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Sustento del uso justo de materiales protegidos por
Derechos de autor para fines educativos

El siguiente material ha sido reproducido, con fines estrictamente didacticos e ilustrativos de los
temas en cuestion, se utilizan en el campus virtual de la Universidad para la Cooperacién
Internacional — UCI - para ser usados exclusivamente para la funcién docente vy el estudio
privado de los estudiantes en el curso Gestion de Servicios de Informacion Basados en ITIL
perteneciente al programa académico MATI.

La UCI desea dejar constancia de su estricto respeto a las legislaciones relacionadas con la
propiedad intelectual. Todo material digital disponible para un curso y sus estudiantes tiene fines
educativos y de investigacion. No media en el uso de estos materiales fines de lucro, se entiende
como casos especiales para fines educativos a distancia y en lugares donde no atenta contra la
normal explotacién de la obra y no afecta los intereses legitimos de ningun actor.

La UCI hace un USO JUSTO del material, sustentado en las excepciones a las leyes de
derechos de autor establecidas en las siguientes normativas:

a- Legislacion costarricense: Ley sobre Derechos de Autor y Derechos Conexos,
No0.6683 de 14 de octubre de 1982 - articulo 73, la Ley sobre Procedimientos de
Observancia de los Derechos de Propiedad Intelectual, No. 8039 - articulo 58,
permiten el copiado parcial de obras para la ilustracién educativa.

b- Legislacién Mexicana; Ley Federal de Derechos de Autor; articulo 147.

c- Legislacién de Estados Unidos de América: En referencia al uso justo, menciona:
"esta consagrado en el articulo 106 de la ley de derecho de autor de los Estados
Unidos (U.S, Copyright — Act) y establece un uso libre y gratuito de las obras para
fines de critica, comentarios y noticias, reportajes y docencia (lo que incluye la
realizacion de copias para su uso en clase)."

d- Legislacion Canadiense: Ley de derechos de autor C-11—- Referidos a Excepciones
para Educacion a Distancia.

e- OMPI: En el marco de la legislacién internacional, segun la Organizacion Mundial de
Propiedad Intelectual lo previsto por los tratados internacionales sobre esta materia.
El articulo 10(2) del Convenio de Berna, permite a los paises miembros establecer
limitaciones o excepciones respecto a la posibilidad de utilizar licitamente las obras
literarias o artisticas a titulo de ilustracion de la ensefianza, por medio de
publicaciones, emisiones de radio o grabaciones sonoras o visuales.

Ademas y por indicacion de la UCI, los estudiantes del campus virtual tienen el deber de cumplir
con lo que establezca la legislacion correspondiente en materia de derechos de autor, en su pais
de residencia.

Finalmente, reiteramos que en UCI no lucramos con las obras de terceros, somos estrictos con
respecto al plagio, y no restringimos de ninguna manera el que nuestros estudiantes, académicos
e investigadores accedan comercialmente o adquieran los documentos disponibles en el mercado
editorial sea directamente los documentos, o por medio de bases de datos cientificas, pagando
ellos mismos los costos asociados a dichos accesos.
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Introducing the Gartner IT Infrastructure and Operations
Maturity Model

Donna Scott, Jay E. Pultz, Ed Holub, Thomas J. Bittman, Paul McGuckin

Gartner's IT Infrastructure and Operations (I&0O) Maturity Model helps 1&0O leaders
evaluate their maturity with respect to people, process, technology and business
management, and establish a road map for increasing levels of maturity to service
alignment and partnering with the business.

Key Findings

e The I&0O Maturity Model assesses four dimensions of I&0: people, process, technology
and business management.

o Each level of increased maturity provides substantially higher business value.
o Each maturity level transition is likely to take multiple years.
Recommendations

e Assess your I&0O maturity with respect to people, process, technology and business
management.

e Develop a road map of increasing maturity levels along with return on investment (ROI)
criteria for program justification — focus on the maturity dimension that needs the most
improvement.

o Define maturity improvement initiatives that can be executed in four to six months.
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ANALYSIS

Gartner's I&0O Maturity Model assesses maturity in four critical dimensions — people, process,
technology and business management — and enables the creation of a road map for
improvement. This model can be used to track progress toward higher levels of maturity and
business value.

