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Ba ba a Paech 1, Alf ed Win e

Ab ac : The cce f l deli e of IT e ice i enabled b info ma ion managemen ha can
be di ing i hed in o a egic, ac ic and ope a ional info ma ion managemen . A majo challenge
of info ma ion managemen i he c ing and de®ni ion of i a k , en i pe and ool . A
he ame ime, he inc ea ing comple i of IT e ice and ela ed inf a c e, co effec i ene
and inc ea ed e e pec a ion demand anda di ed p oce e fo ope a ional info ma ion man-
agemen . One majo app oach o c e and anda di e IT ope a ion i he ITIL c 4 f ame o k,
he Info ma ion Technolog Inf a c e Lib a . ITIL con ain be p ac ice o align IT e ice
i h he need of a b ine in gene al. Se e al o gani a ion ha e in od ced p oce e of ITIL in
hei ope a ional info ma ion managemen .

A an e ample of an o gani a ion, e d a ho pi al. So fa he e i no ag eed anda d of ha
con i e p ope info ma ion managemen in a ho pi al. The efo e i i in e e ing o d indi id-
al ho pi al and hei info ma ion managemen . Thi pape de c ibe he e l of a em anal i
ba ed on in e ie o in e iga e a ho pi al info ma ion managemen a k , en i pe , ool
and he adop ion of ITIL in o de o anal e eng h and eakne e of IT ppo of Info ma ion
Managemen .

Ke o d : Info ma ion Managemen , S em Anal i , ITIL

1 In od c ion

Acco ding o Win e e al. [Wi11], info ma ion em (IS) pla an impo an ole fo
man people i hin o gani a ion in gene al and e peciall in o gani a ion of he heal h
ca e en i onmen . S aff of heal h ca e in i ion a e affec ed b he a ailabili and q al-
i of info ma ion in hei dail o k, e peciall in ho pi al . Fo he ef®cien ope a ion
of IS, an info ma ion managemen (IM) i nece a , hich i epa a ed in o a egic,
ac ical and ope a ional info ma ion managemen .

S a egic IM e abli he a egie and p inciple fo he info ma ion managemen di i ion
ha e l in a a egic IM plan. Tac ical IM follo he need of a egic IM and imple-
men ol ion o change i hin p ojec . The p o i ioning of IT e ice i he p ima
a k of ope a ional IM.

1 Uni e i Èa Heidelbe g, In i fÈ Info ma ik, Im Ne enheime Feld , 91 1 Heidelbe g, (k eche e |
paech)@info ma ik. ni-heidelbe g.de
Uni e i Èa Heidelbe g, Im Ne enheime Feld , 91 1 Heidelbe g, man el.j ng@ d. ni-heidelbe g.de
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4 ITIL c i a egi e ed adema k of Of®ce of Go e nmen Comme ce. F he occ ence of ITIL c ela e o
hi egi e ed adema k.
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All ac i i ie of IM con i of a k ha e o pda e info ma ion and a e ppo ed b
ool in o gani a ion . E.g. he a k strategic IM planning i e pon ible fo aligning
he IM di i ion goal i h he goal of he ho pi al. The en i pe ed o doc men
hi info ma ion i he strategic IM plan. Se e al ool migh be in ol ed in he c e-
a ion of hi plan. Thi co ld be an office system in combina ion i h a enterprise
architecture management tool o a balanced scorecard tool.

Some of he a k , e peciall a k of ope a ional IM ha e adop ed be p ac ice ch a
ITIL. ITIL, he Info ma ion Technolog Inf a c e Lib a [A 1 ], [Ra11], [S 1 ] i
one of he majo app oache o c e and anda di e IT ope a ion . ITIL con ain a
e of be p ac ice fo e ice de ign, e ice an i ion and e ice ope a ion, go e ned
b a e ice a eg , allo ing a con in o e ice imp o emen . Se e al ho pi al ha e
adop ed ITIL i hin hei ope a ional IM [Ho11]. Ho e e , he a k , en i pe , ool
and adop ion of ITIL depend on he ho pi al need , o gani a ional c e and comple -
i of IT ed. In o e ea ch e a e in e e ed o nde and he IM of diffe en ho pi al
in o de o elici he IT- ela ed need of he IM pe onnel, in pa ic la of he chief info -
ma ion of®ce (CIO). A a ® ep e anal ed he a -i - a e of he IM of a big ho pi al.
We call hi ho pi al in he follo ing ho pi al X. I ha mo e han 5 emplo ee and
mo e han 1 bed .

