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What i1s IT Governance?



Definition of EGIT

Enterprise Governance of IT (EGIT) is an integral part of enterprise
governance exercised by the Board overseeing the definition and
iImplementation of processes, structures and relational
mechanisms in the organisation enabling both business and IT
people to execute their responsibilities in support of business/IT
alignment and the creation of business value from IT- enabled
business investments.

(Van Grembergen & De Haes, 2009)
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Structures, processes and relational mechanisms

Structures Processes
Roles and responsibilities, IT organisation Strategic Information Systems Planning, (IT)
structure, C1O on Board, IT strategy BSC, Information Economics, SLA, COBIT,
committee, IT steering committee(s) Val IT, ITIL, IT alignment / governance
maturity models

Enterprise governance of IT

1

Relational mechanisms

Active participation and collaboration between principle
stakeholders, Partnership rewards and incentives,
Business/IT co-location, Cross-functional business/IT

4 training and rotation




Delphi research
resulted in 33
EGIT practices
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51

IT s

ratesy cotrnittes at level of hoard of directors

Cotarnittee at lewel of hoard of directors to ensure IT is regilar agenda item
and reporting 13sue for the board of divectors

E 52 IT eypertise at level of board of directors Ilermbers of the board of ditectors have expertize and experience regarding the
@ value and risk of IT
53 (1T pudit cormraittes at lesel of board of directors Indepent cormmittes at level of board of directors overviewing (IT) assurance
é activities
En 54 CIOjon executrve cornttes CI0 is & full meraber of the executrve coranittes
= 55 CIOfChief Inforrnation Offieer) reporting to CEO (Chief Executrve Officer) |CTO has a direct reporting line to the CEO andior COO
andfpr SO0 (Chief Operational Officer)
56 IT sfeering committee (1T Drrestrnent esaluation [ prin at execiitlie [ | Steering cotmanittes at executlve or senior
serigr managetnett level) "1? G:{ hares'usible for deterrnining bhusiness priorities in IT
m’estmms
57 IT gywerriance funetion f officer Funetion in the organsation resporsible for promoting, ditving and managing
IT govertance processes
58 Secupity f complianee [ risk officer Funetion responsible for security, commpliance andfor nisk, which possibly
impacts IT
50 IT ppoject steering cororoittes Steering corarittes cormposed of business and [T people focusing on
priomtizing and maraging IT projects
510 |IT sqeurity steering comrmittes Steering cormarittes corposed of business and [T people focusing on IT
related risks and security issues
811 |LrcHitecture steering corumittes Corrittee composed of business and IT people providing architecturs
|gudelines and advise on thewr applications.
512 |Integration of govermance/alisrment tasks in roles&responsibilities Diocutnented rolesderesponsibilities include govermancefalisrment tasks for
bmziness and [T peopl& {of Wegllh
L F1 StratEr I SR IEE [ iy, T OPRR prOTEa 10 GEIITE arel MEAtE UE I T STIEey
g F2 IT perfornance measaretnent (.2, IT balaneed scorecard) IT perfornance measureent ih domatns of corporate contribution, user
E orientation, operational excellence and fioture orientation
=1 F3 Portfolio managernent (incl. business cases, infiormation economies, BOL Priontization process for IT imvesterments and projects in which business ang
é payhack) IT iz irovobved (incl business cases)
P4 Chatpe back arrangements - total cost of ownership (e g, activity based Ilethodology to charge back [T costs to business umits, to endgble an
En costipie understanding of the total cost of ownership
= | ] Service level agreetnents Formal agreements between business and IT shout [T deseloproent projects
11 _ny Pat C
P IT gfvermance framework COBIT L L 1 ’:ﬁ‘ A pance and control frarework
P IT gyrwerrance assurance and self-assessment . Regular self-assessnents or indepent assurance activities on the gonverrance
and control over IT
F3 Projget govetnance J managerent methodologies Processes and methodologies to govern and manage IT projects
P9 IT bpdzet control and reporting Processes to control and report upon budgets of IT itsrestments and projecty
P10 |Bendfits management and reporting Processes to monitor the planned busivess benefits during and after
implernentation of the IT irvestients f projects.
P11 |COSkuERId Fraznework for ternal contzol
= El Job-fotation IT staft workang i the business units and business people workang m [T
. B2 Co-lpcation Fhyrsically locating business and IT people close to each other
5 R3 Croge-training Training business people about [T andior training IT people shout business
E R4 Enoprledze managemment (on [T governance) Swsters (intranet, ...} to share and distribute knowledge about [T governans
'E framework, responsibilities, tasks, etc.
E-| ] Busipess/T account ma.nagement Bridging the gap between business and [T by roeans of account managers why
"g act as in-hetweeng -
. Eeed0relational mechanisms=
é BT Infofinal meetings hetween husiness and [T executtelsenior manageraent | Iniormal meetings, with ho agenda, where husimess and IT seninr managemen
talk ahout general actrvities, directions, ete. (eg. during inforrnal hnches)
Eﬂ B8 IT lepdership Ahality of CI0 or sirdlar role to articlate a vision for IT's mole in the
- corpary ahd ensure that this vision is clearly understood by managers
throughout the orsanisation
L Corgorate internal coraraardcation addressing IT on a regular basis Internal corporate comrmmication reglarly addresses general IT issues.
R10  |IT gywetrance awarehess catapaighs Campaighs to explain to business and [T people the need for [T gosemance




