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Abstract.

The speeding up of the adjustment of products and services often requires faster change of the ICT that is needed for delivering a product or service. The research focuses on the chain of processes that are needed for adjusting ICT applications as well as their optimization.
When defining the chain, the processes for realizing a request for change of Information and Communication Technology (ICT) at the demand side and supply side of ICT are listed. The result is a model of the ICT service chain. For creating this model, best practice methods are used. This results in a chain consisting of four clusters of processes. These successive clusters include a cluster of processes for the alignment of new demands to ICT; a cluster of processes for the design and development of adjustments to applications; a cluster of processes for the transition from development to operations and a cluster of processes for the operations of the adjusted application.
After definition of the research questions, the model for the chain and the optimization of this chain are presented. Using this model, the set-up of the ICT chain and how this is optimized was investigated in eight major organizations. It then becomes clear that even though the eight investigated major organization are looking at  ICT service chains from a chain wide perspective, this has not automatically led to systematic and periodical introduction of improvements as seen from a chain perspective. 

1. ICT service chains and their optimization.
The provision of ICT products and services in major organisations often takes place via many links. This happens for a good reason. After all, major changes to ICT systems have to fit in with the strategy, require business cases, are realized somewhere and next implemented. [1] This process involves several parts of the organization. [2,3,4] Achieving the right ICT support, involves the work of many parts of the organization. This work takes place in a chain of connected processes. This article focuses on this ICT service chain. It defines the investigated chain as follows:

     “an ICT service chain focuses on the supply of support by ICT. To this purpose, the chain has processes 
       for formulating the demand for ICT, for realizing this, for taking the new ICT provisions into 
       production and for their operations.”
This study investigates how this chain is set up in eight major Dutch organizations and how these organizations go about optimizing this chain. The article consists of two parts. The first part describes the theory behind ICT service chains and their optimization. The second part describes the results of the study into the set-up and optimization of ICT service chains. The basic questions in this research are:
a. Is the defined ICT service chain recognized? Are the processes in question described?  And are 
    these processes measured? And what are the challenges involved in working on the ICT 
    service chain?
b. How is the ICT service chain optimized? Does this happen at the level of each individual process? Does
    this happen by making use of defined interfaces between processes and/or does this happen at chain 
    level?
2. ICT service chains and their optimization in theory.

2.1. The construction of chains.
The study used the theory as developed by Looijen  [2] and its definitions [8, 9 and 6]. Looijen [2] states that for the organization of  information provision and ICT, three types of organizations can be distinguished. He distinguishes between: an organization set up for coordinating the demands of the clients for ICT and for direct support when ICT is used. This is the ICT demand organization. In his opinion, this organization deals with Business Information management. On the supply side, Looijen [2], defines two other types of organizations that are involved in the supply of ICT.  These are on the one hand, the ICT development and maintenance organization and on the other hand, the ICT operations organization. Looijen [2] calls these organization’s tasks application management and technical management respectively. In this article, we have chosen to use the term operations [17] instead of technical management. The model as a whole is called the threefold model of Information and ICT management.
The definition using processes of the demand organization is discussed in the best practices method  Business Information Management Library [8]. The organization of the ICT development and maintenance organization is the subject of the Application Systems Library management (ASL) method  [9]. And the organization of the operations organization is explained in the IT Infrastructure Library (ITIL) method [6]. 
ICT service chains take care of the delivery of ICT . In this delivery, the requirements and possibilities need to be geared to each other; the defined ICT has to be designed and developed; it needs to be transferred to an operations environment and after this, it will be in operation day in day out. In other words, changes to ICT go through four phases. These phases are alignment, development and maintenance, transition to operations and operations of ICT. During each phase, processes are executed. One is able to distinguish a chain of successive clusters of processes in the organizations for demand and supply  [5]. The demand and supply processes can be distinguished in each of the four phases of a chain and they collaborate in order to arrive at a working ICT solution. In order to do this optimally, the individual processes need to be clearly defined, their interfaces have to be clear-cut and the chain of processes needs to be governed as a chain. [11,7]. 
Next, we will start by discussing the components of the threefold model of Information and ICT management. After this, the ICT service chain composed of processes is discussed and finally, optimization of this chain is discussed.
2.1.1. The threefold model for ICT management and the interpretation of an ICT service chain.
The BiSL method can provide an interpretation for the processes of the ICT demand organization [8]. BiSL distinguishes processes at three levels; namely at strategic, tactical and operational level. The operational processes can be seen in figure 1. These processes are gone through, as soon as a request for change in ICT is stated. When making changes to the information provision, each phase in this process includes tasks that have to be performed by the demand organization. These tasks are:
1. In the alignment phase:  the demand organization specifies its requests.
2. In the design and development phase: parallel to the realization of the requests in ICT applications by designing these and next building these in software, which is taken care of by application management, the demand organization is involved in the adjustment of the necessary procedures for working with the new application and it prepares implementation of the new ICT. 
3. In the transition phase: after delivery of the application, the demand organization performs a user test and of the result of this test is positive, it orders the ICT to be taken into production and  mutates the register for changes.
4. In the operations phase:  during the operations of the ICT, the users are provided with support, authorisations are issued and the operational control of the supply organization is taken care of.
The ASL method defines the processes in the maintenance and development organization [9]. ASL also distinguishes processes at strategic, tactical and operational level. Figure 1 includes the operational ASL processes, which are gone through in case of a change to the ICT. These are: 

