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benchmark : Decimal
value : Decimal
availability : String
particularValue : Decimal
created : Date

SpecificIndicator

BusinessProcess
name : String
description : String
priority : String

Goal

name : String
description : String

IndicatorCategory

name : String
description : String
purpose : String
examples : String
presumptions : String
preferredVisualisation : String

Indicator

i

ReferenceObject

Resource Product

name : String
responsibility : String

Role

i
i

computed from

0..*

of kind

similar to

specialized from

us
ed

in

surrogate
for

in charge of

part of

pa
rt
of

represents

represents

measures

measures

0..*

1..*0..*

0..*

0..* 0..*

0..* 0..*

0..*

0..*

0..*

0..*

0..*

0..*

0..*

0..1

0..*

0..*

0..*

0..*

0..*

0..*1..1

context SpecificIndicator inv:
self.decisionScenarios->forAll (d |
self.indicator.decisionScenarios->includes: d)

C1

used
in

name : String
relationSpecification : String
presumptions : String

CustomizedRelationship

1..1

affecting via

name : String
triggeredBy : String
challenge : String
successFactors : String
created : Date
closed : Date

DecisionScenario

i
i

0..*

affected by

1..1

0..*

1..1
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Goal 1

# Indicator A

Description: Arithmetical average of
Indicator B and Indicator C

Purpose: Used to measure the
attainment of Goal 1

Presumptions: Indicator B and
Indicator C have same impact
on Indicator A

# Indicator B
[Measurement Unit (optional)]

Department

Indicator (Type) with selected
attributes explicated

Indicator (Type) without
explicated attributes

Indicator Category
Tag (optional)

# Indicator C

Computed-from Relationship

Goal Indicator
Relationship

Measures Relationship

early indicator

Customized Relationship
Association Name

Similar-to Relationship
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Increase of efficiency of IT
department

# IT costs [€]

IS
&
B
us
in
es
s

In
di
ca
to
rS

ys
te
m

G
oa
lS

ys
te
m

# Turnover [€] # Share of IT projects
meeting budget costs [%]

# IT project
efficiency [%]

# Efficiency of IT
department [%]

IT costs share of turnover below
industry standard

# Average throughput
time [minutes]

< Business Process A >

...

# IT operations
efficiency [%]

# IT hardware costs [€]

# IT costs share of
turnover [%]

Operations

IT

Finance

IT IT

IT

IT

IT

< Business Process B >< uses

< uses

depends on

is early indicator for

IT

< Service Support>

...

is value driver for

correlates with

# Average Utilization
IT

# Average Incident Resolution Time

IT

Description: Calculated as the time between
reporting a ticket and the resolution of the
corresponding incident
Purpose: Indicate performance of the
service desk
Presumptions: Low average incident
resolution time indicates good performance
of the service desk; low average resolution
time does not necessarily correspond with
good quality of service; may lead to
oversized service desks
Preferred Visualisations: traffic light
Benchmark: 30 minutes

In
st
an
ce
s

BP-A #167BP-A: #145

Correlation: positive
Presumptions: Usually a high average
utilization correlates with a high average
incident resolution time. A series of
complicated incidents may lead to a high
avg. resolution time despite low average
utilization.
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