Perceived effectiveness of EGIT practices

g

IT steering committee (IT investment evaluation / prioritis
CIO reporting to CEO and/or COO
‘ ClO on executive committee

IT budget control and reporting 1

tfolio management (incl. business cases, information economics, ROI, paybac

Project governance / management me gies 1

IT performance measurement (e.g. IT balanced scorecard) e

e —

Executive / senior management giving the good example

Strategic information systems planning

Informal meetings betw een business and IT executive/senior management

Business/IT account management

IT strategy committee at level of board of directors

Service level agreements

Corporate internal communication addressing IT on a

[ IT governance framew ork COBIT =2

Charge - osting) 1

Security / compliance / risk officer

Know ledge management (on IT governance) 1

Integration of governance/alignment tasks in roles&responsibilities
(IT) audit committee at level of board of directors

IT expertise at level of board of directors 1

Architecture steering committee

IT governance TUNC o T ek
‘C Benefits management and reporting =&

Tg igns

IT security steering committee

Cross-training

Co-location

IT governance assurance and self-assessment |
Job-rotation
COSO/ ERM

0,0 0,5 1,0 15 2,0 2,5 3,0 3,5 4,0 4,5 5,0

0 = not effective, 5 = very effective



Perceived ease of implementation of EGIT practices

CIO reporting to CEO and/or COO ]

Security / compliance / risk officer

IT project steering committee

IT budget control and reporting |

Informal meetings betw een business and IT executive/senior management

Corporate internal communication addressing IT on a regular basis

IT security steering committee

CIO on executive committee

(IT) audit committee at level of board of directors

IT strategy committee at level of board of directors

IT steering committee (IT investment evaluation / prioritisation)

Business/IT account management

IT governance aw areness campaigns

Service level agreements

Architecture steering committee

IT governance function / officer

Co-location

Project governance / management methodologies

IT leadership

Cross-training

Strategic information systems planning

I:XECUEIVE , senior managemenf glU ' ﬂ " EM

< IT performance measurement (e.g. IT balanced scorecard) |

¢ rtfolio management (incl. business cases, information economics, ROI, payback) |

onsiities |

me) nt

1: IT governance framew ork COBIT [
EBTo@toN

:::Effgntqaumﬁf@EHEﬁE!1a5ﬁEE?a1ﬂVH§§Hﬁﬂiaﬂﬂmmwﬂnseu-ﬁhn;_
< Benefits management and reportin
= W

COSO/ ERM |

0,0 0,5 1,0 15 2,0 2,5 3,0 35 4,0 45

{ 0 = not easy to implement,,
5 = very easy to implement
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Example structure: IT Steering
Committee

