
   

Journal of Technology Management &

Innovation

E-ISSN: 0718-2724

ljimenez@jotmi.org

Universidad Alberto Hurtado

Chile

Paletta, Francisco Carlos; Dias Vieira Junior, Nilson

Information Technology and Communication and Best Practices in It Lifecycle Management

Journal of Technology Management & Innovation, vol. 3, núm. 4, 2008, pp. 80-94

Universidad Alberto Hurtado

Santiago, Chile

Available in: http://www.redalyc.org/articulo.oa?id=84711526007

   How to cite

   Complete issue

   More information about this article

   Journal's homepage in redalyc.org

Scientific Information System

Network of Scientific Journals from Latin America, the Caribbean, Spain and Portugal

Non-profit academic project, developed under the open access initiative

http://www.redalyc.org/revista.oa?id=847
http://www.redalyc.org/articulo.oa?id=84711526007
http://www.redalyc.org/comocitar.oa?id=84711526007
http://www.redalyc.org/fasciculo.oa?id=847&numero=11526
http://www.redalyc.org/articulo.oa?id=84711526007
http://www.redalyc.org/revista.oa?id=847
http://www.redalyc.org


80

J. Technol. Manag. Innov. 2008, Volume 3, Issue 4Received October 1, 2008 / Accepted November 28, 2008

ISSN: 0718-2724. (http://www.jotmi.org)
JOURNAL OF TECHNOLOGY MANAGEMENT & INNOVATION © JOTMI Research Group

Information Technology and Communication and Best

Practices in It Lifecycle Management  

Francisco Carlos Paletta (1), Nilson Dias Vieira Junior (2)

Abstract

In this work, we focus on the role of Information and Communication Technologies – ICT – to create additional sources of com-

petitive advantage that can help companies to prepare themselves for sustainable growth in the long term. First, we discuss the

dynamics of ICTs and the ability to generate innovations with a direct impact on business. Then we present the   need for greater

balance between goals of short and long term on IT projects. In the third part, we discuss how these new technologies have helped

to increase the productivity of information professionals as well as to enhance decision-making process and the satisfaction of

the end customer. To conclude, it is presented the main challenges that the technology-based companies will have to face in re-

lation to the management of the lifecycle of their technology, consolidation and simplification of their processes within their

computing environments, aiming to increase productivity and develop agile environments that allow the organizations to meet

the demands of managing digital information.. 
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1. Introduction 

For many organizations, the increasing availability of technolo-
gies has shown an ambiguity in their management. The man-
agement and support of these complex and heterogeneous
environments - full of different PCs, desktops and laptops, mo-
bile and wireless devices, printers, networks and applications -
have demonstrably proven difficult and expensive for the de-
partments of Information Technology.

According to OECD (2002), the Information and
Communication Technologies (ICTs) play important and grow-
ing role in world economy, and companies, industries and gov-
ernments are getting increasing benefits from their continuous
investments in ICTs, as well as from a wider use of the Internet
in a knowledge-based economy. ICTs have stimulated innova-
tion in services, increased the efficiency of production and cre-
ation, and at the same time, facilitated the management of
inventories and administrative costs. It was a catalyst of changes
in companies, improving the organization of work, helping com-
panies to reduce the cost of their routine transactions and
streamlining their supply chains. So crucial, ICTs, especially when
associated with the raise of the level of skills and organizational
change, apparently seem to support the improvement of pro-
ductivity within enterprises, both in new sectors and in tradi-
tional branches. Such benefits have long term effects and will
continue to develop, despite the difficulties and challenges with
which companies are facing today. 

Many new applications of Information and Communication
Technologies have a potential meaning and may have econom-
ical and social impacts, as well as a key role in the bonding and
in the convergence of the various technologies. Among these
emerging technologies are the ubiquitous networks, which en-
able monitoring of people and objects as well as tracing, stor-
ing and processing of information in real time. Applications such
as radio frequency identification (RFID) and other technologi-
cal sensors are being used in applications for commercial use.
The technology of prevention and warning of natural disasters
are becoming more important for reducing the impacts of dis-
asters which result in large economic losses. The participatory
Web (Web 2.0) is the active participation of users on the
Internet, creating contents, they adapt the Internet and develop
applications for a wide variety of fields. The digital content rep-
resents an important factor in the ICT industry. Technological
innovation and demand of new consumers are leading to new
forms of creation, distribution and access to digital content. The
convergence in applications such as convergence of nanotech-
nology, biotechnology, neurotechnology, robotics and informa-
tion technology, probably, will provide more opportunity and
challenges for companies operating in the sector (OECD, 2006).

