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Abstract

In this globalized world, companies creating sofeydry to standardize the problems for all orgatians, whether
public or private. And while there are powerful léor the analysis, design and management systsonse public
enterprises acquire systems instead of creating,thdth costly maintenance and unproductively. Baanced
Scorecard should be used to measure the prodycti¥ithese systems through the library informatiechnology
infrastructure to make efficient investments inoimhiation and Communication Technologies. This iggploratory
research which will review the degree of contratiothe systems that exist in public organizations.
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Introduction

Within the national development plan in the eledyi sector strategy section 15.10, reads: "Tongfiteen the
business, adopting standards and business pradaifcéise industry at the international level in thedustry,
improving processes with the use of quality systemd high-tech, and promoting a more efficient aseheir
current spending and investment " (Republica, 2007)

There is a need to promote efficient use of invesiimpublic companies invested a lot of money imaggement
information systems (MIS).

But how do you know whether or systems offered dijwsare development organizations are efficienttfos type
of organization?

There is news of a significant waste of resouragdrfvestment in Information Technology (IT), aridht usually
there are computer systems poorly designed, unsageand costly.

Investing in MIS, applies to internal control prdoees of the organization, which measured and tegothe
efficiency and productivity of the conduct of theganization.

But not measured the efficiency of computer systamsuch and therefore can not be properly defieeneeds of
IT within a public company.

The answer is to utilize the alignment of the Infation Technology Governance (ITG) and the Balar®eatecard
(BSC) to measure the impact on operational effigyan public enterprises.

Also identify the parameters through the Informaticechnology Infrastructure Library (ITIL) for suclhmpanies.
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When viewing the variables obtained in the modeindégration (IGT, ITIL and BSC), will be the infmation
needed to evaluate leg investment in MIS. Thereffoeeenanagement of public companies will be mofieieht.

Public Companies M anagement

Public companies are run by politicians, who arabl& to properly define the mission and vision lobse
organizations (Matthias, 2007). Organizations Uguahd to create a vision and mission outsideatdity.

Therefore, this reality it is very difficult to inlgment in the organization (Robbins, 2004), asntamagement can
not be effective because the work is not consistétht what we want to be in the future.

Because they are not clear about the directioh@btganization, the employees are asked to mal@isgrojects
that ultimately do not have a fully developed aheérefore, it is a fruitless work.

This work costs the organization time, money andvaball is a distraction to what we really shoule doing.
Consequently, if not properly declaring missionasigation has no idea where to go (David, 2003}, thas loses
the way.

This road was lost, because work is lost and cawdr& not only employees, supervisors and managetr®f the
directors or politicians. Likewise when there rgadl a project that will bear fruit for the orgaation, employees fail
to see this innovation or improvement, and theqatognds up not achieved.

Therefore, as can be ordered efficient outcomek suterprises if there is no trail planned to rethehgoal of the
organization.

The road to public enterprises raised on many émessresponding to a political plan, which incladgoals and
strategies to win elections and not to provideféinient service to their customers.

Therefore, the civil service must know what is ybusiness (Drucker, 1999), to evaluate the resilteeir actions
with clear and transparent information and thuddirgefficient production (Rosales, 2004).

Continuous improvement (Drucker, 1996), will givee tpossibility that the processes are more suitalffieient and
can be synthesized in the MIS fast and efficient.

M anagement Infor mation Systems

Businesses today, whether public or private neddftom and be informed properly. The MIS is a \aile aid to
managers to meet their business.

These systems operate in several processes obthpany, reporting on accounting, sales, human ressuand
other processes (Laudon, et al, 2004). They opevitea collection of records that display inforioat on the
services that are provided to clients, workerdguarance and financial results among other inforomat

These collections of records are organized in desad fast, reliable and especially today (Date,1200hese
systems that manage data information are not regpedter reliable.

