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1. Introduction

At present, more and more big and small companies begin to structure produced and
gained IT services in order to balance them with the current and planned needs for the own
business and for the clients, to improve produced/gained quality of service and to reduce
long-term investments into IT infrastructure.

In the last decade information technology (IT) had a severe influence on business
processes. Personal computers (PC), local area networks (LAN), client-server technologies
and the rapid spread of Internet services had let organizations faster introduce their products
and services into the market. The above-mentioned innovations announced transition from
industrial to information era where everything happens in a more dynamic way. In traditional
hierarchical enterprises the reaction to rapidly changing market conditions often is much
slower than really needed, which led to the origination of new type of enterprises with smaller
hierarchical grade [6].

In the enterprises themselves the accent has moved from vertical functions to
horizontal processes that are working within the whole organization but decision making was
moved to lower levels. At this background, fast development of IT service management
processes occurred.

World experience has shown that IT service management isn’t an easy task: on the one
hand, it is related to business explosion, but on the other hand, organizations that are
implementing IT service management usually have deep focus on the optimization of internal
processes. Nowadays IT service management has become a needed instrument for supporting
companies’ basic functions. System development and functioning issues are more and more
defined with the influence of “business view” [7].



2. IT management strategies

The aim of this paper is to describe the current situation in IT infrastructure utilization
and management procedures at the governmental level, to propose possible solutions for the
optimization of IT infrastructure utilization, to analyze IT Infrastructure Library (ITIL)
processes at a theoretical level and to produce a methodology of ITIL processes delivery at
government unit.

In recent years it has become increasingly recognized that information is the most
important strategic resource that any organization has to manage. Key to the collection,
analysis, production and distribution of information within an organization is the quality of
the Information Communication Technology (ICT) systems and IT services provided to the
business [5]. It is essential that we recognize that ICT systems are crucial, strategic
organizational assets and therefore organizations must invest appropriate levels of resource
into the support, delivery and management of these critical IT services and the ICT systems
that underpin them. However, these aspects of IT are often overlooked or only superficially
addressed within many organizations [2].

The challenges for IT managers are to co-ordinate and work in partnership with the
business to deliver high quality IT services. This has to be achieved while reducing the overall
TCO and often increasing the frequency, complexity and the volume of Change. The main
method of realizing this goal is the operation of effective processes and the provision of
appropriate value for money services. To accomplish it, the correct processes need to be
developed and implemented within built assessment and improvement mechanisms. IT
management is all about the efficient and effective use of the four Ps, people, processes,
products (tools and technology) and partners (suppliers, vendors and outsourcing
organizations) [1].

Management therefore needs to develop joint strategies and plans for all four areas
(Figure 1). However, many organizations, in the past and still today, recognize the four Ps but
do not use them for maximum advantage. All too often products are bought to manage areas
of technology and then the processes, partners and people’s roles are engineered to fit the
technology and its limitations. The people and processes issues must be addressed first and
this is one of the core principles of ITIL [4].

Processes

Figure 1. The four P's
3. Analysis of institution IT infrastructure

In general all government institutions have strongly highlighted hierarchical structure
(Figure 2), which means that the reaction to fast changing outside environment (for example,
a lot of new EU Information systems that have to be implemented in a short period of time) is
critically slow.

Moreover, it can be mentioned that decision making is really timely process not only
because the decision itself has to be approved on various hierarchical levels but also because



of time it takes to even start the approval process. From the authors’ point of view, the main
problem of government institutions preventing them from implementing big projects is
budget. The budget is foreseen for a whole year; that’s why all unplanned activities and costly
things are banned from the very beginning if they are not included into the current fiscal year.
Besides, it takes one more year to wait till the approval of a new budget. But on the other
hand, if it was decided to implement some new services or functions, nothing can stop one
from achieving his/her aim.