1. In the alignment phase: the development and maintenance organization determines what impact the demand organization’s requests will have on the ICT provisions, when this concerns existing provisions. When these are provisions that are to be developed from scratch, their implications are listed according to development. Think for example of lead time, cost, development method, order of delivery and so on.

2. In the development and maintenance phase: application management design, realizes and performs a system test of the new ICT provisions.
3. In the transition phase: this time, application management updates the list of requests (change management), the new ICT is implemented and the developed software is distributed. The latter involves the execution of the control&distribution process.
4. In the operations phase: during  the operations of the ICT, a number of tasks are performed. These tasks include support in case of incidents, keeping the configuration up to date, ensuring continuity and availability, whilst capacity management takes place. In this respect, continuity management focuses on dealing with external threats such as unauthorised logins, hacking etc. Availability management means keeping an eye on the agreed service levels as well as the realized service levels. These are reported on and if necessary, these service levels are improved. 

ITIL shows the processes that concern the operations of ICT [6]. Cater Steel et al. [12] researched the critical success factors of working according to  ITIL. In this research, the ICT processes are used for putting together  an ICT service chain. ITIL version 3 teaches us that the following processes in the field of operations (see figure 1) are gone through in ICT service chains:
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                                                     Figure 1 : ICT service chains at operational level.
                                                     (Yellow are BiSL, Blue are ASL and green are ITIL processes.)
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                                               Table 1:  Qualities of the investigated Information provision and ICT organization.


1. In the alignment phase:  in the specification of requests, when the service levels are reviewed and the 
   implications for the service catalogue determined.
2. In the development and maintenance phase: operational measures are taken for enabling the supply of the right availability, capacity and continuity of ICT when the ICT provisions are taken into production. This also involves taking measures for being able to substantiate the demanded levels of security.
3. In the transition phase: at transition of the ICT provision towards operations, this transition is 
planned and supported. An operations test is performed, the change-register including the requested changes is amended and the configuration is updated.
4. During operations, the ICT is kept in production and incidents and problems are solved.

2.1.2. The building of ICT service chains.

A request to change ICT does, sometimes iteratively, go through four phases [5]. These include the alignment of the request for new ICT and the possibilities to realize this; the design and development of the new ICT; the transition towards operations and the operations of the new ICT.  In each of these four phases, people from the three  individual organizations collaborate. These people perform the tasks that are part of specific BiSL, ASL and ITIL processes. The output of each of these processes goes to another process in the ICT service chain. This is shown in figure 1: in each of the four phases, clusters of the BiSL, ASL and ITIL processes as described in paragraph 2.1.1. collaborate in order to arrive at an amended or new ICT provision.

