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Str. 01 Uvod

Uvod

Spole¢nost Q4IT s.r.o. se zaméruje na oblast IT Service managementu, fizeni IT skills dle frameworku SFIA,

Skoleni v oblasti ITIL, méFenf kvality IT, vedeni workshop(l v oblasti ITSM, podpory pfi tvorbé strategie IT,

poradenstvi v oblasti vybéru strategie sourcingu, modernizace IT governance.

Sluzby jsou dodavény subjektm v Ceské republice i zahranici a to véem typlim organizaci a velikosti IT.

@ Q4lll

QUALITY MATTERS

Lame @AXELOs  HIFSKIA  [ED]F

PeopleCert onpiaror () AXELOS ACGCREDITED
CERTIFIED PARTNER CONSULTANT

ITIL® is a registered mark of AXELOS Limited, used under permission of AXELOS Limited. All rights reserved
The Swirl logo™ is a trade mark of AXELOS Limited, used under permission of AXELOS Limited. All rights reserved
The ITIL Accredited Training Organization logo is a trade mark of AXELOS Limited, used under permission of AXELOS Limited. All rights reserved

Q41T logo is a registered mark of Q4IT limited. All rights reserved

Informace o dodavateli

QA4IT s.r.o.

Vystavisté 405/1
603 00 Brno

Telefon +420 541 159 731
Twitter: @Q4IT_eu

www.qg4it.eu

Za dodavatele

Zdenék Jelinek

Senior konzultant a projektovy
manazer

Accredited IT Quality Expert
M: +420 724 228 016
E: zdenek.jelinek@qdit.eu

Q4IT s.r.o.
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Realizace

Realizace probéhla v téchto krocich:

e 22.-23.8.2019 - vlastni méfeni kvality

e 6.9 2019 - zpracovani dat

e 7.9.-18.9.2019 — pfiprava a revize zavérecné zpravy
e 10. 2019 — presentace a predani vystupl

Za spravnost zpracovani odpovida Zdenék Jelinek, AITQE.

Uéastnici méreni kvality

Jméno Spolecnost Role

Miroslav Vacula JMK Self-assessment

Vit Rapcéan JMK Self-assessment

Vladimir Klimes JMK Self-assessment

Jifi Lang JMK Self-assessment

Zdenék Jelinek Q4T Assessment Lead — akreditovany IT Quality Expert (AITQE)
Vystupy

e souhrnna zprava obsahujici hlavni zjisténi, namérena data a doporuceni pro dalsi zvySovani kvality

certifikat kvality IT s vyCislenou hodnotou kvality IT
o radarovy graf actual / future

e manazerské shrnuti ve formé snimk( v powerpointu

Q4IT s.r.o.
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IT QUALITY INDEX®

Framework IT QUALITY INDEX® je koncept méreni kvality IT, Siroce akceptovany jak na strané IT tak na strané

vedeni vSech typU organizaci, protoZe pFinasi tyto vystupy:

Efektivni komunikace mezi IT a zdkaznikem v kontextu Siroce akceptovanych principd fizeni kvality IT

Posouzeni Urovné IT mezi podobnymi organizacemi - benchmarking
Posouzeni Urovné fizeni IT podle miry adopce obvyklych postupl — best practices
Metodika urychlujici adaptaci obvyklych postup( fizeni

Efektivni planovani a prioritizace projektl zlepsovani IT

Tento Framework se pouZiva pro strukturované posouzeni Urovné IT v téchto oblastech:

IT Quality Index — Quality Domains:

Business / Customer — komunikace se zédkazniky / byznysem
People — fizeni a rozvoj lidi v IT

Services — Uroven a fizeni IT sluzeb

Processes — Uroven proces v IT

Tools — Uroven nastroji v IT

Appearance — vnimani IT z pohledu zdkaznika

IT Quality Index déle vychazi z téchto principu:

IT Quality Index — 5 Principles

Positive approach — pozitivni pfistup, hledani oblasti ke zlepSeni

Context — kvalitativni Urovné jsou posuzovany v kontextu IT, typu organizace a dUleZitosti IT pro
organizaci

Non linear — nelinearni vztah mezi kvalitou IT a vynakladanymi prostifedky / zdroji

Regression — méreni dlouhodobych drovni nikoliv jednorazovych aktivit a fluktuaci

Anchoring — zakotveni Urovné vnimani kvality, nastaveni redlnych ocekavani

Meéreni kvality probiha formou interview s verifikaci poskytovanych informaci vici realité — ovérovani

dodrZovani deklarovanych postupl a aktivit.