Based on this scenario, this article proposes to examine the
critical factors that should be considered by technology-based
companies in managing the lifecycle of their resources for in-
formation technology with a focus on organizational perfor-
mance.

2. Information and Communicaction Technologies
- ICTs 

As from the World Summit on the Information Society (WSIS)
held in Geneva in 2003, countries and regions were invited to
develop tools to measure and monitor progress toward the
"information society", including basic indicators of information
and communication technology – ICT. 

The summit marks the start of a geopolitical process led by the
United Nations and the International Telecommunication Union.
Therefore, a crucial period in terms of multilateral negotiations
that might lead to a new level of global governance of digital
networks, guided by the quality of the indicators of inclusion,
digital access or connectivity (FAPESP, 2004).

Digital convergence among telephony, Internet and telecom-
munications (radio and TV) foresee changes of great magnitude
and depth not only in behaviors and human institutional rela-
tions, but also in the patterns of connection among the infra-
structures of all sectors of the economic social life. "These
changes have as a determining factor the development of in-
formation communication technologies operated by means of
interactive digital networks" (FAPESP, 2004).

In a search of measurement held by the United Nations (UN)
in 2004, 179 countries received the questionnaire. In Latin
America and the Caribbean, more than half of the twenty coun-
tries surveyed have no formal definition for ICT; six countries
implemented some sort of definition and there are developing
one (UN, 2005).

According to the report, Information Technology (IT) can be
summarized as a set of all activities and solutions provided by
computing resources and, with applications related to several
areas. Information Technology is also commonly used to denote
the set of non-human resources dedicated to storage, pro-
cessing and communicating information as well as the mode of
how these resources are organized in a system capable of ex-
ecuting a set of tasks. IT is not limited to equipment (hardware),
software (software) and data communications. There are tech-
nologies for the planning of Computing, for the development of
systems, for the support, for the software, for the processes of
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production and operation and for the support of hardware. The
acronym IT covers all activities developed in society by using
the resources of computers.

Living in the scenario of research and development of ICTs, the
perception of the revolutionary character and a unique set of
problems in the field of measurement, interpretation and, there-
fore, decision-making (FAPESP, 2004). Comparative statistics on
access and use of ICT are critical to the formulation of policies
and strategies for the growth of ICT, aiming at social inclusion
and cohesion to monitor and assess the impact of ICT on the
economic and social development (UN, 2005). 

2.1 ICT Indicators and E-Commerce

In the telecommunications industry to voice remains the main
driver of the telecommunications markets of member coun-
tries of the OECD, which yields millions of dollars with it. The
mobile services make up 40% of all income from telecommu-
nications in the region of the OECD, and subscribers to mobile
services go beyond those from fixed network at a rate of three
to one (3:1). At the same time, technologies such as Voice over
Internet Protocol (VoIP) make strong pressure on prices for
voice services. Broadband has become the dominant technol-
ogy for Internet access at the OECD; 60% of the 256 million of
Internet subscribers have broadband connection. Providers of
cable services often offer data and voice, while mobile service
companies complement those offerings with packets of data
and video, and traditional telecommunications providers offer
similar multiple products on networks(OECD, 2007).

A basic and practical form of referring to e-commerce is used
by the Internet Management Committee in Brazil (CGI, 2007):
"purchase or sale of goods or services by means of computer
networks, based on Internet protocols or other networks me-
diated by computers." 

The definition does not take into account the competitive ad-
vantages resulting from the combination of the participants of
supply chains and value (the people involved in the flow of
goods, services, money and necessary information to bring the
products from raw materials to the hands of consumers).

In that sense, e-commerce includes any business that takes
place directly between business partners or customers through
a combination of computing and communication technology
(LUCIANO, 2003 apud TREPPER, 2000).

Electronic commerce is causing intense changes in the organi-
zation of companies as well as in their relationship with cus-
tomers, partners and suppliers, inaugurating a new era in world
business. 