Thi a -i - a e can be modeled ing he Th ee-la e G aph-ba ed Me a Model LGM
( ee ec ion . ). P e io p blica ion ha e ho n, ha LGM i i ed o model a k ,
en i pe and ool i hin ho pi al [Ja 9] and [Wi ]. He e e e hi model fo he
® ime o anal e he IM and i adop ion of ITIL.

The e a e o bene® f om em anal i and modeling fo o gani a ion : Fi , he
model i he ba e fo compa abili of IM be een diffe en o gani a ion . The model
n eil he ITIL confo mi of p oce e , hich can be ed o de e mine he le el of
ma i , e.g. a de c ibed in [WWB15]. Second, he modeling of a k indica e mi ing
o nnece a a k and i he ba i fo f e op imi a ion and con olida ion of he IM
and i p oce e .

The main con ib ion of hi a icle a e:

1. A de c ip ion of o em anal i o iden if a k , en i pe and ool i hin
one pa ic la ho pi al IM.

. Fi e l of hi em anal i in e m of a LGM model

. A ® a e men , o hich e en he iden i®ed a k a e ba ed on ITIL.

The emaining pa of hi pape i c ed a follo . We ® de c ibe he backg o nd
and ela ed o k. Sec ion e plain o em anal i me hod ed o iden if a k ,
en i pe and ool in ho pi al. Sec ion 4 p e en he e l of he em anal i in
he ho pi al. Finall , idea of f e o k a e ho n and a concl ion i d a n in ec ion 5.
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Backg o nd and Rela ed Wo k

Thi ec ion de®ne he e m a k, en i pe and ool. I hen de c ibe he me hod
em anal i b Ammen e h e al. and in od ce he cha ac e i ic and age of

LGM model . Finall , he concep of an ITIL efe ence model a e de c ibed.

.1 Ta k, En i T pe and Tool

Acco ding o TORE (Ta k- and Objec -O ien ed Req i emen Enginee ing) [PK 4] a k
a e e ec ed b e in he en e p i e. The a e iden i®ed b con ide ing he c en
ac i i ie of he e . Thi can be done b in e ie ing he e and b moni o ing of
o k¯o . The applied em and ool in hi ca e ppo he p oce ing of a k .

The e m be e plici l de c ibed and placed in he con e of he o k en i onmen .
Each a k i de c ibed b a a k de c ip ion, ba ed on he empla e of TORE.

Fig e 1 ho he empla e, a an e ample applied o de c ibe he a k change manage-
men . The de c ip ion cap e aim and po ible b- a k , e pon ible pe on and inp
and o p da a fo he ep e en a ion of he en i pe , a ell a me a da a ch a he
ID, da e and e ion. Wi h e pec o ITIL he a k ep e en he ( b) a k fo he ITIL
p oce e .

Ta k: Change Managemen
ID: A-
Ve ion: 1.
Da e: . . 15
Objec i e Collec ion of change
S b a k of n a
Po ibili o in e ene edi eq e , e ima ion of change
T igge e eq e
P io i lo high middle
Ini ial i a ion comple ed eq e fo m, eligible change a ionale
Info ma ion In change eq e fo m
Info ma ion O change epo , change app ai al, changed componen em
Re o ce aff of ope a ional IM, change ad i o boa d, di i ion man-

age , po ibl depa men manage
Applica ion S em Tool Mic o of Of®ce (Wo d, O look), Mic o of Sha ePoin
In e face E change e e , Sha ePoin e e

Fig. 1: Ta k empla e acco ing o TORE [PK 4], ed o de c ibe he a k change managemen

An en i pe i an kind of info ma ion ha i con med, p od ced o modi®ed b a
a k. The e can be doc men , da a c e , objec , ®le , peci®ed b da a pe o
e en pape ba ed a ifac . To kno all en i pe ha o ad an age . Fi , i make
e plici common da a in e face ha enable in e ope abili be een IS. And econd, i
ho hich info ma ion i nece a o pe fo m he gi en a k . In con eq ence, hi
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kno ledge can be ed o model hich info ma ion i needed b hom in o de o f l®ll
hich a k.

