
 



 
 

 

 
UCI 

Sustento del uso justo de materiales protegidos por  

Derechos de autor para fines educativos 

 

El siguiente  material  ha sido reproducido, con fines estríctamente  didácticos e ilustrativos de los 

temas en cuestion,  se utilizan en el campus virtual de la Universidad para la Cooperación 

Internacional – UCI -   para ser  usados exclusivamente para la función docente  y el estudio 

privado de los estudiantes  en el curso Gestión de Servicios de Información 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 investigación. 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 explotación de la obra y no afecta los intereses legítimos de ningún 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- Legislación costarricense: Ley sobre Derechos de Autor y Derechos Conexos, 

No.6683 de 14 de octubre de 1982 -  artículo 73, la Ley sobre Procedimientos de 

Observancia de los Derechos de Propiedad Intelectual, No. 8039 – artículo 58, 

permiten el copiado parcial de obras para la ilustración educativa. 

b- Legislación Mexicana; Ley Federal de Derechos de Autor; artículo 147. 

c- Legislación de Estados Unidos de América: En referencia al uso justo,  menciona: 

"está consagrado en el artículo 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 crítica, comentarios y noticias, reportajes y docencia (lo que incluye la 

realización de copias para su uso en clase)." 

d- Legislación Canadiense: Ley de derechos de autor C-11– Referidos a  Excepciones 

para Educación a Distancia.  

e- OMPI: En el marco de la legislación internacional, según  la  Organización Mundial de 

Propiedad Intelectual lo previsto por los tratados internacionales sobre esta materia.  

El artículo 10(2) del Convenio de Berna, permite a los países miembros establecer 

limitaciones o excepciones respecto a la posibilidad de utilizar lícitamente las obras 

literarias o artísticas a título de ilustración de la enseñanza, por medio de 

publicaciones, emisiones de radio o grabaciones sonoras o visuales.  

Además y por indicación de la  UCI,  los estudiantes del campus virtual  tienen el  deber de cumplir 

con lo que establezca la legislación correspondiente en materia de derechos de autor,  en su país 

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 científicas,  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&O) Maturity Model helps I&O 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 

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

• Each level of increased maturity provides substantially higher business value. 

• Each maturity level transition is likely to take multiple years. 

Recommendations 

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

• 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. 

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

Gartner's I&O 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 I&O leaders looking to benchmark the maturity of their I&O 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&O, 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 I&O 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 I&O process maturity is essential if I&O 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 I&O. 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 I&O maturity. 

These four assessment dimensions should generally move together and be aligned as I&O 
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 I&O 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: 

• 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 

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

• Customer satisfaction — Improvements in customer satisfaction 

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

Figure 1. The Components of Gartner's I&O Maturity Model 
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Source: Gartner (October 2007) 

Projects that move an I&O 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 I&O 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 I&O 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&O Maturity Model 
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Source: Gartner (October 2007) 

I&O maturity levels will differ across industries, enterprise size and business strategies. Table 1 is 
an estimate of I&O maturity at each level, with a prediction of progress by year-end 2012. 

Table 1. I&O Maturity Level Estimates for 2007 and 2012 

Timeline Survival Awareness Committed Proactive Service- 
Aligned 

Business 
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: 

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

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

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

Using the I&O Maturity Model 
I&O leaders should use this model to assess each of the I&O maturity dimensions — people, 
process, technology and business management. I&O 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" 
 



 

Publication Date: 1 October 2007/ID Number: G00147962 Page 7 of 7

© 2007 Gartner, Inc. and/or its Affiliates. All Rights Reserved.  

 

REGIONAL HEADQUARTERS 

Corporate Headquarters 
56 Top Gallant Road 
Stamford, CT 06902-7700 
U.S.A. 
+1 203 964 0096 

European Headquarters 
Tamesis 
The Glanty 
Egham 
Surrey, TW20 9AW 
UNITED KINGDOM 
+44 1784 431611 

Asia/Pacific Headquarters 
Gartner Australasia Pty. Ltd. 
Level 9, 141 Walker Street 
North Sydney 
New South Wales 2060 
AUSTRALIA 
+61 2 9459 4600 

Japan Headquarters 
Gartner Japan Ltd. 
Aobadai Hills, 6F 
7-7, Aobadai, 4-chome 
Meguro-ku, Tokyo 153-0042 
JAPAN 
+81 3 3481 3670 

Latin America Headquarters 
Gartner do Brazil 
Av. das Nações Unidas, 12551 
9° andar—World Trade Center 
04578-903—São Paulo SP 
BRAZIL 
+55 11 3443 1509 


	UCI- Sustento uso material con Copyright-Final (2)
	introducing_the_gartner_it_iInfrastructure and_Operations.pdf


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