If we join the modern techniques of programmingisathie analysis and design of object-orientedesgst(Martin et
al, 1992) that creates variable properties ortatteis and methods by creating its functionalitysthbsuch objects or
variables can be found in the databases ready tofsulted.

But with the Internet that is based on client sesghema (McLeod, 2000), where computers througipls, consult
through browser-Explorer from Microsoft and Mozilisefox among others-the software that through aahivey
methods, consult databases to obtain reportsttbairganization needed for its administration.

The new business models (Barber, 2007), are bas#teause of Internet, Extranet and Intranet, mliog interfaces
between computers and users.

The Intranet helps public companies to inform theinployees (Ochoa, et al, 2004), mission, visianlicjes,
procedures, and other functions that are tryingriorove the efficiency of the working methods usgdworkers
such organization.

Public companies can and should use this commumicatodel, and surely will improve internal process



On the other hand, systems development should Yidedi into clearly defined steps and processesir(8ta
Reynolds, 2000) for creating software. If PEs dighimg panels to create infrastructure, it will inere efficient use
of IT.

Therefore maintenance, it will be more efficiembce it has a team of specialists attentive toemgrgency.

But subsistence systems, is linked to their usbese users, so it is necessary to have a systetortplaints to see
if procedures, functionality and availability aréicent.

Complaints help suppliers to be more efficient withstomers (Barlon, et al, 1996), why not creatystem of
complaints for users of the processes of the coghénhighly recommended discover how to improvecpdures
in which users complain.

The ITIL was developed as a system for complaiimtswhich systems are operating in the organizatine
monitored and capture information from your behavio

Information Technology Infrastructure Library
ITIL was developed to recognize that organizatiaresincreasingly dependent on computing to achisverporate
objectives.

This increasing reliance has resulted in a growiegd for computer service quality that are consisigth business
objectives, and meeting the requirements and custerpectations.

The IT application only contributes to achieving ttorporate objectives if the system is availableigers in the
event of failure or necessary modifications is supgr by the processes of maintenance and opesation

The central ITIL books have been grouped into teayering the areas of the Service Support and &Delivery
(OSIARIS, 2007).

a) Support service

The support service is concerned with all aspecensure continuity, availability and quality ohsee provided to
the user. To achieve these aspects is requirecage properly the following systems:

* The Incident Management. It aims to resolve anjdemt causing an interruption in service as quickhyl
efficiently as possible.

« Management Problems. It is charged with investigatthe underlying cause’s alterations, actual or
potential, IT service, identify possible soluticlmsthem and propose any requests for changes regdss
restore the quality of service.

« Management changes in the infrastructure. Evalnatitd planning of the change process to ensurgithat
it takes place, is done in the most efficient manfelowing established procedures at all timesl an
ensuring the quality and continuity of service f |

* Management Configurations. Maintain control ofahfiguration elements of the IT infrastructuretwihe
appropriate level of detail and manage that infdimmathrough the Database Configuration.

b) Provision of Service

The provision of the service deals with the sewioffered in themselves. In particular service Igvavailability,
continuity, and financial viability, the necessagpacity of the IT infrastructure and the levese€urity required.

« The Management of Access. Optimize and monitoritheervices so that they operate continuously and
reliably.

* Financial Management is to assess and control dbts @ssociated with the IT services so as to geovi
quality service to customers with an efficient o§&T resources required.

 The Capacity Management is responsible for all éfvises are backed by a capacity to process and
sufficient storage and dimensioned correctly.



* The Continuity Management Service is concerned apmyenting an unexpected and severe disruption of
IT services due to natural disasters or other ®gmater cause, have catastrophic consequencésefor
business.

e The Security Management should ensure that then&ton is correct, is available to the business ian
used only by those who are authorized to do so.

The information collected ITIL should be the entarno the BSC and the ITG.

Information Technology Governance

The ITG is the responsibility of the board of di@s or senior management of organizations.