Behind the simple and apparent change in the way of buying,
there are changes in the economy, industry organization, legis-
lation, jobs, forms of consumption, relationships and value cre-
ation (LUCIANO, 2003)

According to Viotti and Macedo (2003). In Brazil, in 1999, the
segment B2B (“business to business", or commercial transac-
tions between companies) had revenue of 50.4 billion dollars,
against 30.1 billion segment of B2C (“business to consumer", or
company with final consumer). 

Nearly half of the people who have used the Internet said that
they have conducted searches in price of goods or services in
the net (45%) in 2007, while only 16% reported to have fina-
lized na purchase through the web.

The data shows that the Internet has consolidated itself as a
tool for comparing costs and surveying the availability of goods
and services, even if the process of finalizing the purchase of
the product does not happen through it (CGI, 2007).

According to the Brazilian Chamber of Electronic Commerce
(2005), the revenue from e-commerce in Brazil had nominal
growth of 400% over the past five years. Moreover, a survey
commissioned by the Board e.net shows that between 2003
and 2004, the value traded by e-commerce, among businesses
and Brazilian consumers, represented 4.22% of total trading
done in Brazil.

Figure 1, with e-commerce data from Brazil (2001-2005), and
Figure 2 with data from world e-commerce (1999-2004), al-
lowing compare Brazil's position in relation to the other coun-
tries surveyed. The industry in Brazil should reach the mark of
2.8 billion reais in 2010, according to study conducted by
Forrester Consulting (CECB, 2005). Evaluating the data in
graphs, it is possible to have a vision of the sums involved and
of the status of E-commerce in Brazil and in the world.

2.2 Internet and ICT in Brazil and in OECD

The ICT sector is one of the most dynamic in trade of goods
and services in foreign direct investment focused on exports,
mergers and acquisitions, particularly in telecommunications. In
2003, more than 14.4 million people were employed in the area
of ICT in OECD countries, or 5.5% of the workforce: five mil-
lion in manufacturing and 9.5 million in services (OECD, 2006). 

The trade in ICT has expanded rapidly in the 1990s, growing
more than 20% in 2000. In 2001 there was a slowdown, and a
decline in demand was heavy, with a strong recovery in 2003
and 2004. Growth had remained steady in the same values in
2005 and, for 2006, it was expected to maintain the same rates



ISSN: 0718-2724. (http://www.jotmi.org)
JOURNAL OF TECHNOLOGY MANAGEMENT & INNOVATION © JOTMI Research Group 83

J. Technol. Manag. Innov. 2008, Volume 3, Issue 4

in the production, with higher growth in some segments, espe-
cially in trade with developing countries like China (OECD,
2006). 

Csillag and Graeml (2005) sought to evaluate the intensity of
use of the Internet and other IT tools; their impact on the
processes and activities of companies between 2001 and 2004;
and the intention of adopting the tools in the next three years.
The sample comprised 665 companies from the database of the
Federation of Industries of São Paulo state, since the state ac-
counts for 36.6% of the jobs of Brazilian industrial sectors and
49.1% of the national industrial transformation value (ITV).

The results show that many tools adopted abroad are under-
used in Brazil. Although most companies have their own site,
the use is basically as a window of products, without generation
of revenue. Electronic commerce, for example, is little explored,
and conferences through the net and chat rooms are almost
absent from the organizational environment, although they are
promising tools for communication among professionals in the
company, suppliers and customers.

At least 20% of companies participating in the research of
Csillag and Graeml believe that the Internet and other tech-
nologies of information were responsible for considerable
change in most of its processes and activities in the past three
years. It was also verified that almost three quarters of large
companies already try to obtain responses from customers
through the site, and half use them to after-sales service.
According Csillag and Graeml, this suggests that the industry is
discovering that provide the best service for customers can be
a powerful argument to differentiate the product from the com-
petition and gain competitive advantage.

Another positive point is the increased interest by e-procure-
ment, corporate tool used for shopping on the Internet.
Furthermore, the literature cited by the authors show that the
dominance of institutional sites is not in itself a setback for e-
commerce, as it might seem. According to them, institutional
sites tend to be a test for commercially-aggressive sites, as well
as the purchase of non-productive materials by the Internet
tends to be a test for the purchase of productive materials,
which is more central to the business. 

