives related to IT and the Resource
and Process control and management system.

U.S Department
of Defense

Leverage IT to act as a stimulus to the appropriate decision-making authority and
responsibility to investigate based framework.

U.S. International
Trade and Industry

Development and promotion of IT management and corporate strategy, competitiveness
and lead to the proper direction for the organization functions.

Weill and Ross

Share on IT and IT investment decision-making authority for monitoring the performance
of the company refers to the overall process.

Grembergen

To manage the development and implementation of IT strategy and in order to fuse it
to the board of directors of business and IT executives, IT managers will promote the
organization functions

IT Governance
Institute

As part of corporate governance to organizational goals and to promote the proper use
of IT to induce decision-making authority and responsibility to set up a structure and
process, and to achieve that goal, and a mechanism for performance management.

— United States: - SOX{(2002)

Increased Risk of enterprise

IT Impertance
— Corpeorate strategy. key resources
— The company's core IT Success

The need for
1T Governance

Agility needs of decision

— IT investment is 75% of the

Ak A9 A

o8t fAFsH

IT
Z2AZ M 7R 8AZ FAE
A& v =Y 2] M

company's invesitment
IT investment boost

'10]]

and Ross[23]7} o] F 714

AaE AA AT FH435 ATH12,23,25].
P

— Increased management attention
— Baselll

Fig. 1. IT Governance introduction the need.
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Table 2. IT Governance relevant international standards and reference models

Division Explanation
- IT services and processes for the company’s overall resources for the implementation
COBIT
of the Governance Reference Model
EA/ITA - To meet business objectives and ensure interoperability for building an enterprise
architecture approach
- Process for evaluating and improving the IT organization for developing an international
CMMI/SPICE & proving & pine
standard
— SLA: IT organization to measure the performance of the IT services provided, as guidance
for determining the service level agreements between service providers and users
ITIL . . . . ; .
- SLM: IT services between service providers and service-level management for the subject
of IT processes
- Tangible and intangible outcomes of enterprise informatization strategy, process, and
IT BSC learning and growth, and that a balanced view of the customer performance measurement
and evaluation methodology for assessing

Table 3. Components of IT Governance

Item

Explanation

Applied Technology

Strategic Alignment

Management, Business, Technology Strategy for
Optimal Alignment of the proposed decision-making
direction

ITA/EA

IT Value Delivery

Strategic business goals, optimize business processes
for achieving individual

ERP, CRM, SCM, BPM

Risk management

For disaster recovery and business continuity to ensure
enterprise-wide risk management

DR(S), BCP, ERM

Resource Management

Respond quickly to business needs to maximize the
utilization of IT resources.

ITAMIT Asset
Management)

Performance
Measurement

IT ROI, including the value of intangible assets
evaluation
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Table 4. Four domains of COBIT

Domain Information Configuration information

- IT to achieve business goals, strategies and tactics in order to deal with the process
Plan and Organize - About the various aspects of the implementation of a strategic vision and a plan
communicate the need for managing activities

- IT solution in order to realize a strategy to identify, develop, acquisition, integration

Acqui d Impl t . .
cdure and fmpiemer and implementation of the process

- Practically requested service is for supplying the process
Deliver and Support - Service providers, disaster and security management, user services support, data
management, operations and facilities management, and so on.

- Regularly with the quality of the IT Process control requirements to measure and

Monit d Evaluat .
onitor an valuate evaluate the level of compliance process.




496 HEIOICIOES ==X M173 X4=(2014. 4)

Table 5. IT services major standards in the field(6)

Major standard

Concept

MOF _
(Microsoft Operation

Framework)

Best Practice Principles as a collection of models for a wide range of Microsoft
products and technologies to provide technical guidance
- ESF (Enterprise Services Framework) framework to configure one of the three

. - . int tional standards.
(Capability maturity international standards

CMM - Literacy development of information systems built to measure the maturity of

- Project Management (Project Management, Procurement, and added elements such

is applicable.

model) as systems engineering, CMMi rosin under fire.
- Based on the information technology outsourcing business service provider
eSCM comprising an objective evaluation of the level of ability to improve the quality level
(e-Sourcing Capability developed.
Model) - IT outsourcing services and business process outsourcing (BPO) business model

Frameworks A &3x QlTh.

