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ABSTRACT

IT decision making is supported by the different
kind of frameworks for IT governance, IT man-
agement and enterprise architecture. Two main
governance principles, conformance and perfor-
mance, can be established when the service has
reached the status of a continuous service and ser-
vice requests are managed (for example, services
are supported). However, the context of service
support is unestablished. Therefore, we present a
conceptual context of service support by establish-
ing how two main governance principles (con-
formance, performance) can be assigned with the
governance entities (service, objective, service
quality, measure, and contract). Furthermore, we
present a service support framework because our
literature review (212 hits, 20 appraised hits) did
not get any clear evidences from service support in
the IT governance, IT management and enterprise
architecture context.
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1 INTRODUCTION

When services are considered from the perspective
of the customer, then we are dealing with contacts
concerning service delivery and service support.
When services are considered from the perspective
of the service provider, then we are dealing with
service management, the functions of which are
service strategy, service design, service transition,
service operation, continual service improvement,
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master data management and business continuity
management [1].

We are interested in service support, the processes
of which concern the customer interface by man-
aging service requests. However, there are even
different notions about processes which are in-
cluded in service support. In ISO/IEC 20000 [2],
service support is analogous to resolution process-
es: problem management, incident and service
request management. The Control Objectives for
Information and Related Technology (COBIT)
framework [3] has two processes which are analo-
gous to resolution processes, for example, manage
service requests and incidents, and manage prob-
lems. In summary, it can be stated that the service
support and the associated processes are defined in
different ways. Furthermore, a service desk is ei-
ther included or excluded. For example, it is in-
cluded with incident and problem management in
support management, which is “responsible for
user interaction and mainly keeps user satisfac-
tion” [4].

IT Infrastructure Library (ITIL) [5] includes a
wide detailed, but an abstract framework for ser-
vice support. Our earlier studies on ITIL and its
framework have shown that the ITIL framework
needs somewhat explicit description. For example,
service support may encounter challenges and
problems in the service support interface between
the service provider and the customer if the ser-
vice isn’t properly managed [6]. We have also
discovered other critical service support challeng-
es from the release management process. These
challenges were identified during a case study
where the focus was to improve the process [7].
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Additionally, service support in a network of mul-
tiple actors and parties may encounter difficulties,
if the big picture and the environment of the ser-
vice are unclear [8]. For measuring IT service
management and service support, we have pre-
sented an ITIL-based IT service management
measurement system (ITSM-MS), which proposes
a framework and a tool for measuring IT services
and service support processes [9].

It is important that the top management partici-
pates and takes responsibility for information
management. Usually, the task of these groups is
to show where IT should be used and what it
should produce (evaluate), to whose responsibility
the carrying is given (direct) and to follow that the
intended advantages will be reached (monitor)
[10]. It is talk about governance function, the tasks
of which are based on the EDM model
(E=Evaluate, D=Direct, M=Monitor). For exam-
ple, the Corporate governance of information
technology (ISO/IEC 38500) [11] models the cor-
porate governance of IT and it divides into gov-
ernance function and management function, the
tasks of which are based on the PDCA model
(P=Plan, D=Do, C=Check, A=Act).

The main aim of the different kind of frameworks
for IT governance, IT management and enterprise
architecture is to support IT decision making. We
will integrate some frameworks or parts of those
so that we can find out what the service support
should be considered and why. Actually, we inte-
grated conceptually two main governance princi-
ples (conformance, performance) with the govern-
ance entities of the enterprise architecture
metamodel, as well as, service support framework
(Section 3), where we have “hands-on experience
and values in practice” [12]. Therefore, abductive
reasoning is used to argue the claims and points of
view that have been presented. Abductive reason-
ing began with a literature review (Section 2).
Finally, the discussion and conclusion are given in
Section 4.

2 LITERATURE REVIEW

The data collection method in this study is litera-
ture review. We reviewed IT governance together
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with IT management, service management and
enterprise architecture. We tried to find frame-
works for clarifying what the service support
should be considered and why. Furthermore, we
collected statements for IT governance if it was
defined in the selected papers. Actually, we col-
lected statements because definitions “are state-
ments describing a concept” [13].