The Internet and the rapid expansion of mobile telephony have
transformed the segment of communications equipment in one
of those which had the fastest growth in ICT since 1996, with
exports from OECD countries having doubled between 1996
and 2000. The biggest exporters were Korea, Germany and the
United States. IT equipment form the largest market for ICT,
with one third of the total negotiated, and Korea and Ireland are
still the largest producers (OECD, 2006).

In Brazil, liberalization of the ICT market in the early 1990s had
greater impact on the sector of information technology;
changes in telecommunications happened later, with the
General Telecommunications Law (VIOTTI & MACEDO, 2003).
Table 1 shows, via "hosts", the growth of Internet in Brazil,
whose index is high even when compared to developed coun-
tries.

In 2007, the Internet reached 17% of the total of Brazilian
homes, representing a growth of 3 percentage points over the
previous year. Broadband connections are already present in
50% of Brazilian houses that have Internet access, but 42% still
connect to the network primarily by traditional modem access
via dial. In 2006, dial access was predominant, with 49%, while
broadband connections accounted for 40% of the types of
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home access. The growth of broadband in the period was,
therefore, by 10 percentage points (CGI, 2007).

2.3 Risks and Benefits of Investment in it

When it happens, the collapse in IT projects takes two forms.
The first pattern of failure is marked by a lack of consensus on
objectives and lack of confidence in the IT business of the com-
pany. Managers are hesitant to invest in major projects in IT,
which results in lower budget for the area. In another standard,
the IT and the businesses of the company align themselves, and

IT spending remains stable, but the managers resist to invest in
something that is not intimately connected with the immediate
needs of application in the business - the infrastructure be-
comes obsolete, the common basis of data does not grow and
the system becomes complex and fragile. Since the collapse in
IT has been avoided and confidence restored, companies must
remain vigilant. The alignment between IT and business foun-
dation is important and requires constant adjustment to keep
IT in the right direction. (WESTERMAN, 2007) 

The performance of the largest companies in ICT in recent

J. Technol. Manag. Innov. 2008, Volume 3, Issue 4
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years shows broad recovery from the sharp decline and reces-
sion that began in 2000 and was until 2002. Software, services
and IT equipment have been growing consistently, but the con-
ditions were much more challenging for business of communi-
cations equipment. The corporations need to find a balance
between the extreme of not innovate in any way - and lost op-
portunities - and only innovation - and increase the risk and
expense (FUJITSU, 2002).

The 250 largest companies in ICT had revenue of three trillion
dollars, nearly 570 billion more than in 2000, with average
growth of 4% a year since then. The 250 largest firms employ
10 million people worldwide, with spending on R & D around
135 billion (6.3%) in 2005 (OECD, 2006). Figure 3 shows the
market share of each sector of ICT in 2005.

A 2003 survey of IBM Businss Consulting Services with 150

J. Technol. Manag. Innov. 2008, Volume 3, Issue 4

Figure 3 - Revenue per sector from 250 largest companies in ICT (2005). 
Source: OECD, 2006

companies based in Brazil with their internal customers show,
among others, the need for greater balance between goals of
short and long term projects in the IT (LOZINSKY, 2003).

Below are the findings of IBM study, together in six broad as-
pects. 

− Strategic planning: the area should help with questions
about the viability of corporate strategies and propose new
solutions and alternatives, can not do strategic planning
without any support from IT.

-  Balance between short and long term: the pressure to re-
duce costs in the short term can not eliminate R & D, under
risk of the company fails to meet the challenges imposed
by the competitive environment. It is up to with the IT en-
hance the individual abilities of each element of value chain,
without necessarily bear all the costs and risks of these ac-
tivities. 

−Governance: It is necessary to professionalize and classify
the decision-making processes and provide the commit-
ment, setting priorities for investment, monitoring IT con-
tribution to business as well as the correct capture and
allocation of the costs of the department to the areas which
use them.

− Measuring of value: the area of IT needs to demonstrate
results that can be understood by managers, which requires
assessment systems in structured financial metrics and non-
financial, internal and external, to assess the past and the
prospects for the future, quantifying the benefits - not only
the cost of the activity of IT. 

− IT relationship with users: IT must find a new way of in-
teracting with internal clients, capturing expectations and
surpassing them.