IT Quality Index je organizovan a nasledné zpracovavan akreditovanym IT quality expertem - AITQE, ktery ma

certifikace ITIL Expert a prokazatelné Siroké zkusSenosti s Urovni IT v fadé rliznorodych organizaci.

Q4IT s.r.o.

IT QUALITY INDEX®
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1. Positive approach 4. Context 5. Anchoring
Accredited

Business / Customer

IT Quality
Expert * *
‘ Self-assessment
" Human Assets - people

Appearance
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[ ]
[ ]
' Peer assessment

Koncept IT QUALITY INDEX vychazi z nelinedrniho vztahu mezi ndklady / zdroji a celkovou Urovni kvality IT.
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Vystupem méreni IT podle frameworku IT Quality Index jsou:

e Procentudlni Uroven kvality IT ve Skale 0-100% - ve formé certifikatu kvality IT

QUALITY
IT INDEX

Analyza jednotlivych kvalitativnich dimenzi a posouzeni jejich cilové Grovné

XX%

Identifikace 3-5 prioritnich oblasti ke zlepseni

e Manazerské shrnuti

Q4IT s.r.o.
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Hlavni zjisteni

Souhrn

e |T plné pokryva aktualni potteby spolecnosti.

e Hodnota IT QUALITY INDEXU 60 %.

e Hodnoty obvyklé v podobnych spolecnostech jsou 48 — 57 %
e Prdmér vybraného segmentu podobnych spoleénosti je 53 %.

* Hodnota o¢ekdvaného zlepSeni podle vysledku ITQl assessmentu je 68 %.

*) Hodnota nakladovosti je orientacni. Primér nakladovosti organizaci vefejné spravy predchazejicich ITQI

48 -57 % 2,85-5,30%

assessmentd.

Doporuceny cil hodnoty ITQl je 65 %

65 %

Hlavni doporucené oblasti zlepSovani kvality IT

N
Rizeni znalosti
N
Rizeni incident(, poZadavkl a
zmén - Service desk
J
-

Dokumentace sloZeni sluzeb

Strategie IT

Q4IT s.r.o.
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Souhrn aktualniho stavu

Hodnoty IT QUALITY INDEX posuzovaného IT prekracuji primérné hodnoty ve srovnavacim segmentu —

organizacim verejné spravy.

Manazer IT i vedouci skupin IT vnimaji prinosy a dlleZitost fizeni IT s principy ITSM a své zaméry koordinuji a
sdili s tymem.

Zacalo proskoleni tymu v oblasti ITSM (napf. ITIL Foundation), pro sjednoceni pohledu na fizenf ¢innosti IT

s vyuzitim tzv. best practices s uvédomeénim si prechodu od poskytovani technologie k poskytovani sluzby.
Jednotlivé tymy jsou dobre vedeny.

Hodnoceni dovednosti pracovnik( probiha pfi pravidelnych hodnocenich kompetenci a vykonnosti pracovnikd
formou interview.

Probéhlo vybérové fizeni pro dodavatele strategie IT.

V dalSim rozvoji fizeni IT je tfeba soustfedit se na dimenze strategie, fizeni sluzeb, kde jsou rezervy hlavné

v oblasti struktury sluzeb a jejich dokumentace, a fizeni znalosti.

Jako nastroj evidence tiketl je pouzivan systém Hotline. Neni vSak pouZivan vSemi pracovniky IT a neni

pouZivan ani jako jednotné misto sbéru pozadavk( uZivateld.