2.2. Optimization of ICT service chains.
Optimization of chains starts by describing the individual processes of a chain and their interfaces with the processes that precede these and follow these [11,14]. Subsequently, the chain of processes thus created can be optimized in three different ways. These are:

            -  optimization of individual process, 
            -  optimization of the interfaces between processes and 
            -  optimization of processes as seen from the chain as a whole. 
Optimization of an individual process requires a description of that process, measuring on this process, setting standards that the process has to meet, measuring to what degree these standards are met and  take action next. Optimization of the interfaces between a process and the preceding and following processes [11,14] involves coming to agreements regarding these interfaces, as well on the products that are to be transferred from one process to the next. Optimization of a chain of processes involves looking at the progress of these processes at chain level. [10]

At process level, after description of the process and after laying down the standard, it often turns out that one has to have the right expectations regarding the process. [11] In some types of processes, such as the service desk process where many queries arrive and the arrival of queries is often of a statistic nature, one is able to calculate which achievement can be accomplished with the given effort. [10,15]. 
At the level of the interfaces between processes, optimization entails coming to agreements on the standards to be used, thus ensuring that the output of the supplying process can be processed optimally by the receiving processes and thus avoiding differing interpretations.

As regards chains of processes Goldrath [7] teaches us that, by always improving the process that performs the weakest, another process will be the weakest. By optimizing this process in turn and by continuing to improve the next weakest process, the optimum chain is realized in the end. In ICT service chains, the Goldrath theory means that the progress of a request for ICT needs to be governed chain wide. This enables real time and in time recognition of possible weak processes in a chain, meaning this process does not lead to delays. On the other hand, it allows for ascertaining situations in which, in spite of the fact that all requests for ICT are dealt with, there is still room left in some of the chain processes. In that case, this room can be eliminated. 

The chain wide governance of a large number of requests regarding ICT that are to be realized in parallel can be supported by technology [13]. In real time, this clarifies where there is  undercapacity and where there is overcapacity in a chain. Based on this information, one may decide make adjustments.
3. Research into the practice regarding ICT service chains.

The study into the set-up and governance of ICT service chains is part of the research programme in the field of IT governance by the Fontys University of Applied Sciences. The study on ICT service chains was carried out in cooperation with the ASL-BiSL foundation. This foundation is the driving force behind the realization of NEN3434, a standard for the set-up of application management. All points regarding the theory of the set-up and optimization of ICT service chains were listed by a knowledge circle of the lectureship. This knowledge circle included Fontys lecturers, a member of the architecture board of the ASL-BiSL foundation and employees of two external companies. The empirical research was carried out by four groups of each three students of the Fontys University of Applied Sciences. This research consisted of in-depth interviews with participants in ICT service chains in eight major Dutch organizations. Each organization taking part in the study employs over 2000 people. 

The reason for choosing to research ICT service chains in major organizations lies in the fact that the threefold model and its interpretation is recognized in major organizations. In most major organizations, many employees are involved in a change in ICT. Making a change therefore demands a clear-cut structure and definition of tasks. Organizations taking part in the study were Philips, the Amphia hospital, the insurance company ASR, the interbank organization Equens, the Police force, the Ministry of Defence, the Ministry of Economy, Agriculture and Innovation (ELI) and the Kadaster. The students were trained for holding these interviews by means of lectures and by means of two trial interviews.

