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1 Small and Medium-Sized Enterprises
In Central Europe
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01 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:

Enterprise category Headcount Turnover ar Balance shest total
medium-sized =< 250 = € 50 million < € 43 million

small =< 50 =€ 10 million = € 10 million

micro <10 <€ 2 million < € 2 million

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

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

m Large (0,2 %)

m Medium (1,1 %)
®m Small (6,8 %) SM%
® Micro (91,9 %) 99,8 %

€ EUROPE T
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Source: EU27, 2007 on the basis of Eurostat



01 sme - hu & eu

Enterprises Employees Value Added

Large

Medium

Small '

0 20 40 60 80 100 O 10 20 30 40 0 20 40 60
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SME 99,8% / 99,8% 71,1% / 67,4% 61,9% / 57,9%
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Source: European Commission, SBA Factsheet Hungary 09
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01 sme - trend

The 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%).

Value added created by SMEs, index 2002 = 100
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2 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
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know ITSM  ®don“tknow ITSM  mapply ITSM/all  mapply ITSM/f. know ITSM

o,
EﬂuﬂmPE DEVELOPMENT FUND

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




02 itsm — only a buzzword?

Are SMEs that practice ITSM more efficient?

20,00

15,00

Yes! up to 20% -
depending on the
ratio of IT
workplaces to IT
staff members

Mittelwert IT_Prod
=

ITSM_Application @czm
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02 itsm — only a buzzword?

Are SMEs that practices ITSM more innovative on the
level of business processes than others?

0,50

As far as
5 times more
innovative on
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innovation level
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Degree of innovation on business process level

yes

Do you apply ITIL or another ITSM framework in your company? CENTRAL EUROPEAN UNION
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02 itsm — only a buzzword?

Are SMEs that practices ITSM more innovative on the
level of products than others?

0,30

Up to
250% more
iInnovative

=
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Innovationdegree on product level
Mittelwert Level_3_hier

yes

Do you apply ITIL or another ITSM framework in your company?
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02 itsm — only a buzzword?

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

o,
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02 itsm — only a buzzword?
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Level 3
Innovation of business services
and information based products
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Level 2
Innovation of
business processes

_ i Level 1
alrier 2 EESESSEE=EE====—=== |novation of IT-infrastructure
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Drivers & Barriers
for ITSM in SME
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O3 drivers & barriers

SMEs using ITSM are more effective and innovative!
Why are not all SMEs applying ITSM?

Enhancement of business = Missing ITSM awareness

service quality = Complexity of existing

Risk reduction frameworks

Business competition = | ack of skills

Compliance and regulations = Lack of right resources

Cost reduction = \Work overload

Reduction of workload
= General reluctance

New product development
Introduction of standards

e EUBOTE Ve
EUROPE DEVELOPMENT FUND
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INNOTRAIN IT
Approach
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Reduction of existing
barriers, which hinder SMEs
to establish ITSM

Innovative and simplified
ITSM method

Empower SMEs to use ITSM e Regional training events

Improvement of innovation -
~conditions & T ~ Online
national competitiveness training platform

1.000 trained European SMEs and 800 initiated innovation processes
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Interviewed companies
SMEs (based on EU definition)

] ITSM
SYSTEMATIZATION

EMPIRICAL RESEARCH | st researcna Lerarure

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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INHOTRAIN IT
HODS & TRAININGS

GASE STUDY

Distributed experience reports on IT Service Management
in the field

CASE 5TUDY

4 Case Studies per Region
A total of 24 C

Classification on:

Implementation Level
Infrastructure Level

Process Innovation Level

Product & Service Innovation Level

DEURoPE [ o
.j DEVELOPMENT FUND
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Employees Aoes
. (AT-SK)

(4 — 400)

Turnover € —
(37.000 — 60.000.000) :-/EUROPE e

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

-



04 approach - example

Situation
» Traffic technology company

» Product: Traffic signs

T —

Problem/Analysis

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

= Numerous versions of traffic
signs

Traffic sign price: 25 Euro

Process costs: 27 Euro

Result: -2 Euro

Negative figures

Innovation

Implementation of a web shop
solution

Win-win situation for
customers and the company

= Cost reduction

= Freeing up resources

» Costumers find products
more quickly (search
engines)