Q4IT s.r.o.
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Modelovou hodnotu budouciho cile kvality 68 % nepokldadame pro nasledujicich 24 mésicl za realistickou a
doporucujeme jeji s nizeni na 65 %, coz je stale nad primérem segmentu a zajistuje dostatecné plnéni
pozadovaného rozsahu a urovné sluzeb.

Dalsi aktivity ke zvySeni indexu kvality doporucujeme planovat v navaznosti na strategicky plan IT aZ po roku

2022.

Zvysovani kvality na uroven "very good" (tj. 70 - 89%) by bylo spojeno s ndklady a Usilim nepfimérenymi redlné

situaci.

Q4IT s.r.o.
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Hlavni cile zvySovani kvality IT

Pro zvySeni kvality IT na Uroven stanovenou ITQl assessmentem doporu€ujeme realizovat tato opatfeni:

1. Strategie

e (B1) Zajistit dostupnost strategie organizace (BS) pro fizeni IT, pficemzZ strategie organizace je hnaci silou
strategie IT.

e (B2) Dokoncit strategii IT pro JMK.
* (B5) Identifikovat, kvantifikovat a dosdhnout shody s businessem ohledné hodnoty sluZeb.
e (B6) Pozadavky na kvalitu jsou vyvazeny dostatecnym financnim prostfedkem.

e (P8) Popsat a zdokumentovat klicové procesy v oblasti IT a pravidelné je revidovat.

2. Dokumentace slozeni sluzeb

e (B7) Katalog sluZeb je klicovou komunikaéni sloZzkou pro organizaci a IT. Formalizovat service review
meetingy, pravidelné vykonavat, evidovat vystupy.

e (S5) Provést dokumentaci slozeni sluzeb, zafizeni a jejich vztahl pro podporu a spravu sluzeb IT.
* Definovat kritické sluzby.
e Urdit vlastniky sluzeb, aktivit.
e Rozlisit typ zdznamu v tiketovacim ndstroji — Incident, Servisni poZadavek.
e Formalizovat postupy realizace zmén.

o (P8) Popsat a zdokumentovat kli¢ové procesy v oblasti IT a pravidelné je revidovat.

3. Rizeniincident, pozadavk(i a zmén

* (S3) Pozadavky na nové sluzby nebo zmény stavajicich sluZeb jsou fizeny dohodnutymi pravidly. Zlepsit
akceptaci, vykon a kontrolu Change Managementu.

e (P1) Formalizovat proces pro zpracovani incident(l, poZadavkid a problém( pro vSechny oblasti IT.

» (P8) Popsat a zdokumentovat procesy v oblasti IT a pravidelné je revidovat.

e (T1) VSechny Cinnosti v oblasti IT jsou podporovany efektivnim nastrojem.

e (T2) Provést analyzu pouZivanych nastroji pro spravu IT s ur¢enim oblasti pouZiti.

4. Rizeni znalosti

e (T1) VSechny Cinnosti v oblasti IT jsou podporovany efektivnim nastrojem.

e (P5) Sjednotit a konsolidovat znalostni baze. Stanovit zodpovédnosti a formalizovat pravidla pro tvorbu
obsahu.

* (A4) Zajistit odstranovani zastaralych informaci (intranet, tabule atd.).

Q4IT s.r.o.
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Doplnujici kroky

Jako vhodné dopliujici kroky doporucujeme ke zvazeni nasledujici oblasti:

Doména |Doporuceni priorita | casova
narocnost

Business / | (B1) Zajistit dostupnost strategie organizace (BS) pro Fizeni IT, pficemZ | Vysoka Stfedni
Customers | strategie organizace je hnaci silou strategie IT.

(B2) Dokoncit strategii IT pro JMK. Vysoka Stfedni

(B3) Vedeni organizace a IT se shoduji na zasadach fizeni IT. Klicové Vysoka Stredni
dokumenty jsou schvdleny a akceptovany vedenim.

(B4) Zavést principy poskytovani sluzeb IT organizaci tak, aby bylo IT Stredni Vysoka
vnimano jako poskytovatele sluzeb.

