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The aim of the article is to present implementatéiTIL Service Lifecycle in
SMEs of ICT sector in Poland. Modern IT firms tiheir attention toward business-
oriented service provisioning. ITSM frameworks, sas ITIL enable this shift of IT
firms. This article presents unique knowledge ofiI$ervice Lifecycle processes
adoption in SMEs with particular emphasis on deplewt in different ICT sector.
Article presents result of own study on 345 SMEH3F sector in Poland.
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1. Introduction

The world turns from product to service economy dredefore the growth of
IT services users is rapid. Products become manaemed with services. Follow-
ing this trend, Information and Communication Teabgies (ICT) sector both in
mature economies and transition ones is shapeddbgrit growth [1]. Enterprises
of ICT sector not only focus on research and dgrabmt of IT products and ser-
vices but their attention turns toward managemént services within organiza-
tion. IT Service Management (ITSM) becomes crut@ladopt the business-
oriented service approach. Modern IT organizatgeek not only to enhance tech-
nology-focused solutions but to deliver value ®dtistomers. Understanding cus-
tomer satisfaction and value creation grows in irtggece within IT companies



each year [2]. IT organizations in modern econorheg already turned their at-
tention toward creating and sustaining businessevid their customers by adopt-
ing ITSM framework as they found it to be a sousEeompetitive advantage.

Polish service sector constitutes 63% of the GEsmestic Product (GDP)
but still it is not comparable to other EU courdrisuch as Germany (68,9%),
France (78,8%), Sweden (72,1%) etc. [3]. Main bnascof the services sector are
trade, maintenance and building. Polish ICT sectmstitutes only 5% of the
whole service sector [3]. This may change as ecgromms from products to ser-
vices and organizations are widely using Intermet B technologies in order to
stay competitive. Large companies constitute 0,2%he Polish market, while a
significant number of enterprises belong to the lbasad medium-sized (SME)
sector [4]. ITSM frameworks deliver a way to acl@eémprovement in high quality
IT service, cost efficiency and customer satistacti

Business market offers few ITSM frameworks, suchr&#ermation Technol-
ogy Infrastructure Library (ITIL), ISO/IEC 20000MMI, CobiT, MoF. According
to Computer Economics [5] the most popular ITSMrfeavorks is ITIL. Without a
doubt, ITIL is the most convenient ITSM framework lie adopted within an IT
organization structure. Its adoption does not riedzk holistic from the beginning,
ITIL gives much freedom in adjusting processe$Tt®M maturity. ITIL frame-
work was published within five books that are addesl to each Service Lifecycle
phase: Service Design, Service Strategy, Serviaaslion, Service Operation and
Continual Service Improvement.

This article is aimed at presentation of implemgota of ITIL Service
Lifecycle in Polish SMEs of ICT sector. The articlensists of three parts. The first
part explains the role and organization of proces@thin ITIL Service Lifecycle.
Second part describes the methodology of primaggarh and achieved results.
Conclusions are presented in the third part ottiele.

2. ITIL Service Lifecycle

Service Lifecycle is a basis for IT Services Mamaget in organization.
According to ITIL version 3 [11] Service Lifecyct®nsists of five phases: Service
Strategy (SS), Service Design (SD), Service Tremsi{ST), Service Operation
(S0O) and Continual Service Improvement (CSI). Senliifecycle organizes and
explains interconnections between all componentthefIT services, as well as
points to the area of changes in the whole systedniraits individual parts. Man-
agement of IT services is achieved by functions prutesses across Service
Lifecycle.

Service Strategy focuses on customer needs idmtiifin and analysis in or-
der to create a vision of action and its implemgéonal6]. Processes included in
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the SS phase are: Service Portfolio Managemenangial Management, Demand
Management and Business Relationship Managemeaselprocesses all together
are responsible for assessment of both currenpatahtial market space.

Service Design describes how the design of newcaatiged operating ser-
vices deploys new services to the client [7]. SDsists of the following processes:
Service Catalogue Management, Service Level ManagerGLM), Capacity
Management, Availability Management, IT Service @aunty Management, In-
formation Security Management and Supplier Managgrmong all these pro-
cess, only SLM seems to be crucial in enhancinguaate service quality.

Service Transitions objective is to ensure smdodw or changed) service
transition into production environment. This meaonsjeploy enhancing processes
that are well organized and focused on risk miniagibn in further service provi-
sion. Service Transition phase consists of theofahg processes: Knowledge
Management, Change Management, Asset and Confignurstanagement, Re-
lease and Deployment Management, Transition Plgrema Support, Service Val-
idation and Testing and Change Evaluation.