It is an essential part of corporate governancea ashole, bringing together the organizational strees and
management necessary for ensuring that informatehnology support and facilitates the developnanthe
strategic objectives defined (AEMES 2006) objediVEG are:

Strategically align with business goals.

Optimize its management through constant monitoaimg) continuous improvement of their processes.
Improving the organization's ability to manage opyaities and maximize profits.

Using resources responsibly in fulfilling the goals

Properly manage their risks.

Publicize the organization profits earned by theegiments made.

Requirements for a good ITG (Carrillo, 2006):

1)

2)
3)
4)

5)

6)
7

Existence of a good framework:

1. Structure: Who makes the decisions? What orgabpizali structures will be created, and who will
participate in them and what will assume respolisds?

2. Processes. How will decisions be made to inve$t hWhat are the decisions making process to pepos
investments, revise, approve and prioritize invests?

3. Communication. How will they be tracked, measured aommunicated the results of these processes?
What mechanisms will be used to inform investmesttislons the board, executive management, business
management, IT management, employees and shareslde

Be clear about the principles governing the rol€Tah the organization.
Not to be confused with tactical and strategicardifor the operational implementation of ITG.

The responsibility for the decision to begin thegqass of government is the Governing Council / Bkee
direction.

The Chief Information Officer must be the promatérthe idea and responsible for setting up the ggses of
government.

The key to success is to decide who makes theidesiand on the basis that factors.

It is a continuous process of learning and theecigktontinuous improvement.

The ITG, properly implemented, is a discipline afr@orate Governance (Zamora, 2007). The Board cédbirs
should be "directed" Operation and Management &irination Technology. The ITG must be established a
managed considering the three dimensions of Cotp&avernance: Compliance, Performance and acduailityta

Strategic planning is a management process that develop and maintain a strategic fit betweerectjes and
resources of the company and its changing marksrtynities.

Therefore, we must define the elements or indisafimr measuring the BSC.



Balanced Scorecard
The BSC transforms the vision and strategy targetd indicators organized into four different pergpes:
financial, customer, internal processes, and tngiaind growth (Kaplan et al, 1996).

This table provides a framework, a structure andlage to communicate the vision and strategymessurements
to inform employees about the causes of currertemgcand future.

The BSC is more than just a measurement systenicabhotr operational. Innovative companies are ustras a
strategic management system to manage its longstategy and to perform critical management preess

e Clarify and translating or transforming the strategsion.
« Communicating and link objectives and strategiddatbrs.
« Planning, setting goals and align strategic inites.

* Increase strategic feedback and training.

The BSC retains financial perspective, as the firnindicators are valuable to summarize the engoo
implications, readily measurable actions that halready been made. The measures of financial pegioce
indicate whether the strategy of a company, its lémgntation and enforcement, are contributing te th
improvement of the minimum acceptable.

In the perspective of the client managers idertifgtomer segments and markets, where the compdingowipete
and measures of the performance of the same ire thelected segments. Key indicators include satisfa
retention, acquisition of new customers and custgmafitability and market share in selected segmen

The prospect of internal process executives idestitritical processes in which the organizatioouth be
excellent. Measures of internal processes focushenprocesses that will have the greatest impactustomer
satisfaction and achieving the financial goalsrobeganization.

Perspective identifies training and infrastructgrewth that the company should build to creatensprovement and
long-term growth. The prospects of the customer thedinternal process identify the most criticattéas for the
current success and future.

It is unlikely that public companies will be able achieve its long-term objectives for the interpedcesses and
clients using current technologies and capabilitiesaddition, intense global competition requitkat companies
continually improve their abilities to deliver valtio their customers and shareholders.

The formation and growth of an organization comesfthree main sources: people, systems and proeediithe
organization.

The capabilities of information systems can be mesasthrough the real-time availability of relial@lad important
information about customers and internal processbigh will be provided to employees who are atfthrefront of
decision-making and action.