(B5) Identifikovat, kvantifikovat a dosahnout shody s businessem Vysoka Stredni
ohledné hodnoty sluzeb.

(B6) Pozadavky na kvalitu jsou vyvaZeny dostatecnym financnim Vysoka Vysoka
prostfedkem.

(B7) Katalog sluzeb je klicovou komunikacni sloZzkou pro organizaci a Vysoka Stfedni
IT. Formalizovat service review meetingy, pravidelné vykondvat,
evidovat vystupy.

Human (H1) Hodnoceni ¢lenQ IT tymU se provadi a je k dispozici ve Stredni Stredni
assetss strukturované podobé.
(H6) Vykonnost a produktivita lidi se méfi. Existuje strukturovany Stredni Stredni

méricim systému. Stanovit parametry pro optimalné;jsi vyhodnocovani
osobni vykonnosti.

(H7) Spolupracovat s organizaci na nastaveni pravidel komunikace Vysoka Stredni
zmeén tak, aby bylo mozné sladit organizaci IT s aktualnimi a budoucimi
potfebami taktickych i strategickych cilG organizace a dynamicky
odrazet zmény, které prichazeji z vnéjsich i vnitfnich zdroj.

Services (S2) Dohody o urovni sluzeb (SLA) jsou zdokumentovany a méreny. Stredni Stredni
Sprdva urovné sluzeb (SLM) a hlaseni o sluzbach jsou zavedeny.
Parametry kvality jsou definovany pro kazdou sluzbu.

(S3) Pozadavky na nové sluzby nebo zmény stavajicich sluzeb jsou Vysoka Stfedni
fizeny dohodnutymi pravidly. Zlepsit akceptaci, vykon a kontrolu
Change Managementu.

(S4) Smlouvy podporujici vSechny sluzby jsou v souladu s poZzadavky Stredni Stredni
organizace.
(S5) Provést dokumentaci sloZeni sluzeb, zafizeni a jejich vztahd pro Vysoka Vysoka

podporu a spravu sluzeb IT.

(S7) Vztahy vysledk( organizace a sluZeb IT jsou dokumentovany v Stfedni Stiedni
katalogu sluzeb a pouzivany jako klicovy komunikacni atribut.

Q4IT s.r.o.
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(S8) Portfolio poskytovanych sluzeb IT pokryva skutecné potieby Stredni Stredni
organizace a je pro kontext organizace relevantni.

Processes (P1) Incidenty a problémy jsou zpracovavany podle formalniho procesu. | Stfedni Stredni
(P2) Jsou zavedeny principy Fizeni a hodnoceni kapacity a dostupnosti Stredni Nizka
sluzeb IT.

(P4) Rizeni zmén probiha v souladu dohodnutym procesem. Akceptace Stredni Stredni

zZmén je zaznamenavana.

(P5) Sjednotit a konsolidovat znalostni baze. Stanovit zodpovédnostia | Vysoka Vysoka
formalizovat pravidla pro tvorbu obsahu. MéFit vyuziti.

(P8) Popsat a zdokumentovat klicové procesy v oblasti IT a pravidelné | Vysoka Vysoka
je revidovat.

(P9) Role v procesech dokumentovat a zajistit, Ze jsou provadény Stredni Nizka
osobami s odpovidajicimi dovednostmi.

(P10) Zavést proces neustalého zlepsovani a fizeni kvality IT. Stredni Stredni
Tools (T1) VSechny Cinnosti v oblasti IT jsou podporovany efektivnim Vysoka Stredni

nastrojem.

(T2) Provést analyzu pouZivanych nastroji pro spravu IT s uréenim Stredni Mala

oblasti pouziti.

(T3) Zvysit vyuziti proaktivnich schopnosti aktualnich nastrojd. Stredni Stredni
Appearance | (A4) Zajistit odstranovani zastaralych informaci (intranet, tabule atd.). | Stredni Nizka
/ Tangibles

(A5) Mérit spokojenost uZivatell a reagovat na vysledky méreni. Stredni Stredni

Q4IT s.r.o.