− Sourcing: issues such as strengthening the relationship with
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a limited number of suppliers, standardization of items of
equipment, renegotiation of supply contracts and review of
procedures for the management of assets are rarely ad-
dressed in an appropriate manner in relation to IT. They are
not problems of managing IT, but IT management. For most
who write and talk about governance and management of
portfolio of investments in IT, there was no such significant
changes in these techniques to justify imagine problems that
are distinct from those originally discussed by them. People,
relationships, communication, planning and control must al-
ways be in the foreground.

2.4 Scenarios of ICT 

Digital content has become a major driver of the ICT industry.
Technological innovation and new consumer demand are lead-
ing to new and direct ways of addressing the creativity, new
methods of distribution and improvement in access. Research
results, for example, are becoming more accessible, and digital
content is invading various sectors, for applications that may be
more significant than the others for entertainment (OECD,
2006). 

Continuous improvements in technology, networking, software
and hardware, including cellular and wireless service and pro-
tection of content and services, have made possible the devel-
opment of advanced digital content. Greater cooperation is a
major challenge, since the production of digital content requires
agreements between content developers, equipment manufac-
turers and distributors.

This successful implementation requires efficient services and
low cost in infrastructure and technologies to protect content.
Issues of compatibility and interoperability must also be re-
solved (OECD, 2006). 

Significant number of companies wants to provide resources
so that customers can track the progress of their orders
through the Internet (49.8%) over the next three years. That
was one of the trends revealed when the study of Csillag and
Graeml (2005) investigated the future intention towards the
use of technology. The e-procurement (41.8%), the extranet to
suppliers (41.1%) and customers (44.4%), CRM (45.8%) and
electronics recovery (41.2%) are areas where major changes
are expected.

In a research of Day and Hubbard (2005), with 352 executives
about the impact of the Internet towards the ability of manag-
ing customer relationships, the reduction of costs in acquiring
new customers was the most important variable for managers.
However, the fact that customers can enlarge the field of action,
compare prices quickly and eliminate transaction costs using

the Internet, does not mean that they will abandon their cur-
rent supplier. 

Only 3% of companies felt that a major factor threatening, while
14% saw it as an important opportunity. The possibility of re-
ducing costs of customer service (self-service) was the second
most important factor in the opinion of respondents, which re-
flects changes in the goals of CRM projects that fail to seek an
increase in revenue in order to contain costs.

The responses to the 2005 OECD questionnaire (2006) about
Policy on Information Technology indicate that government
policies are mainly aiming at:

−The coordination and priority setting and general direc-
tion of policy in IT and its contribution to wider goals of
economic policy;

− The promotion of innovation in the field of IT;

− The dissemination and use (with emphasis on electronic
government - eGov);

− Jobs and expertise in ICT;

− Digital content; 

− Business environment for ICT (with emphasis on intel-
lectual property rights); 

− Strengthening the infrastructure (particularly broadband).

The term "broadband" is usually associated with Internet con-
nections for high-speed cable. However, in recent years, com-
panies started offering mobile phone services in
large-band cellular network. An OECD study of 2006 found
nearly 30% of mobile carriers offering 3G data connection, of
third-generation (OECD, 2007). 

The ability to leverage the potential of the technology is be-
coming increasingly critical to the success of organizations. The
main tool to acquire this ability is to develop an effective or-
ganization of IT, focusing on three key areas:

- Definition of an organizational structure appropriate to
the services and technological environments of the com-
pany; 

- Development of processes and skills to centralize critical
functions; 

J. Technol. Manag. Innov. 2008, Volume 3, Issue 4
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- Model of governance structured to facilitate the alignment
of service with responsibility for IT personnel.

3.  It Lifecycle Management

The consolidated management of the working environment of
IT requires that technology-based companies adopt a holistic
approach directed to people, processes and technology
throughout the computing environment. It also requires that
organizations work with suppliers of IT that can analyze their
operational needs, assisting the implementation and ongoing
management and support of the solutions implemented.

According COEX (2005), the basic challenges that organiza-
tions face in the computing environments include:

Reduction of costs – The environments for customer service
are moving quickly to mobile search locations, virtual and global,
culturally diverse, which are expensive to maintain and support.
Through the consolidation of hardware, applications and sup-
port processes within their working environments, organiza-
tions can manage and reduce IT costs, while simultaneously
improving the return on investment.