A group of senior executives appointed by the board to ensure that
the board is involved in and kept informed of major IT-related
matters and decisions. The committee is accountable for
managing the portfolio of IT-enabled investments, IT services

and IT assets, ensuring that value is delivered and risks are
managed.
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Example structure: IT Steering
Committee

e Mandate: ensuring business value from IT-enabled
iInvestments

e Span of Control: servicing the entire business/IT entity
for which the board is responsible

e Delegation Rights: delegating authority to executive
management to carry out its decisions
e Escalation Rights: escalating all key issues and findings
Impacting the board
e Authority Level/Decision Rights: the Committee is
responsible for the prioritisation and selecting the IT
portfolio
e Operating Principles:
« The Committee should meet at least quarterly. More
frequent meetings may be scheduled depending on the need
 Regular reporting to the board.

 Minutes of meetings should be kept and approved in a
timely manner

10



Example process: IT Portfolio Management

Value — the end business outcome expected from an IT-enabled business
investment where such outcomes may be financial, non-financial or a
combination of the two.

11

Programme
Management

Project
Management

Portfolio — a suite of business
programmes managed to optimise
overall enterprise value

Programme — a structured grouping of
projects that are both necessary and
sufficient to achieve a business outcome
and deliver value, including business
change management, business
processes, people, etc. (primary unit of
investment within VALIT)

Project — a structured set of activities
concerned with delivering a defined
capability based on an agreed
schedule and budget (that is necessary
but not sufficient to achieve a required
business outcome)



Portfolio Management

Demand :
e Portfolio Process
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Example: KLM - Innovation Continuity

Bicycle

Business/IT
Strategy

Governance principles and Priority-rules

Business
Cases

Evaluate Decide

Service
Portfolio

Programme
Portfolio

Deliver

Eliminate Evaluate

Administer

Execute

13



Example:

Business Case Process

Business Case Process

Before Implementation

-

During Implementation

-

After Implementation

14
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A BUSINESS CASE is a formal investment
document with a structured overview of
relevant information that provides a
rationale and justification of an investment
with the intent to enable well-founded

Investment decision-making.

A BUSINESS CASE PROCES is a set of
logically related tasks that affect a
business case and supports continuous
business case usage with the intent to
enable well-founded investment decision-
making and to ultimately increase
Investment success.



Example process: IT Balanced Scorecard (BSC)

USER ORIENTATION

How do users view the IT department?

Mission

To be the preferred supplier of information

systems.

Objectives

e  Preferred supplier of applications

e  Preferred supplier of operations vs.
proposer of best solution, from whatever
source

e  Partnership with users

e User satisfaction

The User Orientation
perspective represents
the user evaluation of IT.

FUTURE ORIENTATION

How well is IT positioned to meet future
needs?

Mission

To develop opportunities to answer future
challenges.

Objectives
e Training and education of IT staff
Expertise of IT staff

L ]
e Research into emerging technologies
e Age of application portfolio

16

The Business Contribution
perspective captures the business
value created from the IT
investments.

/ ™\

\ /

The Future Orientation
perspective represents the
human and technology
resources needed by IT to
deliver its services over time.

BUSINESS CONTRIBUTION

How does management view the IT
department?

Mission

To obtain a reasonable business contribution
from IT investments.

Objectives

e  Control of IT expenses

e Business value of IT projects

e Provision of new business capabilities

The Operational
Excellence perspective
represents the IT processes
employed to develop and
deliver the

applications.

OPERATIONAL EXCELLENCE

How effective and efficient are the IT
processes?

Mission

To deliver effective and efficient IT
applications and services.

Objectives

e Efficient and effective developments
e Efficient and effective operations

16



I T Balanced scorecard

» Key Goal Indicator (KGI) - is defined as a measure of what has to be accomplished.
» Key Performance Indicator (KPI) - measures of how well the process is performing.

KGI KPI

E:G: Lines of code per E.g. Number of educational

Person index of user days response time of
satisfaction help desk

Balanced Scorecards Cascade:

IT
The IT Development BSC and the Development
IT Operational BSC both are BSC
enablers of the IT Strategic BSC | '

that in turn is the enabler of the Business IT

Business BSC. BSC

Strategic
BSC

IT
Operational

BSC
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Business/IT alignment refers to applying IT in an
appropriate and timely way in harmony with business
strategies. It addresses how:

1. IT is aligned with the business

2. The business should or could be aligned with IT.

Jerry Luftman’s assessment of business/IT alignment
maturity.