ITIL- Service Delivery % %3} Service Support
ggog FES 3 Yt} Service Delivery 4 <
2 ITAH 0 s 7o) Aujz L
Au| 2 5 QHF’]"H ok Ak 22 A=E H

olate dejolm

2

[6,7]. ITAH] 2 Lﬂ«] De-facto Standarde}il ?:}
4 9= ITILY Version 27} Service Delivery %
Service Support 2 =] #TE 7} Hojgtoe

20073 Service Lifecycle 3 2] ITIL Version 37}
FHFHA Fo] o] ITAHIZ=RE Ade] 4t 53
ATHBIL ITIL v3& T2 FAEFY B d9S
Egeta Qlom I AL FAlA FHFY
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O
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Table 6. ITSM Definition(11)

e
]

=
=
R
[e]

o]

Az, 71%, A8 5 B8
o wlgated, FE71¢e] SAdol B ITSM Ze &
ANS A e

2.5 ITSM(T Service Management)

o IT Mule % =L IT ARSI
st AlgskaL o5 AAA A
2Urs 4R Eiﬂlé% gRskal A elsh=
AMul=z o) & 5 AT10] IT MHlEe FRAJS
Sell ik B ARl FrRA=H e mg 75,
+9 % 7T =S} ol2= A F7](Lifecycle)
7F o g3l IT Au|ATaE s A
IT Aul 2ol gk AF7) Bel7h st ole
AL ITE o] g B4 2D 9%
A5 =R o] Hol glon), HTee vz
Uz oA el 1T dge] 240 dojsim glov

apparatus

Definition

ITSMF (IT Service

Management Forum) | related to IT Lifecycle

Development of high—quality and providing IT related services full set of all activities

Gartner

Reasonable and predictable processes required to deliver IT services, organizational
capacity, a collection of technologies.

Entrue Consulting
system.

Reasonable cost within the agreed level of service quality to be able to provide
processes, resources and advanced technologies for managing overall IT management
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Table 7. ITSM main Component(13)
Main Component More Contents Remark
- SLM, availability, capacity,
. . fi ial
IT Process - IT services and IT support for business processes and financia

- Configuration, change, failure,
problem, release management

People

- Provide the best IT services workforce with the
necessary skills and abilities / obtain necessary

Organization - Adequate staffing

- Structured so that you can provide the best IT services

- IT Process Automation

Technology - Provide the best tools of IT services and solutions
- ITSM needs, recognize the importance
Culture - IT processes comply with specified values of the - Need more time
organization-wide sharing

Aol = 7ol Jrst 7ol A Mkl i T8 FALAEE ot & 7oA AAE ITZR
WPl e &S A= $8F FEoz AHE F Az, 18, 24, 71&, 2312 FAF ] dth
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o gk AT AMu=E IAHL Ity & ¢ UTH ITSM 755 93 FALAE IA Z2A| 2
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Indnidual tesm and organzationsl
performance in relation to the actual
waork and impact assessment

activities and improvements will
continue to be performed J

Systematic support system

IT Management IT strategy based on the principle
Synergies between the processes cccurring
Service-oriented management, report generation servic

Processes, resources for potentisl
improvements and improwved
opportunties to identify the required
sctwibes are carmed out

Integrated management of information in different

world regions

Cperating level of report generation
The process is monitored, to be measured

= IT processes are defined and
understood within the
organizaton to be communication

Measuring the performance J

Cognitive impairment using Tool and Scluticns
Post-treatment levels of passive and repetitive

administrative

Diifficulties in the process and the cooperation of

IT business proceszes and practices
do not fully

Cognitive impairment caused by user
IT management principles do not exist
That there is no process owners

Lack of root cause failure analysic
= Construction work in progress,
failure / lack of status of process
organizaton and Share
- Ocecurs when the transcript is
mizsing work

Fig. 3. ITIL level institutions into K.
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Written
principles

Standards
and levels
of writin

= Top agency laws, regulations should not be violated
= IT Conduct a comprehensive all qualified

= Regulations, rules, SOP, system maintenance instructions

= The provisions of process-oriented writing
= Systems, hardware, and operating substantially information about the
guidelines, manuals, written

How to = The provisions of relevant government institutions and processes, the

provisions of the global and domestic companies, the process utilized
= Korea Health and Welfare Information Service Reflected in job
characteristics

Fig. 4. Purpose of the provisions created.
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Analysis of the provisions of ‘Written provisions Advanced process and

relevant agencies * Basic Policy on the operation, framework analysis
organization, or business process

Ministry of Security and management and to set forth the rules
. . . Provision | conceming, .