Increased productivity of professionals of information - To
achieve this goal, organizations are seeking ways to improve col-

laboration and teamwork by creating a work environment
without borders, reliable and secure, providing the connection
and access to information anytime from anywhere. 

Reducing the complexity of IT - The lack of standardization
within the computing environment can increase the time and
cost required to manage and support this environment. At the
same time, as the computing environments become more com-
plex, the level of knowledge and expertise needed to support
them increases. The tools for managing the IT lifecycle allow
the standardization of the hardware platform; reducing
redundant devices; simplifies and automates the computational
processes; besides managing the support  functions  and  build-
ing  flexibility and stability that allow the creation of a dynamic
management of digital information. 

The management of the IT infrastructure becomes increasingly
expensive   and complex. Studies   indicate   that   more   than
50%  of  all  costs    of   IT  are  allocated   to   configure, up-
grade, migrate and manage resources (O'BRIEN, 2002).

According to SILVER (2003), the largest expense of ownership
of IT esources is not the initial purchase of hardware and soft-
ware, but the complexity of implementing and maintaining
these devices. To reduce these costs, organizations need to in-
vest in management software systems to improve reliability and

J. Technol. Manag. Innov. 2008, Volume 3, Issue 4

Figure 4 – IT Lifecycle Management     Source: Altiris
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availability of hardware and software, through all phases of a
resource lifecycle. Figure 4 shows the main stages of IT lifecy-
cle management.

When evaluating a tool for IT lifecycle management, it is im-
perative to consider the following relevant features of the so-
lution (SILVER, 2003): 

- Management of the lifecycle of IT assets via Web;

- Identification and physical location of assets;

- Physical and logical setting - hardware devices and soft-
ware;

- Monitoring of the use of software and hardware;

- Management of maintenance contracts for HD
(Hardware) and SW (Software);

- Increased productivity of users, IT professionals and net-
work devices;

- Resolution of problems ensuring the availability of re-
sources and services;

- Diagnostics and real-time information for decision-making;

- Modular structure with flexible deployment;

- Integration via Web with database and repositories of in-
formation;

- Technical Support and Training of the user. 

As stated by BROWM (2005), best practices for managing IT
should allow adequate treatment to the complexities associ-
ated with the management of IT resources. The systems must
be modular, allowing the definition of a technological structure
compatible with the computing needs of the organization.

3.1 Resource Management, Mobile Equipment and
Servers

The increasing complexity of the technological assets has en-
couraged IT managers to seek ways to improve efficiency in
the operation to reduce costs, adhere to the regulatory aspects
and meet the constant demands of organizations for a better
response from the department of IT.  These factors have been
a booster so that IT managers seek efficient ways to take con-
trol of everything that exists in their network. 

According to ROCKART (1996), the eight requirements for an
organization of IT to achieve operational excellence and max-
imize their performance are: 

1 -  Getting Strategic Alignment of "two hands" - between
IT and "operation".

- To be an effective strategic alignment between IT and busi-
ness, it should occur in "two hands": the staff of IT should
have a greater understanding of the operation and, con-
comitantly, the company's  executives  must  keep in  mind
the  potential that IT has to "leverage" or even change the
business. 

2 - Develop effective relationships between IT and opera-
tion.

- As the line managers are key users of IT applications, there
should be a close and continuous relationship between
them and IT staff, at each level of the organization.

- Successful priority systems and close relationship leads to
a better understanding of the operation and a cyclical
process of progress and successes. 

3 – Deliver and deploy new systems.

- Big change in the process of developing systems. The in-
ternal development of transactional systems for greater
outsourcing, integrating information focused on re-engi-
neered processes. 

- Users less tolerant about long delays in development, in-
flexible interfaces and over-budgets. 

- Placing of high-level line managers in the leadership of the
projects, increasing the responsibility of future users with
the system. 

- External development and "packages" (for example, the
"packages" ERP - Enterprise Resource Planning): faster and
less expensive alternative of deployment.

- Manage this process is very different than in the case of
external development. 

4 -  Build and manage the infrastructure

- Need for an infrastructure (in terms of computers,
telecommunications, software and data) that enables the

J. Technol. Manag. Innov. 2008, Volume 3, Issue 4
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provision and integration of information throughout the
network and for the re-engineered processes. 

- Important for a “globalized” operation. 

