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University of Sao Paulo

IN numbers
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University of Sao Paulo in Numbers

10 campi(Sao Paulo citg main &=
one) §

72 units.

80,500 students;
undergraduate, graduate anc
specialization.

5,000 professors § —
22,000 staff member§750 TI) §

214 undergraduatgrograms.

Universidade publica, fundada
229 graduateprograms. M 1034
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University of Sao Paulo
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Information Technology Organization

CODAGE
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Scenario
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Scenario

A Service Management based on ITIL Best
Practices:

I Configuration Management.
I Problem Management.
I Incident Management.

I Service Desg Opening of Technical Service
Call.
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Incident Management
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Problem Management
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Outcomes

CHTs
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Scenario

A Need for improving the quality of service:
provided to the university community in
terms of:

I Efficiency & Efficacy.
I Accuracy about the service delivery time.

A Need for aformal Strategic Planningnd
Governance

Universidade de Sao Paulo [T 5?&]2

Informacéo de Rodapé 15



Strategic Planning
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Basic Framework

Competitive Positioning

Sustainable competitive
advantage.

Strenghts and weaknesses

Industry Structure

Factors affecting industry
profitability.

Opportunities and Threats

A 4

Strategy Formulation and
Implementation

Defining and executing the
managerial tasks

Source: HAX & Majluf

i The Strategy Concept and Process,1996
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Strategy Perspectives

Operational
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Center for Electronic Computing

Study Case
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CCE

A IT Services Provisiosuch as:

I Backbone network connecting different campuses in
different cities.

| Backbone network at the main campus.

| Telephony.

| Corporative Internet Data Center.

I Corporative email Services1(0 mil caixas postgis

I Microinformatics Maintainance.

I AudioVideo Services (e.g., videonference

| Help-Desk for IT Services.

| Procurent for IT acquisition for the whole university.
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Mission

To be a reference IICT(Information
and Communications Technology
serviceprovision foruniversity
campus
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Corporate Values

A Beliefs
I The Human Being is who promote results.

A Behavior Best Practices:
| Collaborative work.
I Commitment.
I Responsibility.
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Challenges

A How to consolidate the Strategic
Planning?
A How to evaluate if the objectives and

goals of the Strategic Planning have been
achieved?

A How to assess the contribution of IT in
the organization goals and mission
achievement?
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Strategic Planning

Indicators

(Sustainabillity)
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IT Governance
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What i1s IT Governance?

A The basic concept changes from one
framework to another:

I MIT-CISR:

A Specifying thelecision rightsand accountability
framework to encouragéesirable behavioin
the use of IT.
i aD2OSNYIyOS A& | 062 dzii whoeé a
makes each type of decisiofa decision right), who has

Input to a decision(an input right) and how these
people (or groups) are heltcountable for their rolé @
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What i1s IT Governance?

A IT Governance is concerned about two
aspects
I ITdeliversvalueto the business
I ITrisksare mitigated

A Thus,|Tgovernances focusedon:
I Creationof businessvalue (strategicalignment)

I Preservation of business value (risk
management)
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MIT IT Governance Framework

A IT Governance must address three
guestions:

I What decisionsmust be made to ensure
effective management and use of IT?

I Who should make these decisiomsinput
and decision rights?

I Howwill thesedecisionsbhe madeand
monitored?
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MIT IT Governance Framework
ACKS | yvagSNhR (2 0GKS3
I Governance Arrangements Matrix
I Governance Design Framework
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Governance Arrangements Matrix

Decision Domain

IT T Business
IT Principles Architecture Application IT Investment

Needs

Infrastructure

Feudal

Federal |

Governance Archetype

Universidaae de Sao Paulo (IS 1/ )z
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Example Governance Arrangements
Matrix

Decision Domain

IT T Business
IT Principles Architecture Application IT Investment
Infrastructure Needs

IT
Monarchy

Federal | X

Governance Archetype

oG E 0s GOV esr nan cueescAfsy g NG m



Governance Design Framewort

Enterprise

Strategy &
Organization

IT Organization
& Desirable
Behavior

IT Governance

Arrangements
- Decision Rights via
Monarchies, Federal etc.

IT Governance
Mechanisms

(e.g., Committees, budgets etc.)