Service Operation coordinates and deploys procemsésactions aimed at
management and delivering negotiated service levekers and clients. Incident
Management, Problem Management, Event ManagemenqueRt fulfillment, Ac-
cess Management, Operations Management, Servick, Beglication manage-
ment, Technical Management and IT Operations argoaents of Service Opera-
tion phase.

Figure 1.ITIL Service Lifecycle.
Source[13]
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Continual Service Improvement (CSI) assess ancaser quality of services
as well as service supplier ITSM maturity and matwf processes. This phase’s
objective is to deliver guidance on improvementgrafcesses, their efficiency and
effectiveness, improvement of all Service Lifecypleases and measurement of
processes and services in consistency with DemPIBGA model.

Adoption of ITIL in particular countries

Adoption of ITIL framework have been an object ofyious studies in scien-
tific literature. Australian scientists turned theitention toward ITSM maturity,
ITSM awareness and ITIL adoption among Australiamg [8]. Study conducted
by Zajc and Soja [9] showed little ITSM awareness amamigrerises in transi-
tion economies in contrast to th#eveloped economies. According to the authors
Polish enterprises show limited knowledge of ITS#siework and poor adoption
of its processes, that is a result of adoptioreohhology-focused approach. Winni-
ford et al. [10] turn their attention toward broadderstanding of ITSM frame-
works and the lack of visible distinction betwed@i$M, ITIL and even fundamen-
tal processes such as Service Level Managementaiitiers underline lack of
clarity and confusing such terms as “ITSM”, “ITIL*SLM”. Therefore, this study
focuses on ITIL implementation, which is the mastagnizable ITSM framework,
to present holistic approach toward ITSM framewadkption.

On the basis of the secondary data analysis, [@tipton in chosen countries
is presented. To enrich the study, ITIL implemdantatin particular European
countries as well as in United States and Austialigresented. The literature re-
view does not indicate deployment of particularcesses among ITIL framework
and no studies address the ITIL Service Lifecytiases implementation. Previous
scientific research scope were: ITSM awarenessilifaity of ITIL and level of
adoption of ITIL. According to the gathered secagd#ata: around 76% of enter-
prises have adopted ITIL in Australia [8], 63% le tUnited Kingdom and 45% in
the United States [5]. Scope of ITSM adoption amwagsition economies enter-
prises was a subject of examination ofa€agand Soja [9]. According to presented
results both Polish, Slovak and Czech enterprisasacterize low ITSM maturity.
The analyzed studies do not reflect differentiatidrenterprises by size of enter-
prises. Due to this fact, no previous studies fabeg attention on ITIL implemen-
tation among SMEs.
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Table 1.ITIL adoption in particular countries

Country Percentage of Enterprises
ITSM ITIL ITIL

awareness familiar Adoption

us 24% (large enterprises) - 45%
17% (small enterprises)

Australia - - ~ 76%
UK - 70% 63%
Germany - 68% -
Austria 63% 69% 9%
Switzerland 67% 78% 21%
Poland - ~32% -
Czech - ~32% -
Slovakia 17% 13% 0%

Source own preparation on the basis of [8, 9, 11, 12, 13]

3. Methodology and Results

The objective of this study is to identify the le€wé adoption of ITIL Service
Lifecycle processes within small and medium-sizetdprises of the ICT sector in
Poland. The method of the primary research wasnalsistandardized interview
supported by Computer Assisted Telephone Inter(i@ATIl) and Computer As-
sisted Personal Interview (CAPI). Target populatisrsmall and medium-sized
enterprises of the ICT sector in Poland. Microguises are excluded from the
research due to their low organizational matufitye sampling method used with-
in the study is stratified sampling.

The commonly used definition is the European Urdefinition of SME, ac-
cording to which SME is the category of small anddmm-sized enterprises
which employ fewer than 250 persons and which feveannual turnover not ex-
ceeding 50 million euro and/or an annual balaneetstotal not exceeding 43 mil-
lion euro [14]. Definition of the ICT sector is ddeped by NACE Rev. 2, con-
sistent with PKD 2007 and includes: manufacturinogipanies, where goods pro-
duced by them allow electronic data processing @mmunication; companies
that deal with services, which allow electronicadptocessing and communication.
On the basis of Statistical Classification of Ecmim Activities in the European
Community Nace Rev. 2 target population is: divisis — ICT manufacturing in-
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dustries, division 61 — Telecommunications, Diusi62 — Computer Program-
ming, consultancy and related activities, divis&i+ Data processing, hosting and

related activities, web portals.