Tool in hi con e a e all kind of applica ion , of a e em o of a e componen
ha ppo he e ec ion of a k , in o he o d an kind of IS.

. S em Anal i a me hod

The p po e of he em anal i me hod acco ding o Ammen e h e al. [Am15] i
o p o ide an e ac de c ip ion of he p ope ie of an e i ing IS o a e of i pa . The
anal i e l in he de c ip ion of an a -i - a e. In ca e hen eng h and eakne e
a e impo an , he anal i i follo ed b an a e men . The me hod of em anal i i
domain independen , e p opo ed in he con e of heal h ca e en i onmen . I comp i e
a em anal i p oce model ha e ec e anal i ac i i ie i hin m l iple i e a ion .
Thi allo e o k, adap a ion and imp o emen of he ac i i ie e l in each i e a ion.

Se e al anal i pe can be ed fo a io objec i e . Be ide o he , he a k anal i
con ide b ine a k and ac i i ie in a di i ion. The foc of eq ipmen anal i
i he a e men of ool and applica ion em fo e ec ion of a k and a ocia ed
ole . B ine p oce e i hin a di i ion a e in e iga ed d ing he p oce and ac i i

anal i .

Fig. : S em Anal i a de c ibed in [Am15]

Fig e ho he p oce model of he em anal i . A em anal i i igge ed b
ce ain objec i e o a p ima q e ion. Each of he fo pha e con ib e o he em
anal i and ili e e e al me hod .

The ® pha e i he planning of he em anal i . I e l in a doc men a ion of he
em anal i objec i e a ell a p ima q e ion and he cope. Pa of he planning

i he de®ni ion of a e men c i e ia fo a la e a e men , if applicable. All info ma ion
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needed o an e he anal i q e ion a e iden i®ed and ga he ed in he econd pha e, he
info ma ion acq i i ion. Info ma ion can be acq i ed b pe fo ming in e ie , i en

e , ob e a ion and da a anal i .

Wi hin he hi d pha e, p oce ing and modeling, he info ma ion i p oce ed and an -
fo med in o a i able model. The em anal i ppo an kind of model ch a
UML diag am , b ine p oce model , a ell a ARIS and LGM model . The la e
i di c ed in de ail in ec ion . .

The e i®ca ion of he em anal i e l i done in pha e fo . The foc i on
de e mina ion of co ec ne , comple ene and app op ia ene of he c ea ed model .
Depending on he comple i of he em anal i , he e i®ca ion can be ei he b a
di ec feedback i h e pon ible pe on o b e i®ca ion mee ing .

. Modeling i h LGM

The Th ee-la e G aph-ba ed Me a Model ( LGM ) ha been p opo ed b Win e e
al. [WBW , We ]. I enable he modeling of heal h info ma ion em [Wi11].

The model con i of h ee la e : Fi , he f nc ional la e , ha ho a k and ela ed
en i pe . Second, he logical ool la e ha ela e applica ion em o a k and
en i pe . Thi d, i hin he ph ical ool la e , he ool o applica ion em a e
alloca ed o peci®c ha d a e, comp ing inf a c e and comm nica ion echnolog .

Fig. : An e ample in ance of a LGM model

Fig e ho a imple LGM Model. In he f nc ional la e , he a k strategi-

c planning i depic ed, ha e he hospital goals a inp and o p a modi-
®ed strategic plan, bo h en i pe . The a k i ppo ed b o ool , ho n on
he logical ool la e : a text processing system, hich n ph icall on a e
workstation, and a project planning software ha n on a e e called PMSW.
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.4 ITIL Refe ence Model

A efe ence model de c ibe a cla o e of model i h imila p ope ie . S ch model
con ain he ab ac ed and impli®ed info ma ion of a domain o opic and can be ed
fo doc men a ion, p e en a ion o anal i . Onl h o gh i applica ion and age, a
model become a efe ence model [I 8]. One majo fea e of a efe ence model i i
compa abili i h o he model of a peci®c domain.