- Basic points for this infrastructure: architecture, patterns
and team’s ability to operate the IT infrastructure

5 - Re-train (Reskill) the IT Organization

- Need of IT staff be re-trained in new ways and methods
of development, such as client-server architecture, new lan-
guages and communication protocols.

- Training in skills and knowledge of the business itself, since
IT is increasingly important  and  ubiquitous  in  all   organ-
izations. How  to  promote  this training is not consensus
among businesses yet.

6 - Manage partnerships with suppliers

- Outsourcing: is the alternative to supply deficiencies of
certain skills in IT, especially those that are not core com-
petencies or competitive differentials. 

-  In addition to any economy, would allow high IT direc-
tors to focus their attention where is strategic. 

- The implementation and administration of outsourcing de-
mand skills that permit to distinguish when a strategic part-
nership is being done or simply a business transaction. 

7 - Develop high-performance.

- The area of high-performance IT should: seek operational
efficiency, either in development or in the internal out-
sourcing. 

- In the search for efficiency, often IT follows trends in the
area of manufacturing, such as TQM (add up to ISO9000 for
software development). 

-  A concern in the area of IT should be the time for devel-
opment: information systems should be deployed as soon as
possible (today, delays of two or three years are no longer
acceptable), so they are not obstacles to the deal. 

8 - Re-design and administer an IT organization

- The question "centralization vs. decentralization" culmi-
nated in the organization. 

- A central IT organization to do the planning, allocation of
resources and shopping with economy of scale, some au-
tonomy for local businesses to seek their specific solutions. 
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FIGURE 5 - Management of resources, clients, mobile equipment and server.
Source: Altiris Inc.



ISSN: 0718-2724. (http://www.jotmi.org)
JOURNAL OF TECHNOLOGY MANAGEMENT & INNOVATION © JOTMI Research Group 90

-  With this structure, one can get the alignment with the
business, economy of scale and integrity in systems archi-
tecture.

Figure 5 illustrates the modularity necessary for the develop-
ment of the IT infrastructure, necessary for the deployment of
a solution for the management of assets.

According to BROWN (2005), an integrated solution for the
management of assets combines the disciplines of management
resources and services of the digital company in a single archi-
tecture based on the WEB, repository and console, helping to
unite various departments and processes. To actively manage
the entire lifecycle of resources, the solution helps organiza-
tions to eliminate unnecessary costs for software and hard-
ware, to proactively manage contracts with suppliers and align
the resources of services with ITIL (Information Technology
Infrastructure Library), to ensure optimization of IT invest-
ments. The benefits include:

- Monitor the configuration, the implemented versions, the
relationships and historical information of IT resources; 

- Monitor the use of software and hardware for relocation
and negotiation of contracts; 

- Ensure  the   availability  of   resources  through  the  man-
agement  of  incidents  and problems. 

The management of clients and mobile equipment allow ad-
ministrators to implement, manage and troubleshoot sys-
tems from anywhere. The benefits include: 

- Consolidated management of desktops, notebooks and
handhelds;  

- Implementation of the OS (operating system) migration
and personality of the PC with zero intervention; 

- Comprehensive inventory of software and hardware with
the generation of reports over the Internet; 

- Assessment of the vulnerabilities of the system with soft-
ware distribution and patch management in real time;

- Management states through the resources of auto cor-
rection and reversal of applications.

The management of servers offers the functions of imple-
mentation, management and monitoring from a centralized
console, reducing the total cost of infrastructure. The benefits

include: 

- Improve the reliability and stability of servers, minimizing
downtime of the digital company and improving user satis-
faction;

- Automate the management of IT operations to respond
quickly to changing needs of the digital company;

- Monitor the performance, restore the operation and min-
imize the security patches to ensure the continuity of the
operation. 

IT managers need to be increasingly involved in development,
control and monitoring technology assets of their organiza-
tions. The constant pressure to keep the efficiency in IT in-
vestments shows that it is priority to manage these assets in
two ways: as a function of the IT department as well as an in-
tegral part of the organization. IT management should be fo-
cused on allowing them to obtain the full potential of
technology, working in four main areas: alignment with the busi-
ness and services, management of complexity, strategic out-
sourcing and capture of value (BROWN, 2005).