4. ICT service chains in practice.

4.1. Qualities researched organizations.
Table 1 shows the qualities of the investigated organizations. The table reveals that all investigated organizations have set up ICT demand and supply organizations, unless these are outsourced. Furthermore, it becomes clear that almost every organization that took part in the study has set up its information provision and ICT organization according to the BiSL, ASL or ITIL methods or uses a set-up based on these methods. At specification of the qualities of table 1, all organizations stated that they know two methods for making changes to their ICT. There are the direct method and the thematic method. The first method is used when making a change to the ICT provisions, which can be realized in less than a specific number of working days, such as for example 50 man-days. This article is about the thematic introduction of changes to ICT.
4.2. ICT service chains at operational level.
The first part of the research question concerns recognition of the different processes; the description of these processes and the measuring on the progress of these processes as well as the use of indicators. Working with indicators means that the organization can use these for planning and is able to state when a result is expected to be delivered at an early stage. 
Table 2 shows that, with regard to:
1.  The  processes: in the eight investigated organizations, each of the four defined phases are each present in the process as recognized in the model. An exception to this being the transition phase. In 37.5% of the investigated organizations, the processes at the demand side are lacking.
2. The description of the processes:  the present processes are described in general. There are the following exceptions to this. In the Amphia hospital, only the ITIL processes are described. Furthermore, not all processes in the transition and operations phase are described.
3. Measuring on the processes: in almost all processes the time spent on the process is recorded per project. Besides, one also often keeps a record of the money that was spent. In the operations phase, one measures to see whether the standards as set in the concluded service agreements are met.
4. Indicators when using processes: a majority of the investigated organizations do not have any indicators at their disposal, indicators that could assist them in planning large parts of ICT realization trajectories. Indicators are only used in two out of eight organizations for planning service chains. Furthermore, it is possible to use indicators in ICT service agreements.

The conclusion is that the approach used for mapping ICT service chains is recognized. In the investigated organizations as it turns out, projects go through a series of clusters of processes. These processes are largely described. Any processes that are excluded from this are processes in the transition phase. In general, one does keep track of how much time is spent on a project and also records what the status of a project is with regard to the budget. However, this does not lead to having indicators used for planning projects over the entire ICT chain.
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                     Table 2:    Qualities of the processes in the investigated organizations

4.3.  Challenges when working in chains.
The second part of the first research question concerns the challenges as experienced by organizations when working in the ICT chain. Table 3 shows that, with regard to:
1. Monitoring the course of projects: 62.5% of the investigated organizations monitor their projects chain wide. The exceptions to this being Equens, where not every chain is described;  the Amphia hospital that only has alignment between the three types of processes, e.g. business information 
2. 
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                                  Table 3 : Challenges when working with ICT service chains
management, application management and operations in the operations phase; and the Police Force where the chain only looks at business information management and application management when undertaking projects.
2.   The management of products at chain level: central chain wide management of the documents as delivered in the chain only takes place in two of the eight investigated organizations, namely Philips and the Kadaster.
3. Measuring and evaluating at chain level:  62.5% measures time and money spent on projects chain wide. The exception to this are the Equens organization, insurer ASR and the Police Force. Of these three, ASR at least works with key performance indicators for projects.
4. The accumulation of work in a chain: as it turns out, talking about delays in projects is not always an option. Equens wonders whether these exist and if they do…. ASR and the police refuse to discuss the subject. In the other organizations, it is remarked that delays occur in the testing of applications in transitions between the organizations for business information management, for application management and for operations. Philips discusses any delay in projects on a weekly basis and acts upon this if necessary.
It turns out that there are many challenges with regard to working chain wide. Chain wide working starts by thinking in and governing projects at chain level. Next, there is an automatic tendency towards chain wide management of documents and measuring and evaluating projects at chain level. Accumulations in chains appear to occur on a regular basis. These accumulations predominantly occur in the transition between those parts of the organization dedicated to business information management, application management and operations.