Discussion

We know that public enterprises invest huge amoohtsioney in IT, what is not known is how to meastie
efficiency of ICT and correctly to say that investmin IT is properly assessed.

Some of the most important questions are of twegyor administrators and for users of informatiechnology
services, for the first are:

« Are the processes in the areas of systems anddiecfies are clear?
« Does the system comply with the internal contrahef organization?
e How is the strategy for IT in public companies?

e Is the current state of computing area?

* |s there an excellent cost-benefit ratio?



» Is there security for staff, data, hardware, sofenand facilities?

e How is it decided which projects and initiativeskaa

« Does the company have any public objectively assesperformance of IT?

For the latter are:

e It has ensured greater integrity, confidentialityailability and reliability of information?
< Do you support the role computing to the goals @injdctives of the organization?

e Can Increase user satisfaction of computer systems?

* Is there training and education on the SI?

Although ITIL seeks to answer these and other duestthis system seeks ideas for making efficggstems of the
organization by arresting statistics of the flawshHe systems and data relating to customer setiisfa

In public companies it is easy to change a systanthe other, with only know that the second onédaster
equipped, is a quality that surpasses the prewinasand that fact is bought and installed.

The problem is the high cost systems should haxeasonable response in people's productivity, goce even
better quality customer service, and it is not.

If we really valued spending on IT managers coualttéase to 100% with the use of systems to use IdfG¥ese
systems.

The variables to be measured in the BSC must baireat from the most reliable source, which is tke af the
systems, the complaints usually is more reliabtesy to use, since there are most failures.

In organizations where there is not a system ofptaimts, apparently nothing wrong and even tholgisé¢ systems,
in many instances the same personnel preventsfailafes are made public. The complaints are a iraportant to
find out how services are delivered in any company.

Although ITIL is not a complaint system should s=d as such, as it is a system that has procedittethe best
practices in the management of computer resoutdés.indicates variables which will be necessarydbtain
statistics from the use of the systems.

Likewise, we must manage the variables from a cbrganel, and this is where the BSC help with tberexct
strategy, aligning such variables to the goalshjeatives raised by the management of the company.

If you get high ratings, they indicate that the o§¢he systems is to help staff, administratoranagers had done
their job properly.

Where there are satisfied customers, there willdggades to the services the company provides,ifasa, the
systems actually help you get customer satisfaction

Therefore, investments in IT are correct. If ittéss be assessed is happening with the strategimipigrof the
enterprise systems and investments in IT.

The hypothesis of this paper seeks to help undetstaw investments are made in IT.

“Si se aplica en las empresas publicas una adecakneacion del Gobierno de Tecnologias de Irdaién a

través del Cuadro de Mando IntegrBlalanced Scorecajdmediante la identificacién de parametros aprapsad
entonces se tendra un uso eficiente de la invemsidsistemas de informacion gerencial, para haésrrentable la
operacion de este tipo de empresas”.

Conclusion

The result of this research is to demonstrate fii@ency or inefficiency of information systems.

It also help managers to take into account the M have been used in public enterprises, whetheressful or
not, and those who used to form a database ofrtfoigmation.

The expected results of the investigation in thé service are as follows:



» Development of a methodology to make it more céfgtsive information systems management.
« Establishing a model for aligning processes comyuiti the public sector.
« Identify the appropriate alignment parameters fdslic companies.
< Contributing factors to the theory of the admiratitn of public enterprises.
Therefore they must take into account the followphases:
e To conduct exploratory research to obtain inforoyatin existing systems

e Conducting interviews and questionnaires, with sis#rsystems to verify their liking or displeasuvith
the service offered by the area of systems.

« Describe the costs of the systems in the publicpaom.
« Documenting the existence of ITIL and ITG use ia tublic company.

Obtaining this information will be set up mechanssfar the model systems ITIL, IGT and generateBS&€ with
specific parameters for measuring public enterprise
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