IT Decision

Domains
Hrinciples
Mrchitecture

Anfrastructure
Anpplications
Anvestment

Business
Performance
Goals

IT Metrics
&
Accountabilities

=) Hdaa monize Wha

Source: MIT SloaR'CI8RO de

odapé

1

Harmonize How 4

Universidade de Sao Paulo [&57@2




Designing IT Governance from
Strategic Drivers

Enterprise
Strategy &

Organization

IT Organization
& Desirable
Behavior

IT Governance

Arrangements
- Decision Rights via
Monarchies, Federal etc.

IT Governance
Mechanisms

(e.g., Committees, budgets etc.)

IT Decision

Domains
MArinciples
Architecture

Anfrastructure
Adpplications
Anvestment

Critical Strategic
Drivers

A/alue Disciplines
KOperational Excellence.
ACustomer Intimacy.
Aroduct Leadership.

Ausiness Unit Relationship
Synergy.

Adutonomy.

Ragility.

&) | .0nize What

Source: MIT Sldaw I8RO de Rodape

}
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Designing IT Governance for
Performance Goals

Typlcal Perform an Ce Arrangements

Goals & Metrics

Aasset Utilization & ROA.

AProfit & ROI or ROE.

AGrowth & Percent Net
Revenue Change.

IT Governance

- Decision Rights via
Monarchies, Federal etc.

IT Governance
Mechanisms

(e.g., Committees, budgets etc.)

IT Decision

Domains
Mrinciples
Mrchitecture

Anfrastructure
Applications
Anvestment

Business
Performance
Goals

IT Metrics
&
Accountabilities

Source: MIT Sldaw I8RO de Rodape

L Harmonize What
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CASE - Governance Design Framework

Enterprise Strategy &

Organization
AOperational excellence

AStandardize

innovative solutions

IT Organization &
Desirable Behavior

ADevelop project, process
and technical
competence within IT.

AOptimize and standardize
process, project
procedures and
technology platforms.

AMultiple support levels..

Informac&o de Rodap
4=m) Harmonize What

1

IT Governance
Arrangements

IT Governance
Mechanisms

AIT Governance
committee .

AProject steering board
lead key IT
implementation.

AITIL tools for problem &
Incident management.

ASystem & net mgmt..

ASLA.

Alntranet for communication.

Y
Harmonize How

SINERS
Performance Goals

ASustained growth
AReduce cost structure
efficiency

advanced
technologies .

IT Metrics
& Accountabilities

AKPI (Key Performance
Indicators) on service
guality as service
delivery time .

AStandards adoption .

AResponsiveness to
customer needs and
claims.

- rJ




Governance Design Framework

Enterprise Business
Strategy & Performance
Organization Goals
IT Organization IT Metrics
& Desirable &
Behavior Accountabilities
IT Governance
Arrangements
IT Governance
Mechanisms
IT
Decisions
“ Harmonize What I Harmonize HOV\L/10 Universidade de S30 Paulo ESW@
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Final Considerations
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Current Status
A Alignment with Rector ProgramGESPUBLICA.

A Culture Change

| Strategic Planning
A Action Plan#\ Projects
A Evaluation every 3 months

I Governance

A Definition of Indicators and Mechanisms aligned with
Strategic Planning.

A Tool for Monitoring the Strategic Planning Execution
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Current Status

A Culture Change

I The Human Being is who promote results.
| Collaborative work.

I Commitment.

| Responsibility.

A Leadershig Coaching & Mentoring.

A Competencies Mapping for new competencies
development.
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Results Analysis
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Results Analysis

A Organization Alignmentith the mission and
goalsset by theStrategic Planning

A Governance allows the Strategic Planning
follow-up via:
I Key Performance Indicators
I Key Goal Indicators

A Possibility ofefining and adjustinghe
Strategic Plannin@ccording to the results and
the market and strategy changes.
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Results Overview
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2008-2009

Mencao Honrosa na Categori:
Inovac&o do Prémio Mario g
Covas do Governo do Estadieus
de S&o Paulojg¥
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Vencedor na Categoria
Inovacao do Prémio
Mario Covas do Governo

do Estado de S&o Paulo

Universidade de Sao Paulo [&5?@2

Informagdo de Rodapé 49



Communication

A CCE History.

T ITEMPO DE INOVAGAO A ProvidedServices
A Strategic Planning &
PJarrBﬁarttj::xtiséifrztcéegiggsgo?:hﬂrativo Execution
I Intranet.
I Sustainabllity.
I Governance.
I Training.
I Business Units.
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Communication
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