The ability to leverage the potential of technology is becoming
increasingly critical to the success of small and medium enter-
prises. The main tool to acquire this ability is to develop an ef-
fective IT organization, focusing on three key areas: the
definition of an organizational structure appropriated to the
business and technological environments of the company, the
development of processes and skills to centralize some critical
tasks, and a model of governance structured to facilitate the
alignment of those responsible for service with the team of IT
(BROWN, 2005). 

To support these organizational changes, it also needs a strong
cultural change: the information technology needs to be per-
ceived as a competitive level and managers should feel respon-
sible, together with IT professionals, by incorporating the
technology in the services strategy. The supports of high direc-
tion, as well as the recruitment of professionals with the ap-
propriate profile, are essential elements for achieving the
change (SCHWABER, 2007) 

Figure 6 shows how information technology is involved with all
operational procedures of the company and, increasingly, is af-
fecting the ability to offer services influencing the efficiency,
quality of customer service and innovative capacity.

Developing the IT organization and structuring its relationship
with the areas of services is the main instrument to build skills
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in IT. Analyzing the organizational models of companies that
stand out in the use of technology, we point out best the prac-
tices on three key aspects to an effective organization of IT:
defining the most appropriate organizational structure, func-
tions and the critical competencies that should be centralized
and governance for investments in technology (RAMIREZ,
2003)

4. Conclusions 

To conduct, effectively, the lifecycle of assets in IT is no longer
an option, it is essential. Regardless the type of asset, organiza-
tions need to understand, at least the minimum, of what was
purchased, what is its value and where it is allocated. The solu-
tions for managing the IT lifecycle include a combination of poli-
cies, processes, technologies and resources to use, monitor,
serve, manage and update the hardware and software assets ef-
fectively. 

The increase in the number of servers and PCs, the mobility
trend reflected in a longer list of equipment (laptops, cell
phones, PDAs, among others), exponential growth of
Datacenter, as well as the number of departments within a
company, contribute to a greater complexity in the administra-
tion of IT assets (COEN, 2004).

Additionally, organizations suffer strong pressure to meet the
needs as: 

- Reduction of the total cost of ownership (TCO) of assets

through the optimization of procedures for the purchase,
implementation, monitoring and administration;

- To manage the relationships between people and assets, by
simplifying the IT workloads, human resources and finance
departments;

- To simplify the process of updating software;

- To ensure good follow up and monitoring of licenses and
other contractual arrangements;

- Accelerate the service and the support through proactive
alerts, thus simplifying time and effort of IT administration.

The solution for managing IT lifecycle is organized on three lev-
els over a model of maturity, as the needs of computing re-
sources. (Figure 4)

To manage the IT assets with greater precision and integration,
offers greater operational efficiency and greater control and
simplification of computing resources (COEN, 2004).

Aware of this need, the IT managers need to align the com-
pany's digital strategies with the policies of deployment and use
of Information Technology as essential considering the follow-
ing items:

-  What are the challenges faced and the paths followed by
the organizations?
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FIGURE 6 – IT Maximum Potential         Source: Bain & Company 
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- What are the services offered to customers with  the  im-
plementation of the practice of managing the IT cycle?

- How to manage purchasing decisions and processes of IT
assets?

- How  to  develop  predictive  information  and a real-time
view of IT assets to improve the level of service, security
and the use thereof?

- How to keep a consistency and control of costs at a
deeper level of user / department?

- In what degree is your organization  and  what  steps
should  it follow to optimize its practice of IT Asset
Management?

The use of digital technology is evolving toward comprehen-
sive solutions to manage IT using a single repository and a sin-
gle interface, dramatically reducing the costs and complexity of
managing their resources, including desktops, thin clients, lap-
tops, handheld devices and networks. It is essential to auto-

mate, simplify and integrate their functions to manage IT from
a single console-based Web. Innovations in IT continue to
emerge in a frenzied pace, driven by the rapid advancement of
technology for semiconductors. Information is key assets of
businesses in the post-industrial era. The correct investment in
IT has been pressured for tangible and sustainable results and
the management of IT resources is essential to corporate suc-
cess (PALETTA, 2008).

The vision of management of IT assets, however, needs to be
expanded at a higher level of functionality and processes, since
administering assets throughout the lifecycle involves much
more than counts them to reduce costs. And to manage the
physical assets and software within an organization requires an
approach from the technological point of view to business
processes.
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Figure 7 – Maturity Model.      Source: Altiris         
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