Another well known problem when implementing new services is unwillingness of
working personnel to support new undertakings. Almost all of uninterested or not familiar
with things being implemented for sure will be against them. That phenomenon can be easily
explained — who needs new things when old are working perfectly — why should some kind of
Helpdesk be called in case of problems with the network if network administrators can be
contacted directly?! Usually it takes a lot of time to explain that in case of fire centralized
phone is contacted, not a friend fireman.
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Figure 2. Organizational structure of information centre

Another way to make people act in needed way in government institutions is to use
brutal force. Of course it’s not preferred way but it should be considered as a possible solution
that shouldn’t be forgotten about [3].

A good thing that should be mentioned — quite modern registration systems almost in
all government institutions that later can be used to trace all configuration units to their
disposition. These registration systems will give input information when implementing
configuration management (Figure 3), for example.
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Figure 3. Configuration units
4. Implementation of ITIL processes in state institutions

Taking into account the above-mentioned problems related to decision making and
budgeting of big projects it’s not hard to imagine that some big IT service providers like
Information Centre of Ministry of Interior hadn’t had any “one point of contact” system. For
that reason end-users had to contact various personnel to solve different problems. Only a few
years ago a decision was made to start implementing ITIL. As a first step for achieving this
goal, Help desk was introduced. It was planned that Help desk would overtake not only
Problem and Incident management which is mostly intended for external users, but also
internal things such as Configuration management.

For that reason, Service Level Agreements —SLA- were introduced for external service
gainers and modification of internal documentation was started to allow Help Desk personnel
to forward problem handling to different Information Centre units such as Data Base
administration, Network administration etc.

To control Help Desk performed activities, special software has been introduced
which allows both reporting on a problem via WEB based interface, and various reports can
be generated allowing hierarchy to receive specific information regarding not only Help Desk
as a whole but also every worker in particular.

Speeding up of a project was achieved by introducing long-term plan for the whole
ITIL implementation and short-term plans for the assignments given to different units of
Information Centre. Also reporting on a regular basis was introduced which gave input
information for the analysis. So the needed corrections to the plans can be made timely. Here
the Deming Quality Cycle(see Figure 4) should be mentioned which is a closed-loop feedback
system, based on the Plan-Do-Check-Act (PDCA) model and is capable of receiving inputs
for improvements from any planning perspective.

All the above-mentioned activities have led to smooth achieving of the goal — Help
Desk started its operations as planned.
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Figure 4. Deming quality cycle

It should be stated that timely made activities that are aimed at informing the hierarchy
on planned changes, which gives known understanding and support from its side, should
mitigate a lot of risks — such as lack of support from higher instances, insufficient
communication resources etc.

5. Conclusions

IT services governance is not an easy task, because it is related to rapid business
growth on the one hand, and on another hand it is dependent on the focus on the optimization
of internal IT processes in institution. Nowadays, IT services governance has become a
necessary tool to support institutional basic business processes. Implementation of ITIL
processes has a positive impact both on the quality of provided services and personnel of
service provider company, as well as disciplines IT beneficiary institution employees.

The analysis of the current organizational structure of Information Centre of the
Ministry of Interior requires modernization of Information Centre processes, relating to
provided IT services. Based on the current research, the technique of IT services governance
implementation was developed using ITIL methods and processes.
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Dorogovs Pjotrs, Romanovs Andrejs. Informacijas tehnologijas infrastruktiiras izmanto$anas
optimizacija un infrastruktiiras parvaldibas labakas prakses procesu ievieSana valsts institaicijas