4.4. Optimization of chains at operational level.
The second research question concerns the optimization of the ICT service chain. Table 4 shows that looking:
1. at process level and asking oneself:
- are the processes described?  Not all of the processes involved in the ICT service chain are described 
  in each of the eight investigated organizations. At Equens, ASR and the Police this concerns the 
  processes of a limited number of chains. In the Amphia hospital, only the ITIL processes are  
  described. 
– does the organization apply standards per process?:  37.5% of the investigated organizations have
  set standards for a process; 25% of the investigated organizations have standards for some of the
  processes. 
– do the organizations evaluate these standards periodically?:  As far as standards are present, these
  standards are periodically evaluated in one case only. In three other cases, evaluation takes place at 
  an audit or after an incident has occurred.
– do the investigated organizations make use of indicators?: The use of indicators in an ICT service 
  chain only takes place at Philips. In the other organizations, these are not used or only in the service 
  desk process.
      - do any of the investigated organizations evaluate its processes? :  87.5% % of the investigated  
   organizations evaluate the processes in the ICT service chain regularly. The Ministry of Economy, 
   Agriculture and Innovation can only partly evaluate the processes because the processes in the  
   supply organization are outsourced.
2. at the interfaces between processes and asking oneself:     
  - are the interfaces between processes described? apart from the Amphia hospital, the interfaces  
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		   between the processes in their ICT service chains are described in all investigated organizations. 
   Only at Equens, this concerns part of the processes.
- are there any standards/agreements on the documents to be exchanged between the processes?: in     
   75% of the investigated organizations, there are standards for the products that are transferred
   from process to process. However, at Equens this is only partly the case. The Amphia hospital does 
   not have these standards or agreements.
– do these standards meet international norms?: only one single organization conforms with
   internationally agreed standards with regard to the transfer of products from process to process.
 – are there any delays between processes in the chain?: 50% of the investigated organizations state 
   that there are delays between the processes in the chain. In one organization this has never been      
    Investigated.
– does one audit the compliance with agreements about the interfaces between processes? : with the
   exception of the Amphia hospital, there are regular or incidental audits on the compliance with 
   agreements about the interfaces between processes. In 25% of the investigated organizations this 
   concerns part of the interfaces.

2. at chain level and asking oneself:
– do the investigated organizations recognize their ICT service chains and have they appointed 
   owners for these chains?: each of the investigated organizations recognizes the ICT service chains in
   its organization. 75% of the investigated organizations have appointed owners for these chains.
– are the recognized ICT service chains methodically improved? : in 75% of the investigated 
   organizations,  improvements are made reactively, ad hoc or on a regular basis, meaning that the 
   ICT service chain is considered as a whole.
– does the organization audit its ICT service chains at chain level? : more than half of the 
   organizations do audit their ICT service chains partly or entirely. In most cases, this audit takes 
   place on a regular basis.
- do the investigated organizations have quality plans for their ICT service chains?  Only the Kadaster 
   has quality plans including improvements for its ICT service chains.
One may conclude that no organization goes through the possibilities for optimizing parts of its chains or their chains as a whole systematically and to its full extent. At process level there is a lack of indicators, delays between processes in the chain seem to be a regular occurrence and at chain level, quality plans in order to arrive at improvements of ICT service chains are more the exception than the rule.

5. Discussion of the results of the study into ICT service chains.

In the modelling of the ICT service chain with a view to study this ICT service chain in major organizations with partly or entirely own information provision  and ICT organizations, best practice methods were used. For this, the ITIL [12,16] method is used internationally. For the ASL method, there is a NEN3434 [10] standard in place and an ISO standard is being prepared. In the Netherlands, the BiSL set-up method is mainly used for setting up demand organizations [10]. Using these methods, an ICT service chain was modelled.  One can distinguish four clusters of processes in this: arriving at alignment, the development and maintenance of ICT, the transition and the operations of ICT.  

One may discuss whether the right processes are chosen from these methods for modelling the ICT service chain. One may also ask oneself, whether limiting oneself to ITIL or making use of other methods would have led to different results as regards the model of the ICT service chain and also to different results in the application of this model. The reason for using the methods as indicated, is that these methods are used in the Netherlands for the three different types of processes business information management, application management and operations. This means that by looking at the empiricism, one is able to find organizations that recognize the ICT service chain and have implemented this.