A LGM ba ed efe ence model fo ITIL ha been de®ned b Iûle [I 8]. The efe -
ence model conden e he applica ion of ITIL in a medical en i onmen and con ain 9
of he ITIL (p bli hed in ) p oce e . The e a e a ailabili managemen , capac-
i managemen , inciden managemen , IT e ice con in i managemen , elea e and
deplo men managemen , e ice a e and con®g a ion managemen and e ice le el
managemen . On he f nc ional la e he model con ain a k and en i pe . The logi-
cal and ph ical ool la e do no con ain an elemen , ince hi i bjec o in an ia ion
of he efe ence model. All of he e p oce e a e a ailable a independen pe pec i e
ha a e pa ial model .

Fig e 4 ho he f nc ional la e of he ITIL p oce Change Managemen . The e
a e 4 majo a k hich handle he eq e fo a change, he ched le fo he change,
he change and he app ai al fo he change, e pec i el . The ®g e ho fo each ma-
jo a k he h ee b a k eco d, change and dele e. In he follo ing onl he co e a k
i e plained. The ® a k i o handle information about a request for change

ha c ea e o modi®e he request for a Change. Thi eq e i inp o he a k
o handle information about a schedule for a change ha e l in schedule

for a change. The ched le i ed b he a k o handle information about an

appraisal of a change ha c ea e o modi®e he appraisal of a change. The
ched le i al o ed b he a k o information about a change ha c ea e o mod-
i®e a change.

Fig. 4: F nc ional la e of ITIL change managemen [I 8]
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Me hod

We ha e cho en he me hod of em anal i acco ding o Ammen e h e al. [Am15],
ince hi me hod in e iga e he a -i a e, add e e he heal h ca e en i onmen and i
ela ed o LGM . Thi ec ion de c ibe o in an ia ion of hi me hod fo he peci®c
ho pi al X. All adap a ion of he me hod a e e plici l de c ibed.

Fig. 5: The info ma ion a ifac ed and p od ced b he em anal i

Fig e 5 ho he a ifac gene a ed in each pha e of he em anal i . The a e
e plained in each of he follo ing b ec ion . All e l a e conden ed and compiled
in o an anal i epo .

.1 Pha e 1: S em Anal i Planning

The objec i e (O) of he anal i e e:

O1: Elici he a -i - a e of he a k , hei ela ed en i pe and ppo i e ool i hin
he IM of ho pi al X.

O : Con c a LGM model, indica ing he co e age i h ITIL p oce e .

O : Iden if an in e ope abili i e o media b eak i hin he ool .

A ho n in Sec ion . , he em anal i ppo diffe en pe . A a k anal i
di co e he IM a k and hei ela ion o he ITIL efe ence model. Since a k a e
pe fo med i hin p oce e , he p oce and ac i i anal i iden i®e inp and o p
en i pe . Wi hin he e ec ion of a k , ool can be iden i®ed b he eq ipmen an-
al i . The em en i onmen , o gani a ional c e , comm nica ion pa h and he
con en of ed doc men and fo m a no bjec of he anal i , beca e he do no
con ib e o he gi en objec i e . Th , e ha e cho en a combina ion of a k anal i ,
eq ipmen anal i and p oce and ac i i anal i .
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. Pha e : Info ma ion Acq i i ion

The elec ion of an app op ia e info ma ion acq i i ion echniq e ( ee . ) i ba ed on
follo ing con ide a ion: Ob e a ion a e no app op ia e d e o aff ime limi a ion and
en i i ene of he IM di i ion. Da a anal i doe no ® , ince he e i no e plici da a
a ailable abo a k , en i pe and ool ed. W i en e o ld o k o ga he an
e ac de c ip ion of a k , b add e la ge e -g o p . In e ie ha e been fo nd o
p o ide app op ia e e l in combina ion i h ea onable ime in e men and a e able
o ga he in e ope abili i e in dail o k.