Str. 11

Namérené hodnoty

Namérené hodnoty

Porovnani s danym segmentem

Primérna hodnota v segmentu: 53 %
Typicky rozsah v segmentu: 48 - 57 %

Relative

Domain Dimension Description Actual Target Avt?rage
[%] [%] to in
average |segment
ﬁ Business Strategy Business Strategy documented and available for managing IT, business strategy as a driver for IT 41 58 \ -9 50
5 IT Strategy IT Strategy is developed and actively used to support business objectives 50 63 49
'g Governance Business and IT agree on IT governance principles. Key documents are approved and accepted by 6 61 7
& management
E g " Service principles The business perceives IT as a service provider and service principles are adopted in the - 6 61
g organisation.
Q E % Value of IT Costs and value of IT agreed between IT and business 69 74 % 71
% hﬂn § Quality and costs Quality requirements balanced with sufficient funding 59 65 71
E % ° Service Catalogue Service Catalogue is key communication component Business/IT a2 61 56
i Security, Risk, Security, Risk and Compliance regulatory issues related to IT are agreed with business 78 87 13 65
o Compliance
§ Business continuity Business continuity plans are in place and are supported by IT continuity plans 69 74 14 53
2 Projects and changes Project and change management process has been agreed, project / change prioritization a1 59 64
IT skills inventory Skills assessment of IT team performed and available in structured form 51 61 ! 6 45
" § Gaps in skills Underdeveloped skills are identified and action plan developed 70 75 17 53
g ﬁ Skills development Learning and development path for IT staff developed and managed 71 76 20 51
E E Soft skills managed Soft skills in IT are managed, weaknesses identified and addressed 71 76 19 52
::Eé E Innovation skills Innovation attitude in place, formalized 75 80 29 46
; Performance managed People performance, productivity measured 52 60 8 44
Organization IT organization is aligned with actual and future needs 53 62 9 44
Service Desk and Central contact point, description of available services and their quality levels in place and well 69 75 !14 55
Service levels Service level requirements are documented and measured - SLM, service reporting in place 52 62 0 52
S3 |Demand and changes Demand for new services or changes to actual service follow agreed rules 50 61 dlﬁ 66
S4 |Supporting contracts Contracts supporting services are aligned to business requirements 71 76 i3 68
S5 |Service assets Composition of services is documented and actively used for service management 39 52 i-G 45
S6 |Financials Financial management supporting IT and business needs 71 76 PS 43
Service outcome Business outcome of services is documented in service catalogue and used as a ke
s7 communication attribute * ! 33 ¥ :11 a4
S8 Portfolio of services Portfolio of services provided by IT is covering actual business needs and is relevant to business e 7 I_2 68
context
S9 |Architecture / Design Design models exists and used, predefined model exist and continually improved 66 71 12 54
P1 |Incidents and problems |Incidents, problems are processed according to formal process 60 70 I a4 56
P2 |Capacity and availability |Capacity and availability management in place 60 71 4 56
P3 [Suppliers managed Suppliers evaluated in structured way 74 80 9 65
Change and Release Changes and release management is following agreed process and quality gates, acceptance is 61 n 8 53
P4 recorded
P5 |Knowledge sharing Knowledge management system available to fulfil customers and IT needs 52 62 14 38
P6 |Monitoring Monitoring allows proactive IT management and prevention of outages 70 75 20 50
Access and security Access and security management processes in place and support business requirements on 63 68 N 47
P7 security
P8 |Consistency of processes |Processes in IT are consistent, documented and revised on regular basis 46 56 12 34
P9 [Roles Roles in processes are clear and consistent, performed by people with adequate skills 50 59 13 37
Improvements Process of continual improvement, quality management of IT 67 76 34 33
E Service desk tool All activities in IT supported by efficient tool, tool is fit for purpose in organization context 61 71 i 8 53
9 Toolset IT is equipped with adequate tools to enable deliver quality IT service 63 68 14 49
E Proactive monitoring Tools in IT allow proactive IT management rather then reactive 70 76 25 45
é Tools ownership Tools in IT are revised on regular basis to support IT and business needs 72 77 16 56
IT Marketing IT is actively communicating with users and customers via different channels 77 82 iZl 56
% & Communication rules Communication to / from IT is following agreed rules 61 70 20 41
'g’ § . Face-to-face Face-to-face meetings, handover / takeover procedures applied on consistent basis 77 82 22 55
5 % 2 Removal of information |Outdated information is removed on regular basis (intranet, whiteboard) 438 58 2 46
% g‘ é Surveys IT is measuring user satisfaction, responses are processed and IT is reacting to results 45 50 0 45
3 s IT as innovator IT is perceived as an innovative department 46 51 9 37
5 2 Disposal Assets are disposed on regular basis, following documented procedures and policies 90 90 11 79
Order IT premises are well maintained and well ran and organized 53 62 -3 56
Average all di ion 60 68 7 53