Research literature can be reviewed for different
purposes: to provide a theoretical background for
research, to learn the breadth of the research field
or to answer practical questions by finding out
what is said in existing research literature [14].
Our main aim is to find out the latest scientific
researches around IT governance and IT manage-
ment, first of all, to learn “the breadth of research
on a topic of interest” [14].

Our review has been conducted by adapting two
systematic review guidelines [14] [15], and our
review process is as follows:
1. Specifying the search terms.
2. Selecting the databases from the field of
computing.
3. Searching the papers.
4. Creating the inclusion criteria.
5. Appraising the hits and selecting the
papers.
6. Citing the statements from the papers.

We used IEEE Xplore as a pilot database and we
tried different search terms, for example, (Title:IT
governance AND Abstract:IT management) or
(Title:1T governance AND Abstract:service man-
agement). Finally, we chose the databases, the
advanced search of which allow searching from
title and abstract.

We selected the following databases from the
fields of computing and information technology:

— ACM Digital Library [16]

— |EEE Xplore [17]

— Elsevier Science Direct [18]

— Wiley Online Library [19]

— EBSCOhost Academic Search Elite [20]
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First, we listed all hits (Table 1). In the result ta-
bles we use the following abbreviations: ITG=IT
governance, ITM=IT management, SM=service
management, and EA=enterprise architecture.
Secondly, we included (Table 2) the papers which
are available in full versions, written in English,
and published in scientific conference or journal
papers.

Table 1. Hits

Database AND Ab- AND AND
Title: stract: Abstract: Abstract:
ITG ITM SM EA

ACM 9 2 - -

IEEE 103 4 3 2

Elsevier 28 2 - -

Wiley 49 15 4 1

EBSCOhost 23 1 - -

Total 212 24 7 3

Table 2. Appraised hits and selected papers

Database Available in full version, written  Selected
in English, scientific conference  papers
or journal paper

ACM 2 1
IEEE 8 7
Elsevier 2 1
Wiley 7 2
EBSCOhost 1 -
Total 20 11

We selected 11 papers which included a statement
for IT governance and the abstract contained the
term “IT management”, “service management” or
“enterprise architecture”. Next, we highlighted the
statements of IT governance at the citing phase
and marked the excluded parts on three dots (. . .):
“The IT governance performance, as seen
from the business viewpoint, is not directly
controllable. Within the realms of control for
IT management are IT processes and IT
governancematurity indicators”. [21]

— “IT Governance is defined to be a subset
discipline of Corporate Governance focused
on information technology (IT) systems and
their performance and risk management”. [22]

— “The role of IT Governance is to control the
formulation and implementation of a strategy
for the IT function that ensures the strategic
alignment of Business and IT”. [23]
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“IT governance determines the rules and
regulations an IT department follows . . . IT
governance runs, plans, shapes and controls IT
capabilities in accordance with broad
organizational strategy . . . IT governance uses
IT assets to direct and control risk
management and productivity . . . IT
governance influences the structure for
decision making and the accountability, by
overseeing the return on investments . . . IT
governance allocates the decision rights and
forms the accountability structure to encourage
desirable behavior in the use of IT”. [24]

“IT governance is the process by which
decisions are made around IT investments. A
well-matured IT governance framework is
based on three major elements: structure,
process and communication. In addition, there
are four objectives that drives IT governance
and must be covered in IT governance
processes: IT value and alignment,
accountability, performance measurement, and
risk management”. [25]

“IT governance implies a system in which all
stakeholders, including the board, internal
customers and related areas such as finance,
have the necessary input into the decision
making process. IT governance is the
preparation for, making of and implementation
of IT-related decisions regarding goals,
processes, people and technology on a tactical
or strategic level”. [26]

“IT Governance as the definition of structures
and procedures of decision making, and the
allocation of decision rights to people and
organisational entities”. [27]

“IT governance is a key moderator in the
performance effect of IT investments”. [28]
“IT Governance: The ability to manage and
develop the services, processes and technology
solutions that realize and support the primary
capabilities”. [29]

“IT governance includes the roles and
responsibilities used to apply information
systems and related technologies to manage
and support the organization’s functions.
These roles and responsibilities of IT
governance fall into three domains: the IT
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department, the users, and management. While
management oversees the IT department,
ensuring that IT objectives link to
organizational objectives, users are the ones
who monitor IT systems and provide input to
new IT implementation plans. IT governance
objectives should emphasize:
1. Alignment of IT objectives to the
overall business strategy,
2. Measures of IT performance, and
3. Competitive advantages provided by IT
for the organization”.[30]