In a ® con e a ion i h he CIO, e iden i®ed pe on i hin he IM di i ion, ho
a e e pon ible fo a k of he IM and he efo e a e ele an a in e ie ee . Non of he
in e ie ee a e ela ed o one of he a ho of hi a icle. In e ie of e e al ole
allo a comp ehen i e ie of he IM a k , en i pe and ool . The ole incl de he
CIO, e e al depa men manage , a p ojec manage and a i an a ho n in Table 1.
We cond c ed one in e ie pe pe on, a ocia ed i h one ingle ole and ed he ame
in e ie -g ide fo all in e ie . Fi e in e ie e e face o face i hin a fo eek
ime-f ame and o ha e been held b phone.

In e ie ee Po i ion Role T pe
Pe on 1 CIO face o face
Pe on P ojec Manage IT S a eg face o face
Pe on A i an IM face o face
Pe on 4 Applica ion Manage face o face
Pe on 5 Se ice Manage IM face o face
Pe on S em Manage IM phone
Pe on A i an IM phone

Tab. 1: In e ie ee in ho pi al X

The q e ion p e en ed in Table e e ed i hin he in e ie . The able al o ho
he ela ion of he q e ion o he objec i e and he en i ioned e l .

Appoin men fo in e ie ha e been ched led -4 eek in ad ance. D ing he in e -
ie , one in e ie e a p e en i h he in e ie ee and p o o addi ional pe on
eco ded he an e . Al o, he in e ie e e e aking no e o i e a p o ocol. The
in e ie had a ma im m d a ion of 1.5 ho .

. Pha e : P oce ing and Modeling

Immedia el af e he in e ie , he p o ocol of he min e ake ( ) ha e been combined
i h he in e ie e p o ocol in o one. The ob ained info ma ion ega ding a k ha been
an fe ed and a embled in o he a k de c ip ion ( ee Fig e 1). Thi a k de c ip ion

i he ba i fo he LGM modeling ha c ea e he elemen a k and en i pe on
he f nc ional la e . Ta k and en i pe ha e e fo nd o be iden ical fo bo h he
ho pi al and he efe ence model ha e been impo ed f om he efe ence model in o he
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Goal Q e ion Me ic
O1 Which a k a e i hin o e pon ibili ? Li of a k

Who el e i in cha ge of hi a k? Li of con ac pe on
A e he e an mo e con ac pe on a ailable fo
f he q e ion ?

Li of con ac pe on

O1, O Which inp and o p info ma ion i p oce ed? Li of en i pe
Which in e face a e ed and ba ed on ha com-
m nica ion?

Li of in e face

O1, O Who i in cha ge of hi p oce ? Li of e pon ible pe on
O1, O Wha ITIL-P oce e a e implemen ed in o di i-

ion?
Li of a k , Li of ITIL a k

O1, O Which applica ion em a e ed o ppo each
a k?

Li of ool

O1, O A e he e an f he applica ion em ha a e
ela ed o ITIL?

Li of ool

Tab. : Q e ion in he in e ie

ho pi al LGM model. The e elemen a e ma ked a g een and ha e an iden ical ID
and de c ip ion, acco ding o he elemen of he efe ence model. The em anal i
e l in a ho pi al peci®c LGM model of info ma ion managemen .

.4 Pha e 4: Ve i®ca ion

The conden ed p o ocol ha been en b e-mail o he in e ie ee i h he eq e o ead
he e and iden if an mi ma che o mi nde anding . The p o ocol did, ho e e ,
no con ain he a k-de c ip ion and he LGM Model. In e ie ee Pe on 1 e ponded
a PDF- can i h ome commen i en feedback. A PDF i h in e ed commen
a e ponded b In e ie ee Pe on . A PDF i h 1 in e ed commen a e ponded

b In e ie ee Pe on . Thei feedback ha been in eg a ed in o a ne e ion of he
p o ocol and incl ded in o he modeling. In e ie ee Pe on 4 e ponded b e-mail, ha
he con en i al igh and opic a ep e en ed co ec l . No o he feedback o commen
e e e ie ed.