The ICT service chains and the optimization of these chains were investigated in eight major (large to very large) Dutch organizations. The sample of eight organizations is small, all the more because at least one organization, the hospital, has not set up chain wide governance of ICT and its set-up of information provision and ICT organization consists of processes that have been designed “in the spirit of” the method. Furthermore, one may ask oneself whether the investigated major organizations have been selected at random. Because the research took place in cooperation with the ASL/BiSL foundation, a bias towards organizations that usually use the BiSL and ASL methods seems obvious. However, one is able to establish that of all investigated organizations, only three are a member of the ASL/BiSL foundation. 

When looking at the optimization of ICT service chain, it is possible to distinguish three levels: the level of the individual process, the level of the interfaces between individual processes and the level of the chain as a whole. Goldrath (7) teaches us that the optimization of individual processes in a chain may lead to suboptimization. In that case, an organization takes expensive measures for improving an individual process or an interface between two individual processes.  Afterwards, the individual process or the individual interface may be suboptimal perhaps but this does not necessarily go for the chain as a whole.  The three methods for optimization have been put next to each other because this will clarify which measures one may take at the level of an individual process or at the level of the interfaces between individual processes. However, optimization of an ICT service chain takes place by looking at the chain at chain level. And continually improving the weakest process in that chain.

6. Conclusions: ICT service chains for major organizations.
This study tried to find answers for the following research questions:
1. is the defined ICT service chain recognized? Are the processes in question described?  And are these 
     processes measured on? And what are the challenges when working in the ICT service chain?
2. how is the ICT service chain in question optimized? Does this happen at the level of each individual 
    process? Does this happen by making use of defined interfaces between
    processes and/or does this happen at chain level?

As regards the first research question, the study reveals that the eight investigated organizations do recognize the ICT service chain as modelled for the study. The projects going through the ICT service chain are monitored as regards time and money. However, in only one of the investigated organizations does it lead to indicators. These could be used when planning for projects. Challenges when working with ICT service chains are tracking a project through the entire chain; in doing so making use of central management of documents at chain level and measuring on and evaluating projects at chain level. It turns out that 62.5% of the investigated organizations do track the course of projects at chain level and also measure on these and evaluate these at chain level. In 25% of the investigated organizations, chain wide management of the delivered documents takes place. The occurrence of accumulations in the ICT service chains is dealt with structurally in one single organization: Philips discusses any delays in projects every week and takes the necessary measures.
With regard to the second research question, the study makes clear that measures are taken at process level and at interface level. In 50% of the investigated organizations, an ICT service chain is considered at chain level and any changes are made from this perspective. Systematic improvement by means of quality plans  takes place in only one of the investigated organizations.

Therefore, it becomes clear that even though the eight investigated major organizations are looking at ICT service chains from a chain wide perspective; this has not led to systematic and periodical introduction of improvements to the chain (as yet). 
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Organization   Equens   Amphia   Ministry of   Ministry of ELI,   Kadaster   Philips   ASR   Police  

Defence   division Agriculture  

 Alignment processes:  

- processes:   BisL and ASL   BisL and ASL   all   all   all   all   all   all  

processes   processes                 

-  processes described   Yes   No, only ITIL   Yes   Yes   Yes   No   Yes   Yes  

-  measured on   time keeping   time keeping   time keeping   time keeping   progress report   time keeping   time keeping   no  

-  indicators   no   no   no   no   no   no   no   no  

Design processes:  

- processes:   all ASL processes   all   all   all   all   all except AO   all present   all present  

rest partly   making.  

-  processes described   partly   only ITIL   yes    yes   yes   yes   yes   yes   

-  measured on   time keeping   time keeping   on time and money   on time and money   time keeping   time keeping   on time and money   on time and money  

-  indicators   yes but could be    no    no   no   no   no   yes but could be    no  

improved.   improved.  