We often get calls from 1&0 leaders looking to benchmark the maturity of their 1&0O environments,
and looking for assistance in building a road map for improvement. Gartner has developed a
number of maturity models in response to these requests (including the IT management process
maturity model, networking maturity model and infrastructure maturity model); however, they all
assess a portion of I&0, as opposed to the entire sphere of I&O responsibilities and functions.
Although these individual maturity models are useful in terms of granularity in specific areas, we
believe that it is necessary for 1&0 maturity efforts to be cross-disciplined and coordinated.

The Structure of an IT Maturity Model

The grandfather of maturity models is the Capability Maturity Model (CMM), developed in 1987.
CMM was breakthrough work, stressing the concept that process was central to capability
maturity. Based on the CMM concept, numerous maturity models have been spawned —
primarily focused on assessing IT process maturity.

Greater 1&0 process maturity is essential if &0 leaders are to improve IT services delivered to
customers (see "Gartner Poll Suggests IT Management Processes Aren't Maturing"). However,
we believe that, although a focus on process is necessary, it's not sufficient for IT maturity,
especially in 1&0. Process-centricity makes sense when process alone drives maturity, and all
other elements follow. However, in the IT industry, the technology is constantly evolving, and
discontinuity is the norm. Technological changes can require resetting maturity in other areas; for
example, operationalizing virtualization requires process changes. Hence, technology is also
affecting maturity. An IT maturity model must include technology. As IT becomes more ingrained
in business processes, IT organization, culture and skills will also need to radically change.
Culture, organization and personnel changes will often be prerequisites for process improvement
and shifts in how technology is leveraged. Finally, people, process and technology are driven and
constrained by the ways in which they're managed, including the governance procedures. Hence,
we see process, technology, people and business management as the four essential dimensions
of 1&0 maturity.

These four assessment dimensions should generally move together and be aligned as 1&0O
maturity increases. However, we recognize that, although they tend to move in the same
direction, they don’t all move at the same rate, because the rate will depend on organization,
business and investment priorities. As a result, we encourage our clients to pay attention to all
four dimensions; otherwise, if one lags consistently, it will hold you back from gaining the overall
benefits of the I&O maturity level for which you're striving.

Another important aspect of an IT maturity model is the need for a rapid ROI. Because of the rate
of technology change, the change in business requirements and operational processes, and the
need for new skills and collaboration methods, IT projects that require many years of
implementation and expect a long-term ROI inevitably fail, as tools change or goals shift. An IT
maturity model must provide for smaller steps, implementable in no more than two or three years,
that generate measurable, rapid ROI.

Although it may take several years for organizations to progress to the next level in the maturity
model, they should define improvement initiatives that can be executed in four to six months.
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These smaller initiatives make the changes easier to absorb and ensure that incremental benefits
are being realized while on the longer maturity journey.

Figure 1 identifies the four-dimensions assessment areas of the 1&0O Maturity Model, using a stool
analogy. The people, process and technology assessments represent the legs of the stool,
whereas the business management functions tie the legs of the stool together. The business
value metrics of using the model are shown above the stool and include:

e Economics — Improvements in cost, efficiency, productivity

¢ Quality of service — Factors related to how required services are delivered to the
business, including availability/uptime, response times and transaction rates

o Agility — The efficiency and speed with which IT responds to business, technology and
regulatory change

e Customer satisfaction — Improvements in customer satisfaction

o Business contribution — Improved I&0O business value (such as revenue, profits and
speed to market)

Figure 1. The Components of Gartner's 1&0 Maturity Model

Agility Customer Satisfaction
Business Contribution

Business Value Planning

Financial Management
Metrics

. Governance
Business Management Sourcing

Project Management

Quality

Economics

Organization

Roles
Culture Focus Standards

Skills Standards Efficiency
Training Integration Agility

Metrics Metrics Service Quality
Tools

9

Source: Gartner (October 2007)

Projects that move an I&0 organization from one level to the next typically use these metrics to
justify the project's ROI.