19



Business/IT maturity assessment (Jerry Luftman)

IT is perceived by the business as:

O WNE

A cost of doing business

Emerging as an asset

A fundamental enabler of future business activity

A fundamental driver of future business activity

A partner for the business that co-adapts/improvises in bringing value to the firm
N/A or don’t know

The following statements are about the IT and business_relationship and trust.

O~ WNE

There is a sense of conflict and mistrust between IT and the business.

The association is primarily an “arm’s length” transactional style of relationship.
IT is emerging as a valued service provider.

The association is primarily a long-term partnership style of relationship.

The association is a long-term partnership and valued service provider.

N/A or don’t know

The following statements are about the cultural locus of power in making IT-based
decisions. Our important IT decisions are made by:

20

o O H w N

Top business management or IT management at the corporate level only

Top business or IT management at corporate level with emerging functional unit level
influence

Top business management at corporate and functional unit levels, with
emerging shared influence from IT management

Top management (business and IT) across the organization and emerging
influence from our business partners/alliances.

Top management across the organization with equal influence from our
business partners/alliances.

N/A or don’t know
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IT Governance assessment

Organisation
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Other practices

General remarks
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The relationship between EGIT and business/IT alignment

Business/IT
alignment maturity

Maturity of IT
governance
practices

Structures Processes Relational
mechanisms
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COBIT and VAL IT as frameworks for
Enterprise Governance of IT

25



|ntroduction to COBIT 5

Evolution of scope

Management

Management

CoBIT1 CoBIT2

1996 1998

2000

COBITS

2005/7 2012
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Synopsis:

COBIT 5 brings together
five principles that
allow the enterprise to
build an effective
governance and
management
framework based on a
holistic set of seven
enablers that optimises
information and
technology investment
and use for the benefit
of stakeholders.

27

Separating
Governance

from
Wagement 4

Enabling A
Holistic

Qpproach

A

Meeting
Stakeholder

\Needs

COBITS
Principles

Covering the
Enterprise

Qd-to-End

Applying A
Single

Integrated
Qamework

27



Synopsis:

37 Processes:
*EDM —
Governance
Processes
*APO,

BAI & DSS —
Management
Processes

28

Evaluate, Direct and Monitor

EDMO1 Ensure
Govermance EDMO2 Ensure EDMO3 Ensure ma‘g Ensure E%mrgg';rfe
Framework Setting Benefits Delivery Risk: Dpptimisation ot ".“"f s
and Maintenance plimisation ransparency

Align, Plan and Organise

APOOT Manzge APOO3 Manage
the IT Management APO02 Manage Enterprise APDD4 Manage APOO5 Manage APODE Manage APOOT Manage

Framewark Strategy Architecture Innovation Puortfolio Budget and Costs Human Resources

APOO8 Marage e APO10 Marage APO13 Manage
Relati anships Agreements Suppliers Security

Build, Acquire and Implement

Programmes and Requirements @gﬂg{% Orgarisational BAI0E Manage Charge

L ALl : Change Changes Acceptante and
Projects Definition and Build and Capacity Ensblement Transitioning

BAIDT Manage BAIO2 Manage BAI0Z Manage Bim| Enjm?ge BAIO5 Manage BAIOT Manage
wail abi

BAIDS Manage BAIO10 Manage
Knowdedge Configuration

Deliver, Service and Support

- DSS02 Marage DSSEE Manage DS506 Manage
Jml'u%g:ge Sewice Requests D%‘ﬁw&”wm Securty Business
and Incidents Services Process Controls

Processes for Management of Enterprise IT

Source: COBIT® 5, figure 16. © 2012 ISACA®

Monitor, Evaluate
and Assess

MEAM Monitor,
Evalugte and Assess
Performance and
Conformance

MEACZ Monitor,
Evaluate and Assess
the System of Internal
Contral

MEAD3 Manitar,
Ewvaluate and Assess
Complianca With
Extemal Requirements

28



1. Meet Stakeholder Needs

Synopsis:

29

Stakeholder needs
have to be
transformed into an
enterprise’s
actionable strategy.
The COBIT 5 goals
cascade translates
stakeholder needs
into specific,
actionable and
customised goals
within the context of
the enterprise, IT-
related goals and
enabler goals.