T r:;ﬁgﬁ;ggg';{%gﬁ:ﬁ + Council voted and spproved by the CoBiT?
Miniziny
* Rules and regulations on matters

Departmentof Health and Rule delegated by =eting forth the details ITIL2
Human Services of the implementation will be required
IT regulations and guidelines =|n arder to effectively handle repetitive

Sl:lp tasks willbe set by the Director of the PwC PMOF
regulations and rules that are not part

Agency Information

- P z * In arder to enforce the provisions ofa
ITregulations and guidelines GE‘"del document describing a complementany PMBOK?
ine document that requires change fram
time to time

________—_,_.----'"""‘"-—--__.__________ 1)CoBiT : Control Objectvesfor

R Information and related Technology
Korea Health and ‘Welfare Information 2)TIL : Information Technology

o . A Infrastructure

Service and requirements reflected in 3) PwC PNOF : PG Project Mansgarrent

work status Office Zj| &2/

4) PMBOK : Project Management Bodyof
Knowledge

Fig. 5. Approach to writing the regulations.
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Fig. 6. Characteristics and Utilization of advanced process models(25).
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- = K provided by institutions classified according to the roots and
IT Service - . =
Classification the importance of IT services, each service defines the
organization and management of customer
= IT services are classified services, service providers, and service
Service catalog to benefit customers, such as service availability targets haeyaham
catalog the services described
Status SR, Incident, Change, Problem discuss the status value of the
values defined icket
(Dnﬁgrrura|ion = Configuration information for configuring the CMDB
information for management class and discussed criteria for classification
management
level | N ..
" " = Establishing the Institute in the 'Information Systems Quality
3;::.?’"22""" Management Guidelines' goal of content-specific failure recovery
time and level of disability discuss contents
N = Incident / Change / Release Management process, discuss the
Royiew process role and direction
=Discussion of the types and classification systems change
= Each organization created partly by the treatment process, or
Etc the preparation of disability, disaster recovery, system status,
change / release procedures for information and review
Fig. 7. Activities for the establishment of ITSM processes.
Bullding Information Business Support Systems(PMS)
- Improve
Standard project management procedures nprove
administrative
; procedures
Project management procedures
Flanning Project
stage ) 3 3 Management
Intellectual
property
Business Perform = )
Customer [ Planning business = Project — Informaticn
requirements Systems
Standard project management procedures,  Public institutions based on business management procedures

management

Requirements management information

established its own project management business processes
The information collection requirements for business - business

project planning - project execution - needs systematic support for the
realization of the entire process
Information management for business Standard project management procedures carried out in accordance
\ operations with a systematic project management support )
Fig. 8. Building Information Business Support Systems(PMS).
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Fig. 9. Improve the overall process flow diagram[8,24,25].

K ITIL management model to reflect the characteristics of organizations

IT integration dashboard
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Fig. 10. K ITIL management model to reflect the characteristics of organizations.
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Table 8. ITSM of step-by-step Construction
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Construction Step-by-Step Tasks / Activities Deliverables
Phase
_ Service Management Strategy - Serhvi.c.e management strategy and model
. . definition
Assessment - Analysis of Service Management . .
~ Reported improvement - Serv1ce.Management Analysw Report
- Evaluation report and improvement plan
- Services custom report
- Service portfolio
- Service Management Design - Defined service levels
Architect and - Workflow design - Workflow design services
Design - Plan design automation tools - Process defined reports
- Linking business systems design - Process / Activity / Task definition
- Process Interface Definition
- Roles &Responsibility Definition
. - The need for future planning model to
Planning
reach
- Schema definition of service management
system
- Service definitions and operating procedures
- Service management system, high-level design
- Service management detailed design | - Service Level Management reports
Implementation (if required) - Service Management System Installation and
- Service Management System Administration Guide
- Service management system report
- Task planning and results report
- Operator / Manager Manual
- Project Completion Report
- Maintain service levels for improved
Support management, maintenance,
improvement

g NS A QT R ARl osk A A B
2o} ITSM 75 Al FaAset 44 £ A5 2 A
Hgol Zhedtth =g 2 A7E MEes FF
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