There is one framework [31] where IT governance
contains enterprise architecture and risk manage-
ment, which are connected with program man-
agement, IT investment management and stand-
ards-policies-procedures by alignment of strate-
gies, processes and applications. Furthermore,
there is one hierarchical structure of IT govern-
ance [26] where people, goal, process and tech-
nology are domains; strategy and tactics are
scopes; understanding, decide and monitor are
decision-making phases. The third finding is the
conceptual view of the model for IT governance
performance prediction where IT processes are
evaluated by maturity indicators because it is “rea-
sonable to believe that some of the IT governance
maturity indicators are correlated with IT govern-
ance performance” [21].

3 CONCEPTUAL CONTEXT AND FRAME-
WORK FOR SERVICE SUPPORT

The services are realized through logical applica-
tion components and implemented on logical
technology components in TOGAF Content
Metamodel [32]. When we talk about entities,
which are related to service, we have identified at
least four entities (contract, objective, measure,
and service quality), which should be taken into
account when the responsibility for information
management is shared. The objective, as well as,
the service, is tracked against the measure. The
service is governed and measured by contract.
Furthermore, the service should meet the service
quality.
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When we combine key stakeholders (users, cus-
tomers, and different kind of providers) and two
main principles of governance frameworks (con-
formance and performance) with the entities
around the service, we will see that conformance
will be established when the service meets the
requirements which are specified in the contracts
(Figure 1). Furthermore, performance is deemed to
be the fulfililment of the obligations, which are
based on contracts or objectives.

Service Quality

Customers @ Users Z |Conformance
o )
© o
b} »
c [ =
. o ) o
Providers © Services g Performance
Objectives

Figure 1. Conceptual context

In the conceptual context, there are no needs to list
different kind of providers such as business pro-
viders, development providers and IT Service
Management providers [33]. We were influenced
by our literature review when we desired to use
the domain users [30]. Furthermore, performance
is mentioned in the cited statements [21] [22] [25]
[30].

The objective of service support is to resolve cases
and issues that the customer is experiencing, usu-
ally, when the service has reached the status of a
continuous service. Our simple framework for
service support (SSport) is presented in Figure 2.

It is the level for service performance, quality and
measurement. The framework was implemented as
a result based on our earlier studies from IT ser-
vice management and IT service support [6] [7]

[8] [9].
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Figure 2. The SSport Framework

The SSport Framework includes three operational
elements: the customer of the service, the provid-
ers for the service, and different information sys-
tems.

Other components and participants in the frame-
work are the service users, various contracts be-
tween participants (for example service level
agreements), the service desk (SD) acting as a
single point of contact (SPOC), the steering group
(for example, the change advisory board) for han-
dling, controlling and managing of major or large
issues in the service, and the service providers
production team for service implementation.

Basically, the SSport Framework is a process for
case resolving. The customer has incidents or re-
quests for the service provider to be resolved. The
service provider uses service support processes
(incident management, problem management,
change management, configuration management
and release management) to find the solution for
the customer case. The service provider in the
SSport Framework represents internal and external
as well as third party service providers. Finally,
service support processes and service implementa-
tion use different kind of information and service
management (SM) system for the service desk,
service build, configuration management, service
delivery and service measurement.

The SSport Framework is a part of the IT service
management. Another perspective is to define it
from enterprise architecture perspective. Enter-
prise architecture is a unique method for managing
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and describing an enterprise’s operational envi-
ronment, organizational structure, services, pro-
cesses and infrastructure. It consists of different
kinds of principles, models and guidelines that are
used to obtain a holistic view of the enterprise
[34]. Enterprise architecture is used for analyzing
the present state of the architecture as well as for
planning the future from different points of view:
operational, information, information systems and
technology perspectives. Additionally, data securi-
ty and integration solutions are related to each of
these perspectives [35]. In our case, the SSport
Framework is principally a part of the operational
architecture (Figure 3) where the operations and
processes of the organization are located (services
for the customer and services of the service pro-
vider).