Stakeholder Drivers

(Environment, Technology Evolution, ...)

( Influences )

Stakeholder Needs

Benefits Risk
Realisation Optimisation

Resource
Optimisation

Enterprise Goals

Enabler Goals

29
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IT Related Goals

‘Adequate use of applications, information and technology solutions

IT services in line with business requirements

ntegration of applications into

7
8

business processes

:

10 Lompetent ana motvarea 11 peopie
17  Knowledge, expertise and initiatives for business innovation

§

o Sujuiean
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COBIT Processes

IT Related Goals

« |Tservices in line with business

raqthlmlm

Adequate use of applications,

information and technology solutions

Competent and motivated IT people
Knowledge, expertise and initiatives

for buslnes;s innovation

16 17

31



2. Covering the Enterprise End-to-end

e COBIT 5 addresses the governance and management of
information and related technology from an enterprise-
wide, end-to-end perspective.

e This means that COBIT 5:

- Integrates governance of enterprise IT mhﬁ
Into enterprise governance, i.e., the

governance system for enterprise IT . SN
proposed by COBIT 5 integrates seamlessly '
In any governance system because COBIT 5 . H ‘

aligns with the latest views on governance.

» Covers all functions and processes within
the enterprise; COBIT 5 does not focus
only on the ‘IT function’, but treats information
and related technologies as assets that need to
be dealt with just like any other asset by everyone
in the enterprise

32
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2. Covering the Enterprise End-to-end
RACI

EDMO2 RACI Chart
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Key Governance Practice

EDMO02.01

Evaluate value optimisation.

EDM02.02

Direct value optimisation.

EDM02.03

Monitor value optimisation.
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Roles and Organisational Structures

BuSINESS EXECUTIVE

A senior management individual accountable for the operation of a specific business unit or
subsidiary

BuUsINESS PROCESS OWNER

An individual accountable for the performance of a process in realising its objectives, driving
process improvement and approving process changes.

STRATEGY (IT EXECUTIVE)
COMMITTEE

A group of senior executives appointed by the board to ensure that the board is involved in
and kept informed of major IT-related matters and decisions. The committee is accountable
for managing the portfolios of IT-enabled investments, IT services and IT assets, ensuring
that value is delivered and risks are managed. The committee is normally chaired by a board
member, not the CIO.

(PROJECT AND PROGRAMME)
STEERING COMMITTEES

A group of stakeholders and experts who are accountable for guidance of programmes and
projects, including management and monitoring of plans, allocation of resources, delivery of
benefits and value, and management of programme and project risks

ARCHITECTURE BOARD

A group of stakeholders and experts who are accountable for guidance on enterprise
architecture-related matters and decisions, and for setting architectural policies and
standards

ENTERPRISE RISk COMMITTEE

The group of executives of the enterprise who are accountable for the enterprise-level
collaboration and consensus required to support enterprise risk management activities and
decisions. An IT risk council may be established to consider IT risk in more detail and advise
the Enterprise Risk Committee.

HeaDp oF HUMAN RESOURCES

The most senior official of an enterprise who is accountable for planning and policies with
respect to all human resources in that enterprise

COMPLIANCE The function in the enterprise responsible for guidance on legal, regulatory and contractual
compliance
AupIT The function in the enterprise responsible for provision of internal audits

34



Roles and Organisational Structures

HEAD OF ARCHITECT

A senior individual accountable for the enterprise architecture process

HEAD OF DEVELOPMENT

A senior individual accountable for IT-related solution development processes

HeaD OF IT OPERATIONS

A senior individual accountable for the IT operational environments and infrastructure

HEeAD OF IT ADMINISTRATION

A senior individual accountable for IT-related records and responsible for supporting IT-
related administrative matters

