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01 S ll d M di Si d E t i01 Small and Medium-Sized Enterprises 
in Central Europe

This project is implemented through the 
CENTRAL EUROPE Programme co-financed by the ERDF.



01 sme - definition01 sme - definition

Many different defintions use indicators like monetary resources, 
degree of internationalization and the kind of ownership. 

The European Union defines SME using economical indicators:

INNOTRAIN IT considers also the number of IT-supportedINNOTRAIN IT considers also the number of IT supported 
workplaces.
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01 sme - relevance01 sme - relevance

Within the European Union over 20 million enterprises runWithin the European Union over 20 million enterprises run
their business … but only 43.000 are large enterprises!

Large (0,2 %)
Medium (1,1 %) SMESmall (6,8 %)
Micro (91,9 %)

SME
99,8 %

S EU27 2007 th b i f E t t
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01 sme hu & eu01 sme – hu & eu

Enterprises Employees Value Added

Large

Enterprises Employees Value Added

Medium

Micro

Small

0 20 40 60 80 100 0 10 20 30 40 0 20 40 60

SME 99,8% / 99,8% 71,1% / 67,4% 61,9% / 57,9%

S E C i i SBA F t h t H 09
This project is implemented through the 

CENTRAL EUROPE Programme co-financed by the ERDF.

Source: European Commission, SBA Factsheet Hungary 09



01 sme - trend01 sme - trend

The number of SME‘s in Hungary and the employment isThe number of SME s in Hungary and the employment is 
more or less stable, but contrary the value added grew 
substantially with 55 % (EU27 28%). 

Hungary

EU27

S E C i i SBA F t h t H 09
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Source: European Commission, SBA Factsheet Hungary 09



02 IT S i M t02 IT Service Management -
Just a Buzzword for SME?
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02 itsm only a buzzword?
Distribution of knowledge about ITSM in CE SME

02 itsm – only a buzzword?
g
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02 itsm only a buzzword?
Are SMEs that practice ITSM more efficient?

02 itsm – only a buzzword?
p

Yes! up to 20% -
depending on the
ratio of IT 
workplaces to IT p
staff members
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02 itsm only a buzzword?
Are SMEs that practices ITSM more innovative on the

02 itsm – only a buzzword?
p
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02 itsm only a buzzword?
Are SMEs that practices ITSM more innovative on the

02 itsm – only a buzzword?
p
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02 itsm only a buzzword?02 itsm – only a buzzword?

SMEs with innovations on the infrastructure level are more 
effcienteffcient

SMEs on level 1 of the innovation spiral are splitted in p p
those, which want to save IT-costs and others, which use 
this efficiency for innovations

There are still barriers that hinder SMEs to go into 
the topic of ITSM and to use the potential for innovation
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02 itsm only a buzzword?
Level 3

02 itsm – only a buzzword?

Innovation of business services
and information based products

Level 2
Innovation of

Level 1
Innovation of IT-infrastructure

Innovation of
business processes

Level 0

Innovation of IT infrastructure
processes

Level 0
ITSM Implementation level

INNOTRAIN IT innovation spiral
This project is implemented through the 
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03 D i & B i03 Drivers & Barriers
for ITSM in SME
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03 drivers & barriers
SMEs using ITSM are more effective and innovative! 

03 drivers & barriers
g

Why are not all SMEs applying ITSM?

Enhancement of business
service quality

Missing ITSM awareness

Complexity of existing
Risk reduction
Business competition
Compliance and regulations

frameworks

Lack of skills

Lack of right resourcesCompliance and regulations
Cost reduction
Reduction of workload

Lack of right resources

Work overload

General reluctance
New product development
Introduction of standards

General reluctance
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04 INNOTRAIN IT04 INNOTRAIN IT
Approach
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04 approach
ApproachAims

04 approach

Innovative and simplified 
ITSM method

Reduction of existing 
barriers, which  hinder SMEs 

to establish ITSM

Regional training events  Empower SMEs to use ITSM

OnlineImprovement of innovation 
diti & Online 

training platform
conditions & 

national competitiveness 

1.000 trained European SMEs and 800 initiated innovation processes
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04 approach - survey04 approach - survey

Interviewed companies 215

SMEs (based on EU definition) 160

Research questions

Distribution of knowledge on ITSM?