Enterprise Architecture

Information

Operational | Information
Systems

Architecture | Architecture

| Architecture
| I Data Security and Itegrations
Ssport
Framework

Technology
Architecture

Figure 3. The SSport Framework as a Part of Enterprise
Architecture and Operational Architecture

4 DISCUSSION AND CONCLUSION

We noticed that the IT governance and IT man-
agement are functions, the tasks of which are un-
clear. However, it is possible to adapt a certain
framework and during the adaption to increase the
understanding of the tasks. Before adaption, it
might be useful to categorize them, for example,
into quality improvement or management, govern-
ance, information management and project man-
agement ones [36]. Our succession is that it is rea-
sonable to establish how principles can be concre-
tized by the entities of the enterprise architecture
model such as the TOGAF Content Metamodel
[32]. Furthermore, the relationships between dif-
ferent processes of the IT management [37] should
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be specified, which was out of our scope in this
paper.

It is common that we have “hands-on experience
and values in practice” [12]. Then we need
abductive reasoning to argue the claims and points
of view that we have. In this paper, we used the
literature review in abductive reasoning. The liter-
ature review is powerful when the review process
is transparent and evidences are unmodified.

The objective of the presented SSport Framework
(Figure 2) is to demonstrate a simple vision how
service support is performed in a context of IT
governance and IT management. It can also be
viewed as a general service support framework
without of IT. The framework was implemented as
a result to our earlier IT service management re-
searches where we have mainly studied challenges
and problems in IT service support processes from
customer and service provider perspectives. The
framework is considered very useful especially
among customer organizations, which are not fa-
miliar with IT service management or IT service
support processes. Additionally, small service
providers have noted that the framework can be
used as an effortless guideline for service support.

5 REFERENCES

[1] ICT Standard forum, ICT STANDARD,
https://www.ictstandard.org/

[2] ISO/IEC 20000, Information technology. Service
management. Part 1. Service management system
requirements.

[38] COBIT 5 chekclist,
http://www.minimarisk.com/Minimarisk_Cobit5 Cheat
sheet vl 0.pdf

[4] R. Pereira, M. M. da Silva, A Literature Review: IT
Governance Guidelines and Areas. ICEGOV '12,
October 22-25, 2012, Albany, NY, USA.

[5] Office of Government Commerce (OGC), Service
Operation, The Stationery Office (TSO), 2007.

[61 A. Lahtela, M. Jéntti, Improving IT_ Service
Management Processes: A Case Study on IT Service
Support. Systems, Software and Services Process
Improvement, 17th European Conference, EuroSPI
2010, Grenoble, France, 1-3 September 2010, Springer
CCIS, p. 95-106.

ISBN: 978-0-9891305-4-7 ©2014 SDIWC

[71 A. Lahtela, M. Jantti, Challenges and Problems in
Release Management Process: A Case Study. The 2nd
IEEE International Conference on Software n%ineering
and Service Sciences, ICSESS 2011. July 15-17, 2011,
Beijing, China, IEEE Press, p.10-13.

[81 A. Lahtela, M. Jantti, IT Service Management in
Multiple Actor Network: Service Support from
Customer's Point of View. The Ninth International
Conference on Systems, ICONS 2014, February 23-27,
2014, Nice, France.

[ M. Jéntti, A. Lahtela, J. Kaukola, Establishing a
Measurement System for IT Service Management
Processes: A Case StUdK'A International Journal on
Advances in Systems and Measurements, IARIA 2010,
vol. 3, ISSN: 1942-261, p. 125-136.

[10] Finnish  Standards Association SFS, Corporate
Governance of Information Technology ISO/IEC
38500:2008.

[11] International standard ISO/IEC 38500:2008, Corporate
governance of information technology.

[12] D. Ing, Rethinking Systems Thinking: Learning and
Coevolving with the "World, Systems Research and
Behavioral Science, 2013, 527-547.

[13] H. Suonuuti, Guide to Terminology. Helsinki:
Tekniikan sanastokeskus ry, 2001.

[14] C. Okoli, K. Schabram, A Guide to Conducting a
Systematic Literature Review of Information Systems
Research, Sprouts: Working Papers on Information
Systems, vol. 10, 2010.

[15] B. Kitchenham, Procedures for performing systematic
reviews. Keele University Technical Report TR/SE-
0401, ISSN:1353-7776, 2004.