Once all a k , en i pe and ool a e pda ed in he LGM model, i ill be p e en ed
o all in e ie ee fo f he con olida ion.

4 Re l

We ha e iden i®ed 1 op-le el a k and 4 a k al oge he ha a e ppo ed b 4
diffe en ool . The a k can be hie a chical. Fo in ance, he a k change managemen
con i of e e al b a k . Fo ea on of cla i , e name op-le el a k a p oce e
ha con i of e e al a k . An o e ie of he op-le el a k i ho n in Fig e . We
a ocia ed each op-le el a k i h one le el of he IM.
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Fig. : The iden i®ed a k a ocia ed i h a egic, ac ical and ope a ional IM

Wi hin he a egic IM, e iden i®ed he op-le el a k a egic IM planing. The ac ic
IM comp i e he op-le el a k p ojec managemen , kno ledge managemen , con ac
managemen and pe onal managemen . The ope a ional IM comp i e he op-le el a k

em managemen , applica ion managemen , e ice managemen , change managemen ,
e ice a e and con®g a ion managemen , inciden managemen , co managemen and
pplie managemen .

The e al a ion of he anal i i ill ongoing. A a ® p e ie , e an o ho he
e l on he p oce change managemen .

4.1 Change Managemen P oce

Fig e ho he LGM pe pec i e of he modeled change managemen p oce in
ho pi al X. The model ep e en he a -i a e of he change managemen p oce fo nd
in ho pi al X. The change managemen p oce con i of 8 a k , e 4 en i pe and
ili e ool . Ta k , ha a e iden ical o he ITIL efe ence model can be ecogni ed b

a g een colo . The colo bl e i he anda d colo fo en i pe .

The f nc ional and logical ool la e a e e plained in he follo ing b ec ion . Since he
ha d a e i no of in e e , he ph ical ool la e ill no be di c ed.
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Fig. : The iden i®ed change managemen p oce

4. Iden i®ed Ta k and En i T pe of Change Managemen P oce

Table ho he iden i®ed a k a ell a he con med and modi®ed en i pe of
each a k. Ta k and en i pe co e pond o Fig e .

Whene e a e need a ne o changed f nc ionali , he c ea e a change eq e -
ing a eb ba ed fo m (T- record information about change). The o p pe
change request i c ea ed. In ca e he change need a modi®ca ion, he a k T- 4
change information about change allo edi ing he change request. Af e he
change request i ecei ed, i i checked fo i nece i in a k T- 5 process the

change request. When fo nd o be nece a a change report i h he commen
abo he change i c ea ed. The ame en i pe change report i p od ced b T-
maintenance activity, hich peci®e gene al change d ing he mon hl main e-
nance. Then a me age abo he a e ed change request i en o he e in a k
T- 8 user notification about change. The change request fo m i no a ed
fo a di i ion- ide acce in a k T- storage of change request form. If he
change request i accep ed in he fo m of a change appraisal, he change i h he
nece a planning i implemen ed i hin he a k T- 9 implementation of change.

A oon a he change i a ailable, i impac can be a e ed d ing he change eval-

uation af e i deplo men in ope a ion a hi i a k T- 1 evaluation of change.

9
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ID Ta k En i pe con med En i pe modi®ed
T- Reco d info ma ion abo change change eq e
T- 4 Changing info ma ion abo change change eq e change eq e
T- 5 P oce he change eq e change eq e change epo
T- Main enance ac i i change epo
T- S o age of change eq e fo m change epo
T- 8 U e no i®ca ion abo Change change epo change app ai al
T- 9 Implemen a ion of Change change app ai al change
T- 1 E al a ion of change change

Tab. : En i pe ed i hin change managemen a k

4. Iden i®ed Tool of Change Managemen P oce

The iden i®ed a k of he change managemen a e ppo ed b a collabo a ion pla fo m
(Mic o of Sha epoin ), a e edi ing of®ce em (Mic o of Wo d) and E-Mail com-
m nica ion (Mic o of O look). The mapping be een a k and ool i mma i ed in
Table 4.