» Purchasing is easier and
time-independent

EUROPEAN UNION

(?h‘ CEm EUROPEAN REGIONAL
S EUROPE DEVELOPMENT FUND

COOPERATING FOR SUCCESS.
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EMPIRICAL RESEARCH ITsm
SYSTEMATIZATION

EXIETING RESEARCH & LITERATURE
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04 simplified itsm method

Awareness

-
e

|

Simplified ITSM
Method

—_ Introduction of
ITSM Philosophy
A— and Basics

(N
)

EUROPEAN UNION
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DEVELOPMENT FUND
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04 approach - itsm method

Business IT
Alignment
Strategy

IT Service IT enabled
Agreement / Innovatian

Definition Management Control & Audit Cont. Service

Improvement

IT Project
Managemen:

Service and Systems and Charge

outsourced Com plianﬂa
Infrastructure Seivices

Operation Management

Management

Security and

IT Procurement Environmient




04 approach — further steps

Simplified ITSM Training Sessions
method + tool 2011 - 2012

1

February 2011 December

First Version o 2012
the ITSM Final Method
method

Proof of Concept and Pilot Projects 2012
Evaluation in Expert o [Wws =
Workshops, 2011 T ., .y

o,
EUROPE DEVELOPMENT FUND
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Trainings
to foster ITSM in SME
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05 training

Online
training platform

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

Module 1 — Basics:
ITSM — Potentials for
your business

> ITSM in SMEs

> Simplify the IT and raise
the effectiveness with
ITSM

> Workshops:
Modeling and optimising
business processes

> Best Practices:
How do other SMEs
use ITSM?

eLearning:
ITSM — Fields of
application in detail

> Location- and time-
independent online-
trainings

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

> Self-Assessment

> Exchange with trainees
and trainers

> Further best practices
and reference processes

Start of the trainings: Summer 2011

Module 2 — Advanced:
Implementation of ITSM
and innovations

> Technical implementation
of ITSM

> Successfully mastering
of change management

> Workshops:
Modeling and discussing
change management
processes

> Best Practices:
How do other SMEs
implement ITSM?

Training events in your region: www.innotrain-it.eu €\ ENTRAL -m
<) EUROPE P

This project is implemented through the
CENTRAL EUROPE Programme co-financed by the ERDF.
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05 training - online platform
INNOTRAIN i Ty = e T

a Search... m Trainings ITSM Method Innovation Method © Modelling Environment | Communication Tools @ Document Library

March 22, 2011 .
Face to Face Trainings Online Trainings Best Practices
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7th ITSM Conference

The Forum is holding its 7th
conference between 24-25
March 2011, They have just
submitted their request for
the possible presentations of
performers. Their motto is "
Value creation is in the
focus" and they expect 40-

minute presentations

(including Q&A) == Read ( EugE N UNION
Ul AN INAL

More. . EUROPE DEVELOPMENT FUND
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05 training - online path

Innovation with IT Service Management
Structure

oA it i il > Video tutorials for each
ITSM in SMEs tOpiC

IT Innovation Levels in SMEs

> Additional reading

materials
IT Service Management: Introduction and Philosophy

> Online exercises
(modeling as well as
theoretical)

Philosophy Basics, Terminology

> Case Studies

> Self-Assessments

IT Service Management Method IT Service Process Modelling

IT Coordination Modellig Tool ADDIt Modolling Cases

Change Managemant and B B
Improvement Organisational Change Management

Principles of Change

Management Concepts g:‘::“ u:‘":r';l "nifvg::::'tﬂ‘ Dealing with Emofions in
with [TSM Chango Processes
EUROPEAN UNION
EURDPEAN REGIONAL
DEVELOPMENT FUND

Communication in Change Case Study AR
Processes for Innovation Change Managemant far i:-ll;:ll?lss':'m[ Innovation T O

with ITSM Innovation with ITSM 3 co-financed by the ERDF.




05 training — modeling tool

Salect appropiate
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Questions +
Answers
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