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� Established in 1993, 
� Ownership structure - Shareholders as % the capital
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� Automatized business processes– „IT factory”
� Custom made business applications
� All capital markets are country specific and
� For capital markets the IT is the most crucial area
� Operation reliability, security, transparency, provability, 

verifiability
� Market expectations (STP, T+0 etc.)
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External demand    � Internal demand    � Strategy
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1.Phase
Helpdesk,

Configuration-
Incident-, Problem- and
Change management

Strategy

ITIL 
knowledge

Assessment, 
consultation

Regulations

Demand

2005 2006 2007

2. Phase
Resource, Availaility-

and Service management

Internal – external
planing of

SLA
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� The service definition should correspond with
business value

� Measurement points and key metrics must 
reflect the quality of IT operation

� Priority based Helpdesk. 

� The compliance of service level must garantee
the the cost efficiency and availability of
business

� Support for control of suppliers and business 
partners
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SLA

Measurement, 
Supervision
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Base service
support – building up

the model
Base SLAs, SLOs.

Measuring and
handling

Establishing
the full SLM.

Customization

SLA, SLO  
documentation
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