Transition processes:  

- processes:   ASL&ITIL processes   all   all   all   all   part BiSL and ITIL   part BiSL processes   all    

-  processes described   no, only ITIL   no, only ITIL   no   yes   all primary   yes   yes   no  

-  measured on   time keeping   time keeping   yes, per trajectory   overall   planning hrs meas.   yes, per traject.   yes   yes, per trajectory  

-  indicators   no    no   no   no   no   no   no   no  

Exploitation processes:  

- processes:   most available   all   all   all    all   most available   most available   all except 2 Bisl  

-  processes described   no   yes   yes   yes   yes   no   yes   no  

management  

-  measured on   yes   yes   yes   yes   yes, SLA   yes, SLA   yes, SLA   Yes  

-  indicators   only indicators   no   indicators by means   checking using SLA   checking using SLA   checking using SLA   checking using SLA   no  

incidents   of execution  
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Equens   Amphia   Min istry of De -   Ministry of Eco -   Kadaster   Philips   ASR  

fence   nomy, Inn ovation and  

Agriculture, division     

Alignment at chain      Agriculture  

level:  

1. Course change through   Some chains   Only chain wide   In major changes   Projects are in the   Chain wide prog ress   Chain wide monitoring   Chain wide moni -    

    the operational   run smoothly,   alignment in   one goes through all    project register   projects  as well as   of projects on a    toring  

   chain:   others less   exploitation.   four chain sections.   and are monitored   change management.   weekly basis.    of projects by means  

chain wide.    Chain is described    of progress  

as a chain.   reports.  

2. Delivery of   Not all chains   No chains   Monitoring of projects   Monitoring of   Monitoring and mana -   Monitoring and mana -   Chain wide monitoring  

    products and services   described.   described.   chain wide.   changes   gement of documents   gement of documents   via progress  

    at chain level:            chain wide.   takes place chain wide   takes place chain wide   report.  

     

3. Measuring and assessing  No chain wide   Chain wide measu -   Chain wide measu -   Chain wide measu -   Measuring   There is chain wide   No, but involved  

    at chain level:   measurement.   red in time and money.   rement on time and     ment on agreements.   chain wide.   time keeping and   in key performance  

   costs.         there are chain wide   indicators.  

         indicators.  

4. Accumulation of work    If these are present,    Accumulations mainly   Accumulations in   In the exploitation   Especially in transition   For each project    Not discussed.  

    the chain   then they occur in   when testing.   all disconnections   there are delays in    from BiSL to ASL   the status is  

development and   of the four    the handling of calls.   and from ASL to   checked weekly and  

testing.   chain sections.   ITIL processes.   problems are solved.  

Organization  
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Organization   Equens   Amphia   Ministry of De -   Ministry of ELI,   Kadaster   Philips   ASR  

fence   division Agriculture  

Optimization:  

a. at process level:  

     -  described processes:   seven chains   ITIL processes   yes   yes   yes   yes   partly  

     -    standards  per process   yes   no   yes   no   partly   yes   no  

     -  evaluation standards?   incident driven   only in ITIl proc.   Yes, at ext. standard   permanently   yes, yearly prim.proc   yes   no  

     -  indicators used?   in the making   no   no    no   yes, e.g. service desk   yes, chain wide   no  

     -  evaluation process?   at least 1x yr   monthly consultation    yes, self evaluations    partly   yes     yes    no  

  

b. the interfaces      

      -    interfaces   partly   no   yes   yes   yes   yes   yes  

         described  

     

      -  standards documents   partly   no   yes   yes   yes   yes   yes  

      -  international standards?   no   no   unknown   no   no   no   no  

      -  waiting times between proc.   yes   no   yes   partly   yes   yes   yes  

      -  audit on compliance?   yes   no   yes   partly   sometimes   yes   yes    

c. at chain level:  

    -  chains recognized and   yes   recognized but no   yes    yes   not all but chains   yes   yes  

     owners present?      owners   do know owner.        

    -  methodically improved?   no   no   reactive   ad hoc   yes   yes   yes  

    -  audit at chain level?   no   no   yes     partly   yes   no   yes  

    -  quality pla ns/chain?   no   no   no   no   yes   no   no  
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