Table 2.Respondents’ characteristic

Nace
Rev. 2 A Small en- Medium
LT Division Name . . Summary

division terprises | enterprises

number

26 Man_ufacture pf computer, ele¢- 58 16 74
tronic and optical products

61 Telecommunications 47 6 53

62 Computer programming, consyl- 151 23 174
tancy and related activities

63 Information service activities 38 6 44

Summary 294 51 345

345 interviews have been gathered by primary rekedihe study is a repre-
sentative one. More than 2500 SMEs of ICT sectaewequested to complete the
questionnaire. Questionnaires were addressed wwutxes of IT firms, but any
person holding any position in the organizationlddill the questionnaire. Ques-
tionnaire consisted of questions regarding resputrgleharacteristics, such as the
size of the company, its ICT sector and the respotsdposition within the organi-
zation as well as ITIL Service Lifecycle processeployment. To measure the
level of the processes deployment a five pointesadl measurement was used:
1 — no plans of adoption; 2 — starting to implemieittative; 3 - partially imple-
mented initiative; 4- largely implemented initisgivand 5 — fully implemented ini-
tiative. The respondents were asked to rank thdopton advancement of each
ITIL Service Lifecycle processes. Adoption of pautar processes is estimated as
a sum of the third, fourth and fifth level of prgseadoption.

Obtained results indicate strong polarization ¢(h@deartiie Range (IQR)
equals or exceeds 3) of the process adoption arpolhed enterprises. Only the
Continual Service Improvement process (Median (Mddh = 4) and Information
Security Management process (Mdn = 3) medians goithe implementation of
the processes, but high level of IQR reflect paktion of the deployment level.
Therefore, SMEs of the ICT sector show lack of dgmient of Service Lifecycle
processes.
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Table 3.Deployment of TIL Service Lifecycle processes in SMEs

of ICT sector in Poland

ITIL ITIL ITIL
Process Mdn IQR | no Process Mdn IQR | no Process Mdn 1QR
I Knowledge
1, Strategy 4lg, Availability 1 3|18. Manage- 3
Generation Management
ment
Service Service
p, Portfolio 1 3|10, Capacity 1 3|19. Validation 3
Manage- Management .
and Testing
ment
Financial IT Service Chanae
3. Manage- 1 3|11. Continuity 1 3|20 9e 3
Evaluation
ment Management
Demand Information Incident
4. Manage- 1 2|12. Security 3 4(21. Manage- 3
ment Management ment
Business
Relation- Supplier Event
5. . 2 3113. 2 3|22. Manage- 3
ship Man- Management
ment
agement
Design Transition Problem
6. Coordina- 2 3| 14. Planning and 1 3123. Manage- 3
tion Support ment
Service
Catalogue 1 3|15 Change Man- 1 3|24 Request 3
Manage- agement Fulfillment
ment
Service Service Asset
Level and Configu- Access
8. 1 2| 16. : 1 3]25. Manage- 4
Manage- ration Man-
ment
ment agement
Release and ggrnvtil(r:\gal
17. Deployment 1 3126. 4
Improve-
Management
ment

Service Lifecycle adoption among SMEs of the ICEtgein Poland is rela-
tively low. Polled enterprises point to only twoopesses that exceed 50% of de-
ployment. These processes are: Information SechMt@tgagement (N = 58%) and
Continual Service Improvement (N =57%). None ofvi®e Lifecycle phases
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shows strong adoption of majority of its proces3ds lowest deployment is ob-
served within the SD phase.

Table 4. Adoption of Service Lifecycle in SMEs of ICT secto Poland

Service Lifecycle Process Pigigttae?se of
Strategy Generation 42%
Service Portfolio Management 44%
Service Strategy | Financial Management 45%
Demand Management 30%
Business Relationship Management 46%
Design Coordination 47%
Service Catalog Management 43%
Service Level Management 320
_ ) Availability Management 34%
Service Design Capacity Management 36%
IT Service Continuity Management 41%
Information Security Management 58%
Supplier Management 44%
Transition Planning and Support 33%
Change Management 37%
_ | Service Asset and Configuration Management 42%
Service Transition| 2 jease and Deployment Management 40%
Knowledge Management 46%
Service Validation and Testing 45%
Change Evaluation 38%
Incident Management 46%
_ | Event Management 42%
Service Operation Problem Management 43%
Request Fulfillment 40%
Access Management 49%
cSI Continual Service Improvement 57%

To understand the Service Lifecycle applicatiorthgeed data should be pre-
sented according to the specificity of the ICT eechccording to the presented
data the deployment of Service Lifecycle phasesSMEs significantly differs
among divisions of the Polish ICT sector. The hgjtpercentage of deployed pro-