PROGRAMME AND PROJECT
MANAGEMENT OFFICE (PMO)

The function responsible for supporting programme and project managers, and gathering,
assessing and reporting information about the conduct of their programmes and constituent
projects

VALUE MANAGEMENT OFFICE
(VMO)

The function that acts as the secretariat for managing investment and service

portfolios, including assessing and advising on investment opportunities and business cases,
recommending value governance/management methods and controls, and reporting on
progress on sustaining and creating value from investments and services

SERVICE MANAGER

An individual who manages the development, implementation, evaluation and on-going
management of new and existing products and services for a specific customer (user) or
group of customers (users)

INFORMATION SECURITY MIANAGER

An individual who manages, designs, oversees and/or assesses an enterprise's information
security

BusINESs CONTINUITY MANAGER

An individual who manages, designs, oversees and/or assesses an enterprise's business
continuity capability, to ensure that the enterprise’s critical functions continue to operate
following disruptive events

PRIVACY OFFICER

An individual who is responsible for monitoring the risks and business impacts of privacy
laws and for guiding and co-ordinating the implementation of policies and activities that will
ensure that the privacy directives are met. Also called ‘Data Protection Officer’

35




3. Applying a Single Integrated Framework

COBIT 5 aligns with the latest relevant other standards
and frameworks used by enterprises:

» Enterprise: COSO, COSO ERM, ISO/IEC 9000,
ISO/IEC 31000

e |IT-related: ISO/IEC 38500, ITIL,
ISO/IEC 27000 series, TOGAF,
PMBOK/PRINCE2, CMMI, etc.

This allows the enterprise to use COBIT 5
as the overarching governance and
management framework integrator.

|SACA plans a capability to facilitate COBIT
user mapping of practices and activities to NP1
third-party references. =,
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https://www.google.de/url?q=http://www.ecured.cu/index.php/Normas_ISO_9000&sa=U&ei=hQFhU5TXFcuf7Abs5oGoBg&ved=0CDoQ9QEwBg&usg=AFQjCNGj8OfNQskWYmlwlv0fHCwleEv_gA
https://www.google.de/url?q=http://blog.hersoncruz.com/2013/10/isoiec-270012013-draft-mayor-changes/&sa=U&ei=nQFhU4uIDaSv7AbuzYDQBw&ved=0CFIQ9QEwEg&usg=AFQjCNFVO0dGkKyR8ZurGKNwFETMjQ8aGQ
https://www.google.de/url?q=http://www.profindis.de/web/guest/tuv-zertifizierung-als-itil-trainingsinstitut&sa=U&ei=6gFhU7y8KIaN7Abe0oCYAg&ved=0CEgQ9QEwDQ&usg=AFQjCNHJbhPfAw1L-2Mk7OkXbn7OQzO6zQ
https://www.google.de/url?q=http://www.proprofs.com/quiz-school/topic/cmmi&sa=U&ei=CwJhU77SBO6g7Aa474CwCA&ved=0CDwQ9QEwBw&usg=AFQjCNGOOdxkZAydLUVeAiv3ROQ1kh_mTQ
https://www.google.de/url?q=http://new.ceiorg.com/pmi-rmp-risk-management-professional/&sa=U&ei=IQJhU6HHAayg7Aa8g4GgAg&ved=0CDAQ9QEwAQ&usg=AFQjCNGEBFs04CfQE0epDvSB818n6HKZaA
https://www.google.de/url?q=http://www.ccb.ac.uk/public/college-life/PRINCE2&sa=U&ei=NAJhU6yzGKK27QbSg4CgAw&ved=0CDQQ9QEwAw&usg=AFQjCNHrcfT4675PSaH77HFODSwFK2q3fg
https://www.google.de/url?q=http://www.coursemonster.com/uk/training-courses/togaf/&sa=U&ei=aQNhU-_ECvGw7Abq6YC4Dg&ved=0CDgQ9QEwBQ&usg=AFQjCNGuGvXVN3lgW60_zzRyQqLyb85uSg
https://www.google.de/url?q=http://www.welivesecurity.com/la-es/2013/07/16/coso-y-el-establecimiento-de-un-sistema-de-control/&sa=U&ei=0QNhU9TPJq3X7Aab9IDYCw&ved=0CDAQ9QEwAQ&usg=AFQjCNGIWKBjCvdO1xX05dowhwh0D05Wpw

