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“Pressures to decrease cost, 
increase reliability and comply with local regulations
conspire to make it harder than ever for IT 
to deliver business services efficiently. 
We are fast approaching the stage of IT’s evolution
at which innovation must translate 
into overall process improvements, 
as it did in the mainframe world 20 years ago. 
This quest for process improvement is the root cause
of a universal interest in best practice
and in frameworks such as IT Infrastructure Library (ITIL).”
Forrester, September 2005

Best Practice



Agenda

� The Service Awareness
� ICT in Insurance
� Adding Value
� Value Through Maturity
� Value Through Capability to Answer
� Instead of Conclusion



The Service Awareness

� Managers needs the numbers

� “Feeling bad...” is not a number
� Service as the I/O “black box”

� Personalization of the services
� Service catalogue 

� Clear accountabilities, clear responsibilities
� Can we start from the end somehow?



ICT in Insurance

� ICT in Insurance is a service to a service 
company and its “ecosystem”

� ICT is also seen as a “support” function

� Who is getting commission for Web sales? 
� Lowering costs of sales and various services 

through automation and business process 
improvements

� Do other functions need to follow our service 
orientation?



Adding Value

� 70 – 75% of IT budget goes on keeping the 
lights on

� How to create a competitive advantage with 
such a large gap between needs and available 
budget to deliver new value?
� Full integration with the business 
� Better understanding the business needs rather than 

technology itself
� Go with “lean” processes

� Non judgment vs. judgment processes 
� “Factory” vs. “firm” concept



Value Through Maturity
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Value Through Capability 2 Answer
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Instead of Conclusion

� Because we have to spend less

� Because we have to give more
� We need to integrate to understand

� We need to share to improve
� ITIL project is getting implemented in DDOR

� We have already changed the department title 
(ITS) and created Service Desk instead of our old 
Help Desk

� other details - Blagoj Janev 



DDOR Implementation



DDOR Approach

� Changes - the main cause of incidents  
� Changes – related to IT infrastructure components 

which provide IT services. The object of the change is 
HW or SW component.

� Prevention of negative change effects - Change impact 
analysis.  

� Services impacted by the change are services which are 
dependent of the component affected by the change.

� Prerequisite:
� The visibility of the configuration of an IT infrastructure (services 

configuration - service components and their relationships)  
� The single reason for Config. Mgmt – making better 

decisions regarding changes 



CMDB

� IT configuration consist of CI´s (Configuration 
Items) and Relationships between CI´s.
� Configuration Items are units of configuration that can 

be individually managed (services, servers, 
applications, databases, network components etc.)

� Information regarded configuration is stored in 
Config. Mgmt Database (CMDB)

� CMDB - a repository of information related to the
components of an information system



What a CMDB Should Encompass?

� A configuration items (CI`s) – but not all of 
them.

� CI that is deemed worthy of inclusion in a 
CMDB for the purposes of storing and 
managing its relationship with other CI´s
� CI`s which are critical for business service 

support  
� CI´s which are subject to a change
� CI´s - objects of incident root couse analysis 

in the past 



Service Driven Incremental Approach

� The limited number of services from the 
service catalogue are  selected and 
coresponding Oracle tables and servers 
are determined as supporting CI´s.

� Functionalities are implemented that 
enable change impact analysis.

� The number of included services 
increased gradualy



Service: Licna karta ugovaraca



Application:

















RFC Processing

� Change impact analysis is one of  the 
RFC processing  activities.

� RFC processing can be implemented 
using  CA Workflow which is part of 
Unicenter Service Desk (USD). 

� RFC processing implementation using  
CA Workflow is in progress.





Servers State Dashboard 

� CA NSM (formerly CA Unicenter 
Network and Systems Management) 
provide a dynamic view of state of 
servers.  



Servers State Dashboard



Questions?

Thank You