[16] ACM Digital Library, http://dl.acm.org/

[171 IEEE Xplore Digital Library, ]
http://ieeexplore.ieee.org/Xplore/home.jsp

[18] Sciencedirect, http://www.sciencedirect.com/

[19] Wiley Online Library, http://onlinelibrary.wiley.com/

[20] Academic Search Elite, ) )
hlttp://vwvw.ebscohost.com/academlc/academlc-search-
elite

[21] M. Simonsson, R. Lagerstrom, P. Johnson, A Bayesian
Network for IT Governance Performance Prediction,
ICEC '08: Proceedings of the 10th international
conference on Electronic commerce, ACM 2008.

[22] D. Radovanovic, M. Sarac, S. Adamovic, D. Lucic,
Necessity of IT Service management and |IT
Governance,.MIPRO, 2011 Proceedings of the 34th
International Convention, 2011, p. 1430- 1433.

171


https://www.ictstandard.org/
http://www.minimarisk.com/Minimarisk_Cobit5_Cheatsheet_v1_0.pdf
http://www.minimarisk.com/Minimarisk_Cobit5_Cheatsheet_v1_0.pdf
http://dl.acm.org/
http://ieeexplore.ieee.org/Xplore/home.jsp
http://www.sciencedirect.com/
http://onlinelibrary.wiley.com/
http://www.ebscohost.com/academic/academic-search-elite
http://www.ebscohost.com/academic/academic-search-elite

[23]

[24]

[25]

[26]

[27]

[28]

[29]

[30]

[31]

[32]

[33]

[34]

[35]

[36]

[37]

M. Sallé, G. Di-Vitantonio, Business Service
Management: The Impact of IT Governance Models on
IT anagement Policies, 1EEE  International
Conference on Services Computing (SCC'O6), IEEE
2006, pp. 373-380.

S. Saetang, A. Haider, CIO and CTO nexus:
Empowering organizations with IT governance,
Proceedings of Technolo%y Management for Emerging
Technologies PICMET 2012, pp. 3681-3691.

A. Nabiollahi, S. bin Sahibuddin, Considering Service
Strategy in ITIL V3 as a Framework for IT Governance,
International Symposium on Information Technology,
ITSim 2008. pp. 1-6.

S.H. Cho, S.H. Lee, Fuzzy Decision making of it
overnance, Proceedings =~ of the International
onference on e-Business (ICE-B) 2010, pp. 1-5.

N, Zarvic, C. Stolze, M. Boehm, O. Thomas,
Dependency-based IT Governance practices in inter-
organisational ~ collaborations: A graph-driven
elaboration. International Journal of Information
Management, vol. 32, 2012, p. 541-549.

M.-S. Pang, IT governance and business value in the
public sector organizations - The role of elected
representatives in IT governance and its impact on IT
value in U.S. state I\%overnments, Decision Support
Systems, Volume 59, March 2014, pp. 274-285.

C. Becker, G. Antunes, J. Barateiro, R. Vieira, J.
Borbinha, Control Objectives for DP: Digital
Preservation as an Integrated Part of IT Governance,
Proceedings of the American Society for Information
?ulegce and Technology, volume 48, Issue 1, 2011, pp.

L.N. Higgins, D.T. Sinclair, A new look at IT
overnance, Journal of Corporate Accounting &
inance, volume 19, Issue 5, 2008, pp. 31-36.

J.R. Getter, Enterprise Architecture and IT Governance:
A Risk-Based Approach, 40th Annual Hawaii
Izrg)tggnatlonal Conference on System Sciences. HICSS

The Open Group, TOGAF® Version 9.1. Open Group
Standard, 2011.

Office of Government Commerce éOG_C), LITIL®
Small-scale Implementation, The Stationery Office
(TSO), 2006.

M. Lankhorst: Enterprise Architecture at Work:
Modeling, Communication and Analysis.The Enterpise
Engineering Series, Third Edition, Springer, 2012.

Advisory Committee on Information Management in
Public Administration (JUHTA): JHS Recommendation
179, www. jhs-suositukset.fi, (in Finnish).

itSMF-NL, Frameworks for IT Management, Van
Haren, 2006.

The Art of Service, ITIL® factsheets, 2007.

ISBN: 978-0-9891305-4-7 ©2014 SDIWC

172


http://www.jhs-suositukset.fi/