Q4IT s.r.o.
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Prilezitosti ke zlepSovani kvality dle domén ITQI

Business /
Customers

Appearance / Human assets
Tangibles e A\ctual
(%]
e==Target
(%]
Average in segment

&
Tools Services

Processes
. o Actual Target Improverflent Relative Average in
Domain Description %] %] potential to Sgamat
[%] average
Hovs./ IT is perceiving communication from 55 67 12 61
ome business and customers !
an a How human assets are managed 63 70 7 1- 48
Services How services are managed and delivered 57 65 8 t 55
Processes How processes are organized and performed 60 69 9 15 47
Tools used in IT 67 73 6 1 51
Appearance / Tangibles How IT is perceived by business 62 68 6 IE 52
Average all dimensions 60 68 8 53

Q4IT s.r.o.
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Prilezitosti ke zlepSovani kvality dle dimenzi ITQI

mm Actual
[%]

s=—=Target
[%]

P4

P3 s4
p2 _ S5
Pl o s7 56

Q4IT s.r.o.
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Improveme | Relative | Average
. . . e Actual | Target ) .
Domain Dimension Description 1% 1% nt potential to in
[%] average | segment
_ Business Strategy Business Strategy documented and available for managing IT, business strategy as a driver for IT Sti a1 58 Ii 17 9 50
'g £ IT Strategy IT Strategy is developed and actively used to support business objectives 50 63 13 j 49
H E £ Governance Business and IT agree on IT governance principles. Key documents are approved and accepted by m| 46 61 15 6 72
5 E g Service principles The business perceives IT as a service provider and service principles are adopted in the organisatio| 52 63 11 9 61
é i E Value of IT Costs and value of IT agreed between IT and business 69 74 5 2 71
E = 8 Quality and costs Quality requirements balanced with sufficient funding 59 65 6 2 71
E s § Service C Service Catalogue is key communication component Business/IT a2 61 I 19 4 56
2 g 'g Security, Risk, Security, Risk and Compliance regulatory issues related to IT are agreed with business 78 87 I 9 3 65
_g 2 Business continuity Business continuity plans are in place and are supported by IT continuity plans 69 74 'I! 5 6 53
= Projects and changes Project and change management process has been agreed, project / change prioritization accepted 41 59 18 3 64
o IT skills inventory Skills assessment of IT team performed and available in structured form 51 61 10 6 45
" E Gaps in skills Underdeveloped skills are identified and action plan developed 70 75 5 7 53
% % Skills development Learning and development path for IT staff developed and managed 71 76 5 0 51
€8 Soft skills managed Soft skills in IT are managed, weaknesses identified and addressed 71 76 5 9 52
5 _g Innovation skills Innovation attitude in place, formalized 75 80 5 9 46
H Performance managed People performance, productivity measured 52 60 8 8 44
= Organization IT organization is aligned with actual and future needs 53 62 9 9 44
- Service Desk and Central contact point, description of available services and their quality levels in place and well desi 69 75 6 4 55
E S2 |[Service levels Service level requirements are documented and measured - SLM, service reporting in place 52 62 10 0 52
§ S3 |Demand and changes Demand for new services or changes to actual service follow agreed rules 50 61 11 !g 66
E é k- S4  |Supporting contracts Contracts supporting services are aligned to business requirements 71 76 5 68
E 2 g S5 |Service assets Composition of services is documented and actively used for service management 39 52 13 :G 45
28 ] S6 |Financials Financial management supporting IT and business needs 71 76 5 8 43