4. Enabling a Holistic Approach (Enablers)

Synopsis:

COBIT 5 has 7

enablers: 3. Organisational 4. Culture, Ethics
- Factors that, 2. Processes Structures and Behaviour

individually and
collectively, \ " /
influence
whether 1. Principles, Policies and Frameworks
something will
work - in the

case of COBIT,

governance and G. Services, 7. People,
management 5. Information Infrastructure Skills and
over enterprise and Applications Competencies
IT

Resources

e Driven by the
goals cascade,
i.e., higher-level
IT-related goals
define what the
different enablers
should achieve




5. Separating Governance From Management

e These two disciplines:
[p=—tat—={3
Governance
« Require different (B°ard°e°°r
e Governance: In most enterprises, governance is the
 Management: In most enterprises, management is the

e The COBIT 5 framework makes a clear distinction
between Governance and Management.
« Encompass different types
of activities.
organisational @
structures.

////// tl tmézhgane t)
responsibility of the board of directors under the
leadership of the chairperson.
responsibility of the executive management under the
leadership of the CEO.
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One COBIT 5 Process as an Example:
APO 09 - Manage Service Agreements

Area: Management

APO09 Manage Service Agreements Domain: Align, Plan and Organise
Process Description

Align IT-enabled services and service levels with enterprise needs and expectations, including identification, specification, design, publishing, agreement,
and monitoring of T services, service levels and performance indicators.

Process Purpose Statement
Ensure that IT services and service levels meet current and future enterprise needs.

Process Goals and Metrics
Process Goal Related Metrics
1. The enterprise can effectively utilise IT services as defined in * Number of business processes with undefined service agreements
a catalogue.
2. Service agreements reflect enterprise needs and the capabilities of IT. » Percent of live IT services covered by service agreements
» Percent of customers satisfied that service delivery meets
agreed-on levels
3. IT services perform as stipulated in service agreements. * Number and severity of service breaches
» Percent of services being monitored to service levels
» Percent of service targets being met
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One COBIT 5 Process as an Example
APO 09 - Manage Service Agreements

APO09 RACI Chart
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One COBIT 5 Process as an Example:
APO 09 - Manage Service Agreements

Management Practice Inputs Outputs

AP009.02 Catalogue [T-enabled services. From Description Description To
Define and maintain one or more service catalogues for .
levant et groups. Publish and maintan fve EDMO4.01 Approved resources plan | Service catalogues AP008.05
[T-enabled services in the service catalogues, EDM04.02 Communication of

resourcing strategies

AP005.05 Updated portfolios of
programmes, Services
and assets
Activities

1. Publish in catalogues relevant live [T-enabled services, service packages and service level options from the portfolio.

2. Continually ensure that the service components in the portfolio and the related service catalogues are complete and up o date.

3. Inform business relationship management of any updates to the service catalogues.
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The knowing-doing gap

While organisations do recognise EGIT’s importance, they are still

struggling with getting such governance practices implemented and
embedded into their organisations (‘knowing-doing gap’)

Need for an organizational system, i.e. “the way a firm gets its people to
work together to carry out the business”. (De Wit and Meyer, 2005).
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More information

IT Alignment and Governance Research
Institute

www.antwerpmanagementschool.be/ITAG

Email

wim.vangrembergen@ua.ac.be

Books & Publications

Van Grembergen W., De Haes S., Implementing
Information Technology Governance: models,
practices and cases, 255p., IGI Publishing, 2008

Van Grembergen W., De Haes S., Enterprise
Governance of IT: achieving strategic alignment
and value, 360p., Springer, 2009

International Journal on IT/Business Alignment

and Governance (IJITBAG)
www.igi-global.com/1JITBAG

Executive education

Executive Master in IT Governance & Assurance
Executive Master in Enterprise IT Architecture

Executive Master
of IT Governance
& Assurance
Executive Master
of Enterprise
ITiArchitecture

—
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