92



cesses is observed within the Programming divisaomg the lowest deployment
within the ICT Production and Other IT services.efage SS processes deploy-
ment in the Programming division [Mdn = 0.526] exde 50%. Only Demand
Management shows a lower level of adoption (N = %#326lled SMEs of Other IT
Services division point to the lowest level of S8gesses deployment, including
Business Relationship Management (only 26% of nedeots). 54% of the small
and medium-sized companies of the Telecommunica@mtor indicate adoption
of Service Portfolio and half of them applied Fio@h Management of provided
services (N = 50%). However, a lack of strategiokimg is observed in this sector,
as the Service Generation process is relatively (lNw 28%). Demand Manage-
ment as well as Business Relationship Managemesd dot exceed 35% of de-
ployment among SMEs of the Telecommunication sector

602%

n
Z 50%
S 0%
<
5 30%
o A
= 20%
T 10%
& 0%
ICT Production Telecommunication Programming Other IT Services
ICT sector
==@==Strategy Generation Service Portfolio Management

Financial Management Demand Manage ment

Business Relationship Management

Figure 2. Adoption of Service Strategy in SMEs of ICT sedtoPoland

Adoption of Service Design processes presents iatyasf solutions. As well
as in the SS phase, SD processes are most widgbyeadin the Programming sec-
tor. Within programming SMEs Information Securityaagement adoption is de-
clared by 66% of the polled firms, 63% of the Telmmunication sector, 49% of
the ICT Production sector and only 23% of the OtfieGervices sector. Half of
the SMEs of the Telecommunication sector pointh® tleployment of Service
Catalogue Management and also a high percentagetpdhe deployment of Ser-
vice Portfolio Management (N = 54%). Both in theogfiamming and the Tele-
communication sectors, the deployment of ServiceeLéanagement is below
expectations and does not exceed 50%.
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Figure 3. Adoption of Service Design in SMEs of ICT sectoPioland

The adoption of Service Transition Processes adher¢he overall tendency
observed within the study, that most advanced prisess exist in the Programming
sector. Therefore deployment of particular procesdeService Transition phase is
roughly equal or exceeds half of the polled entsest Service Validation and test-
ing is adopted by 60% of SMEs in the Programmirgae 40% of SMEs of the
ICT Production put focus on Knowledge Managemeifitlevonly 33% SMEs of
the Telecommunication sector deploy this process.
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s Change Management 1T sectun
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Release and Deployment Management

Knowledge Management

Service Validation and lesting

Figure 4. Adoption of Service Transition in SMEs of ICT secito Poland
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Among the processes of Service Operation phasditifest percentage of
adoption characterizes Access Management in thgrgmoning Sector. Other pro-
cesses of Service Operation exceed 50% of thedompondents.

~
o
ES

6026
50%

Percentage of Adopters

ICT Production Telecommunication Programming Other IT Services
ICT sector

Change Evaluation Incident Management
Event Management Problem Management
Re quest Fulfillment —— pccess Management

=@ Continual Service Improvement

Figure 5. Adoption of Service Operation and CSI in SMEs of I§&ctor in Poland

4. Conclusion

This paper was aimed at investigating the ITIL \S&vice Lifecycle adop-
tion among SMEs in Poland. Within this study twagel conclusions should be
made. Firstly — Investigation of ITIL adoption istran appropriate way of investi-
gating ITSM adoption phenomena on Polish ICT markeil. deployment and
particular processes of service management deplayare two separate market
phenomena, and should not be unified. This stugpaus the results obtained by
Winniford et al. about ubiquitous confusion of tieeminology of ITSM adoption.
Secondly - gathering data on ITSM frameworks adwopin the ICT sector should
be differentiated across ICT sectors. There amngtdifferences in adoption of
Service Lifecycle among SMEs of the Programming®eand other ICT branch-
es. Therefore, Polish SMEs of the Programming sestshaped by the business-
oriented approach not followed by ITSM frameworlojption.

Developing a Service Strategy and its managemeanssiService Lifecycle
with particular emphasis on Financial and Demandhdg@ment is an area to im-
prove for most SMEs of the Programming sector. TRkecommunication sector
shows a technology-focused approach to IT serypoagsion. Particular emphasis
should be put on the Service Design and Servicasitian phases. The low adop-
tion of Demand Management, Supplier Managementtfdtior Management and
Capacity Management is an interesting object foth&r scientific research. Gen-
erally low adoption of each of the Service Life@/processes runs across both ICT
Production and Other IT services branches. Redsorthat and the arising prob-
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lems as well as the level of ITSM awareness arerial objects of investigation
in this field.

The gathered results shed light on ITSM deploymétitin SMEs of the ICT

sector in Poland. This results show strong ITSMlirezss and awareness among
SMEs of the Programming sector in Poland, with ntben half of them, deploy-
ing Service Lifecycle processes.
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