Application of ITSM in CE SMEs?

Who is introducing ITSM in SMEs?

Are SMEs with ITSM more productive?

Are SMEs with ITSM more innovative?
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04 approach - case studies04 approach - case studies

Structure and Aim
Distributed experience reports on IT Service Managementp p g
in the field 
4 Case Studies per Region
A total of 24 Cases

Classification on: 
Implementation Level
Infrastructure LevelInfrastructure Level
Process Innovation Level
Product & Service Innovation Level 
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04 approach - case studies
Level
(0 – 3)

04 approach - case studies

(0 3)

Employees
(4 – 400)

Regions
(AT - SK)

Turnover
(37 000 60 000 000)
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(37.000 – 60.000.000)



04 approach - example
Problem/AnalysisSituation Innovation

04 approach - example

Personal-intensive sales of
standarsized cheap products
lead to high costs

y
Traffic technology company

Product: Traffic signs
Implementation of a web shop 
solution

Win win situation forNumerous versions of traffic
signs

Win-win situation for 
customers and the company

Cost reduction

Freeing up resourcesTraffic sign price: 25 Euro

Process costs: 27 Euro

Freeing up resources

Costumers find products
more quickly (search
engines)

Result: -2 Euro Purchasing is easier and 
time-independent

Negative figures
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04 approach
Innovative and simplified Face to Face Trainings

04 approach

ITSM method

Modeling Tool Support Online Training Portal

Face to Face Trainings

Modeling Tool Support Online Training Portal
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04 simplified itsm method04 simplified itsm method

Val IT
CobiT
eTOM

Awareness

Simplified ITSM 
Method

eTOM
MOF

Risk IT
Method

Introduction of 
ITSM Philosophy

ITIL
CMMIITSM Philosophy 

and Basics TOGAF
SPICE

ISO 20000Simplification
Etc.

p
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04 approach - itsm method04 approach - itsm method



04 approach further steps
Simplified ITSM 
method + tool

Training Sessions
2011 - 2012

04 approach – further steps
Le

ve
l I

IT
 C

oo
rd

in
at

io
n

Le
ve

l I
I

IT
 O

pe
ra

tio
n

February 2011
First Version of 
the ITSM

December 
2012
Final Methodthe ITSM 

method
Final Method

Proof of Concept and
Evaluation in Expert

Pilot Projects 2012
Evaluation in Expert 

Workshops, 2011
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05 T i i05 Trainings
to foster ITSM in SME
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05 training05 training

Regional training events  

Online 
t i i l tftraining platform

Pilot Projects

1.000 trained European SMEs and 800 initiated innovation processes
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05 training - structure

Face-to-FaceFace-to-Face Training platform

05 training - structure

Face-to-FaceFace-to-Face

Module 1 – Basics:
ITSM – Potentials for 
your business

Training platform

eLearning:
ITSM – Fields of 
application in detail

Module 2 – Advanced:
Implementation of ITSM 
and innovations

> ITSM in SMEs

> Simplify the IT and raise 
the effectiveness with 

your business

> Technical implementation 
of ITSM

> Successfully mastering 

> Location- and time-
independent online-
trainings

application in detail and innovations

ITSM

> Workshops: 
Modeling and optimising 
business processes

of change management

> Workshops: 
Modeling and discussing 
change management 

> Individual consolida-
tion of the topics of 
module 1 and 2

> Self-Assessment

> Best Practices: 
How do other SMEs 
use ITSM?

processes

> Best Practices: 
How do other SMEs 
implement ITSM?

> Exchange with trainees 
and trainers

> Further best practices 
and reference processes

Start of the trainings: Summer 2011
Training events in your region: www.innotrain-it.eu
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05 training - online platform05 training - online platform
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05 training - online path
Structure

05 training - online path

> Video tutorials for each 
topic

> Additional reading 
materials

> Online exercises 
(modeling as well as 
theoretical)

> Case Studies

> Self-Assessments
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05 training modeling tool05 training – modeling tool
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06 Q ti06 Questions + 
Answers
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