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IT quality management framework overview 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

Alignment of quality perception on Business and IT side 

Communication tool with business 

Alignment of IT maturity levels perception within all IT staff   

Tracking progress of quality improvement projects 

Better prioritization of improvements initiatives  

 

Benefits Positive approach  

Nonlinearity 

Regression 

Context relevance  

Anchoring 

5 Principles 

Measurement / Not Audit  

Target levels reflecting context 

Opportunity / Not gap 

Introduction training to all participants by AITQE 

Nonlinear quality levels – 40/70/90/100% 

Context – key facts and figures of client’s organization 

Assessment - structured interview moderated by AITQE 

Recording of Actual level and Target levels 

Key input from CIO + team leaders 

No anchoring – independent perspectives 

Peer assessment possible – participation of external CIO 

Active participation of all participants 

Experience sharing and the way of learning best practices 

Verification – observing reality 
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Assessment  

Quality Domains 
Communication with business, understanding business drivers, 

requirements, vision: IT perception of communication with business 
Business / Customer 

Human Capital 
Understanding, management, development of people in IT and their skills, 

ongoing adaptation to changing needs   

Services 
Adoption of service management practices, understanding of ITSM concept, 

completeness, quality of service delivery, existence and level of Service catalogue 

Processes 
Existence and maturity of processes in IT, level of adoption, measurement, relevance to context 

Tools 
Adequate toolset supporting IT needs and also efficient communication with the business 

Appearance 
How IT is perceived from the business side, business view on IT 

Processing AITQE has higher weight in overall score 

Eliminations of extremes 

Identification of major differences between judges 

Feedback to CIO regarding quality perceptions  

Consolidate data and compare with other results 

Generate IT Quality certificate 

Develop management summary with recommendations  

 

 

 

Presentation 

Realistic and reachable target 

Gaining support from executives 

Alignment of priorities between IT and business 

Positive tone, avoid defensiveness 

Schedule for next assessment 

Introduce continual improvement approach 

 Between quality and resources (costs, staffing levels, administration) 

Fluctuations will settle around overall quality level – focus on general levels 

Target levels to be connected with context of IT and organization  

Avoid in assessment, utilize in result presentation  

AITQE - Accredited IT Quality Expert 

Quality of IT Quality Index measurement is assured by the Accredited IT Quality Experts 

www.itqualityindex.com @itQualityIndex  #itQualityIndex 

 

 

 

Value to business 

Understanding of IT quality principles on executive level 

Benchmarking of IT quality in similar organizations 

Levels of best practices adoption 

Checklist for IT / business: “Do we manage IT in a proper way?”  

Way of learning business / IT about best practices for IT management  

 

Report – who/when/where 

Quality certificate with XX% level 

Improvements per quality dimension 

Radar graph 

Management summary – PowerPoint 

Quality benchmark – above/below/average 

Output 

Trainings and certifications 
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