Patlaban Latvijas uznémumi uzsak sniegto un sanemto IT pakalpojumu strukturéSanu ar mérki lidzsvarot tos ar
esosam un planotam vajadzibam gan biznesam, gan ari klientam, uzlabot sniegto un sapemto pakalpojumu
kvalitati un samazinat ilglaicigas investicijas IT infrastruktira. Sa raksta mérkis ir aprakstit patreizéjas IT
infrastruktiiras izmantoSanas un parvaldibas panémienus Latvijas Republikas lekslietu Ministrijas Informdcijas
centra, piedavat iespéjamus risinajumus IT resursu izmantoSanas optimizdcijai, teorétiskaja limeni izanalizet IT
parvaldibas panemienus, balstoties uz pasaules IT koncepciju, politiku un labako praksu krajumu (ITIL).
Petijuma ietvaros tika veikta esosas valsts iestades IT infrastruktiiras analize, tika identificétas IT pakalpojumu
sniegSanas problémas, kuru risindsanai var tikt izmantotas ITIL metodes un prakses. Tika izstradatas un
pielietotas ITIL procediiru ievieSanas metodes Latvijas Republikas Iekslietu Ministrijas Informacijas centra.

Dorogovs Pjotrs, Romanovs Andrejs. The optimization of use of IT infrastructure and the implementation
of ITIL processes in state institutions

Nowadays Latvian enterprises begin to structure produced and gained IT services in order to balance them with
the current and planned needs both for the own business and for the clients, to improve the quality of produced
and gained services and to reduce long-term investments into IT infrastructure. The goal of this paper is to
examine the current use and management procedures of the IT infrastructure within Information Centre of the
Ministry of Interior of the Republic of Latvia, to propose possible solutions for the optimization of the use of IT
infrastructure, to analyze at the theoretical level the IT governance methods, based on international set of IT
concepts, policies and best practices (ITIL). While conducting research, an analysis of the current IT
infrastructure of a state institution was performed and IT services providing problems were identified. To solve
these problems, ITIL methods and practices could be used. ITIL implementation procedures are worked out and
implemented for the Information Centre of the Ministry of Interior of the Republic of Latvia.

Joporos IléTp, PomanoB Anapeii. OnTtumuzauus ucnoiab3oBanus UT undpacTpykTypbl U BHeApeHHe
npoueccoB ITIL B rocynapcTBeHHBIX yUpesKIeHUX

B nacmoawee epema npeonpusmus 6 Jlameuu Hauumarom cmpyKmypuposauue npeoocmasnaemMsvix U
noayyaemoix UT ycnye ¢ yenvio ypasHoecums ux ¢ HACMOAWUMYU U NAAHUDYeMbIMU HYHCOAMU KaK 015 OusHeca,
maxk u O KIUeHmda, d makdxce VIAYYUUMb Kayecmeo NpedOCMmAasiaeMbiX U NOAYYAeMblX YCAye U CHU3UMDb
donzocpounsie ungecmuyuu 8 ungpacmpykmypy HT. Ilenv smoti cmamvu — onucamos npuemsvl UCHONbI0BAHUS U
ynpasnenuss UT ungpacmpyxmypou 6 Hugopmayuonnom yeumpe Munucmepcmea 6HympeHHUx 0ei
Jlameuiickoii  PecnyOnuxu, npeonodxcumv peuieHuss no onmumusayuu ucnoavsosanus HT pecypcos, Ha
meopemu1eckom ypoeHe npoauanuzuposams npuémul ynpaenenus UT na 6aze medcoynapoonozo cOopruxa
KoHyenyuu nonumux u Haunywwux npaxkmux HT (ITIL). Bo epems uccrnedosanusi Ovbii npogedeH aHAIU3
cywecmeyioweri  UT — ungpacmpyxmyper  20Cy0apcmeennozo  yupedjcoenusl, — onpeoeneHvl  npobdiemvl
npedocmasnenuss UT cepsucos, 015 peuieHusi KOMOpwx Mo2ym Oblmb UCNOIb3068aHbL MemoObl U npakmuku ITIL.
bviu  paspabomanvt u npumenenvl memoowvl eneopenus npoyedyp ITIL 6 Hnpopmayuonnom yeumpe
Munucmepcmea enympennux oen Jlamsuiickou Pecnybauxu.