Tool Ta k
Mic o of Sha epoin Reco d info ma ion abo change (T- ), Changing info ma-

ion abo change (T- 4), Main enance ac i i (T- ), S o -
age of change eq e fo m (T- )

Mic o of Wo d P oce he change eq e (T- 5)
Mic o of O look S o age of change eq e fo m (T- ), U e no i®ca ion abo

change (T- 8)

Tab. 4: Tool ppo ing a k i hin change managemen p oce

I become ob io , ha no all of iden i®ed a k pe fo med i hin he change manage-
men a e ppo ed b ool . E.g. he e al a ion of a change i no ppo ed b a ool. Wi h
ega d o aceabili , a doc men a ion of he change e al a ion ho ld be con ide ed.

4.4 Rela ion o he ITIL Refe ence Model

The pe fo med em anal i ha iden i®ed h ee a k ha ha e a di ec ela ion o ITIL
p oce e . The in e ie ee a e he o ce of info ma ion abo he p oce e ela ion
o ITIL, i.e. hich ITIL elemen a e ed in he p oce . Ob io l he q ali of ch
a emen depend on he in e ie ee ITIL kno ledge. T o of he in e ie ed pe on

ha e an ITIL e pe ce i®ca e, all o he ha e an ITIL fo nda ion ce i®ca e.

Ta k ha ha e a ela ion o ITIL i hin he anal ed ho pi al, a e he change managemen
p oce , he e ice a e and con®g a ion managemen and inciden managemen . All
o he a k of he ITIL efe ence model a e no implemen ed in he ho pi al.

94



S em Anal i of Info ma ion Managemen

Ta k and en i pe in Fig e , ha a e ed in he ho pi al, b a e no a ailable in he
efe ence model, a e ma ked a ed in Fig e .

A Fig e ho fo he change managemen p oce ha he a k Record infor-

mation about change and Change information about Change a e iden ical o he
ITIL efe ence model in Fig e 4. Iden ical en i pe a e change request, change
appraisal and he change i elf.

The ITIL efe ence model in Fig e 4 ho e e doe no ho e.g. he a k Implementat-
ion of change. Thi a k ho e e , i co e ed b he ITIL anda d o ha he efe ence
model m be e ended. In p inciple he e migh be a k in he ho pi al IM, ha do
no ha e an ela ion hip o ITIL. The e a k m no be bjec o an efe ence model
e en ion.

Ba ed on hi modeling an a e men of he model can be done. The efe ence model b
I le co e he ITIL . Ho e e , he e a e change o he c en e ion ITIL
11. Thi i bjec fo f he in e iga ion.

The e a e o a pec of model compa abili . Fi , he ho pi al model o he efe ence
model and econd, o o mo e ho pi al model i h each o he .

In hi ca e he efe ence model and he ho pi al model e e ea o compa e. In gene al
he model compa i on i mo e dif®c l . Fo e ample, if he ame a k in he efe ence
model and ho pi al model in hei inp and o p pe .

5 Concl ion

Thi pape p e en he applica ion of he em anal i me hod acco ding o Ammen-
e h e al. o anal e and a e he a k , en i pe and ool ed i hin he IM in a

ho pi al.

The e l of he em anal i a e 1) a de c ip ion of iden i®ed a k and en i pe
and ool and ) a LGM model. The model ho ha ool con ib e o hich IM
a k , ho he e a k ela e o ITIL and ha kind of en i pe a e ed.

A one e ample, he pape de c ibe he a k change managemen in g ea e de ail.

Ba ed on o e pe ience he combina ion of a a k-o ien ed app oach i h in e ie a
elici a ion me hod and LGM a modeling echniq e i helpf l and can h al o be ed
b o he o gani a ion .

In f e o k e ill ®ni h he e al a ion of he anal i and hen appl he me hod
o o he ho pi al . F om hi e ill de i e diffe ence and imila i ie in he IM of he
ho pi al and o ITIL. We ill e he model o e al a e he in eg a ion of ool in IM,
e peciall o iden if a k of a egic, ac ical and ope a ional IM i h mi ing o in-
app op ia e ool ppo . Then e a in-dep h in e ie o elici eq i emen fo an
app op ia e IT ppo fo he CIO.
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