
Contents 

List of figures xi 

List of Tables xiii 

1 Introduction 1 

Part I Introduction of IT Process Modeling 

2 Presentation of the IT Process Map 9 

3 Process Dependencies 21 

4 IT Governance and Process Roles 29 

Part II Description of the Individual IT Processes 

5 Functional Group: Strategic Decision Making 51 

6 Functional Group: Planning and Controlling 73 

7 Functional Group: Account Management 93 

8 Functional Group: Implementation of Changes 107 

9 Functional Group: IT Operation and Configuration Management 129 

10 Functional Group: Supply Management 139 

11 Functional Group: IT Support 145 

ix 

http://d-nb.info/1045793264

http://d-nb.info/1045793264


x Contents 

Part m Implementation of the Model 

12 Introduction of Standard IT Processes 1S9 

13 Process Performance Indicators and Reporting 177 

14 Evaluation of Process Maturity 199 

15 Conclusion 215 

A) IT Management Standards 217 

B) COBIT 4.0 221 

Glossary 231 

Further Reading 237 