,,E, S7 |Service outcome Business outcome of services is documented in service catalogue and used as a key communicatior] 33 43 10 il 44
g S8 |Portfolio of services Portfolio of services provided by IT is covering actual business needs and is relevant to business col 66 72 6 IZ 68
= S9 |Architecture / Design Design models exists and used, predefined model exist and continually improved 66 71 5 2 54
p1 |Incidents and problems |Incidents, problems are processed according to formal process 60 70 10 a 56
‘e% P2 |Capacity and availabili Capacity and availability management in place 60 71 11 a 56
E P3 |Suppliers managed Suppliers evaluated in structured way 74 80 6 9 65
P § 3 P4 |Change and Release Changes and release management is following agreed process and quality gates, acceptance is reco 61 71 10 8 53
@ g £ P5 |Knowledge sharing Knowledge management system available to fulfil customers and IT needs 52 62 10 a4 38
g g E P6 |Monitoring Monitoring allows proactive IT management and prevention of outages 70 75 5 0 50
g P7 |Access and security Access and security management processes in place and support business requirements on securit 63 68 5 6 a7
§ P8 |Consistency of processes [Processes in IT are consistent, documented and revised on regular basis 46 56 10 2 34
;. P9 |Roles Roles in processes are clear and consistent, performed by people with adequate skills 50 59 9 3 37
Improvements Process of continual improvement, quality management of IT 67 76 9 4 33
< Service desk tool All activities in IT supported by efficient tool, tool is fit for purpose in organization context 61 71 10 8 53
.% Toolset IT is equipped with adequate tools to enable deliver quality IT service 63 68 5 a4 49
Z Proactive monitoring Tools in IT allow proactive IT management rather then reactive 70 76 6 5 45
© Tools ownership Tools in IT are revised on regular basis to support IT and business needs 72 77 5 6 56
IT Marketing IT is actively communicating with users and customers via different channels 77 82 5 1 56
% = C ication rules Communication to / from IT is following agreed rules 61 70 9 0 41
Ef’ E o Face-to-face Face-to-face meetings, handover / takeover procedures applied on consistent basis 77 82 5 2 55
S g § | of i ion |Outdated information is removed on regular basis (intranet, whiteboard) 48 58 10 2 46
g ; g Surveys IT is measuring user satisfaction, responses are processed and IT is reacting to results 45 50 5 D 45
§ E IT as innovator IT is perceived as an innovative department a6 51 5 9 37
.;: 2 Disposal Assets are disposed on regular basis, following documented procedures and policies 920 90 0 1 79
Order IT premises are well maintained and well ran and organized 53 62 9 3 56
Average all dimensions 60 68 8 53
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Str. 15 Namérené hodnoty

Porovnani vnimani kvality IT

U hodnotiteld se odrazi rozdilné vnimani kvality IT a hlavné pfileZitosti k jejimu zvySovani.

Doporucujeme zaméfit se na sjednoceni povédomi ,,co povazujeme za kvalitu” a zlepSeni vnimani principu BITA

(business IT alignment) i u ¢lend IT tymu.
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Str. 16 Namérené hodnoty

Porovnani nakladovosti v daném segmentu

Stav poméru nakladovosti vici kvalité IT sluZzeb pIné odrazi skutecnost, Ze poZzadavky na vyssi kvalitu sluZzeb jsou

spojeny s vyssimi naklady.
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Str. 17 Prilohy

Prilohy

Soucasti posouzeni kvality IT jsou nasledujici prilohy:
1. Certifikat

2. Radarovy graf - actual/future
3. Manazerské shrnuti ve formé powerpointu
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