In Figure 1, the attributes being assessed for maturity are shown next to each of the four
assessment dimensions. For example, business management maturity is measured in terms of
planning, financial management, metrics, governance/standards, sourcing and project
management.
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Gartner's 1&0 Maturity Model

We have defined six overall levels of I&O maturity, with the following objectives for each level:

Level 0, Survival — Little to no focus on IT infrastructure and operations.

Level 1, Awareness — Realization that infrastructure and operations are critical to the
business; beginning to take actions (in people/organization, process and technologies)
to gain operational control and visibility.

Level 2, Committed — Moving to a managed environment, for example, for day-to-day
IT support processes and improved success in project management to become more
customer-centric and increase customer satisfaction.

Level 3, Proactive — Gaining efficiencies and service quality through standardization,
policy development, governance structures and implementation of proactive, cross-
departmental processes, such as change and release management.

Level 4, Service-Aligned — Managing IT like a business; customer-focused; proven,
competitive and trusted IT service provider.

Level 5, Business Partnership — Trusted partner to the business for increasing the
value and competitiveness of business processes, as well as the business as a whole.

Many large IT organizations will look to transform themselves to achieve Level 4 (service-aligned
status) to align IT with business priorities and deliver consistent and competitive IT services. A
few will make it past that to become a business partner, focused on innovation and increasing the
value of the entire business (not just IT service delivery), with benefit metrics focused at the
business contribution level. Achieving I&O maturity is a multiyear transformation, and the
movement from one level to another is not evenly distributed in time and effort. Each level
transition is likely to take multiple years, and each is likely to require sustained commitment.
Lapses (for example, due to organizational changes or changes in priorities) can result in
significant delays achieving the next level, or cause it not to be attained.

Figure 2 depicts the six levels of 1&0 maturity, with a high-level description of each of the four
dimensions of assessment: people, process, technology and business management.
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Figure 2. The Levels of Gartner's I&0 Maturity Model
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Source: Gartner (October 2007)
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I&0O maturity levels will differ across industries, enterprise size and business strategies. Table 1 is
an estimate of 1&0 maturity at each level, with a prediction of progress by year-end 2012.

Table 1. 1&0 Maturity Level Estimates for 2007 and 2012

Timeline Survival | Awareness | Committed | Proactive Service- Business
Aligned Partnership

12/2007 <2 45 30 15 8 <1

12/2012 <2 30 35 21 12 <2

Source: Gartner (October 2007)

Associated planning assumptions include:

e By year-end 2012, only 35% of 1&0O organizations in large enterprises will have achieved
proactive or higher levels of &0 maturity; this is up from fewer than 25% in 2007.
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e By year-end 2012, fewer than 14% of I&0O organizations in large enterprises will have
achieved service-aligned or above; this is up from fewer than 9% in 2007.

e By year-end 2012, fewer than 2% of large enterprises will have achieved the business
partnership level of maturity.

e By year-end 2012, the awareness level of 1&O maturity will drop by one-third.

Using the I&0O Maturity Model

I1&O leaders should use this model to assess each of the &0 maturity dimensions — people,
process, technology and business management. 1&0O leaders can then identify projects that would
take them forward to align the dimensions at a particular level or to move forward to the next level
of maturity.

Moreover, as they move up in maturity toward becoming an internal IT service provider and the
elusive business partnership level (focused on business innovation), they also must manage the
business of IT differently and more cohesively. This requires that they manage all the business
functions that are required of their business customer counterparts, including product
management, marketing, business development and cost accounting.

RECOMMENDED READING

"ITIL v.3 Services Guidelines Expand Audience Through Update"
"Gartner Poll Suggests IT Management Processes Aren't Maturing”
"Toolkit: Improve Business Alignment Using the IT Management Process Maturity Model"

"Gartner Introduces the Infrastructure Maturity Model"
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