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                    Abstract
Brazilian Federal Institutes of Education, Science and Technology (FIs) have expanded through multicampi structure, which has led to profound changes in their administrative and academic organization. As consequence of this expansion, the demand for services, systems, and information technology (IT) solutions has increased; and the support service’s provision has become much more relevant. However, a diagnosis of the quality of the IT support services, performed with the FI’s CIOs, has shown that the service’s provision in these institutions is below required. There are several problems encountered, such as political and cultural issues, lack of stakeholder involvement, insufficient staff, resistance to change, lack of priorities, excessive demands, lack of knowledge of best practices, and the use of inappropriate tools. So, there is a clear need to develop a proposal to help the FIs to improve their IT support services. The Service Desk is an alternative, since it implements a unique interface between users and the IT sector, however, with a broader role than just the technical support, as it embraces processes, people, and technologies geared to IT management. This work aimed to develop a framework, with a practical approach on “how to do,” which guides the implementation and/or the improvement of Service Desks of the Federal Institutes. The proposal sought incorporates several practices related to Service Desk, identified in ITIL, ISO 20000, CMMI-SVC, and MR-MPS-SV models, creating a deployment and/or improvement approach through a life cycle framework, based on the IDEAL model, and a process toolbox, structured according to the seven dimensions of the EPMF. The research is relevant due to the lack of guidelines for the implementation and/or improvement of Service Desks from a practical point of view, since the main models found focus on “what has to be done,” and little on “how to do.” The IT support service’s current situation diagnosis in the IFs showed that the service provisioning was less than expected. The need to develop a proposal to help the FIs to improve the IT support service became evident, and the QoS-IT framework emerged. After the framework’s development, it was evaluated by IFs specialists and, posteriorly, it was used and evaluated in the context of a specific Federal Institute. Finally, a gap analysis was done between user satisfaction surveys, comparing the results obtained before and after the Service Desk deployment at the Federal Institute, which presented evidences of a positive impact on the service provision after using the framework.



                    
    


                    
                        
                            
                                
                                    
                                        
                                    
                                    
                                        This is a preview of subscription content, log in via an institution
                                    
                                    
                                        
                                     to check access.
                                

                            

                        

                        
                            
                                
                                    Access this article

                                    
                                        
                                            
                                                
                                                    Log in via an institution
                                                    
                                                        
                                                    
                                                
                                            

                                        
                                    
                                    
                                        
We’re sorry, something doesn't seem to be working properly.
 Please try refreshing the page. If that doesn't work, please contact support so we can address the problem.



                                    

                                    
                                        Institutional subscriptions
                                            
                                                
                                            
                                        

                                    

                                

                            
                        

                        
                            Fig. 1[image: ]


Fig. 2[image: ]


Fig. 3[image: ]


Fig. 4[image: ]


Fig. 5[image: ]


Fig. 6[image: ]


Fig. 7[image: ]


Fig. 8[image: ]


Fig. 9[image: ]


Fig. 10[image: ]


Fig. 11[image: ]



                        

                    

                    
                        
                    


                    
                        
                            
                                
        
            
                Similar content being viewed by others

                
                    
                        
                            
                                
                                    [image: ]

                                
                                
                                    
                                        A comprehensive AI policy education framework for university teaching and learning
                                        
                                    

                                    
                                        Article
                                         Open access
                                         07 July 2023
                                    

                                

                                Cecilia Ka Yuk Chan

                            
                        

                    
                        
                            
                                
                                    [image: ]

                                
                                
                                    
                                        A systematic literature review of ICT integration in secondary education: what works, what does not, and what next?
                                        
                                    

                                    
                                        Article
                                         Open access
                                         16 November 2023
                                    

                                

                                Mgambi Msambwa Msafiri, Daniel Kangwa & Lianyu Cai

                            
                        

                    
                        
                            
                                
                                    [image: ]

                                
                                
                                    
                                        Exploring Teachers’ Perceptions of Artificial Intelligence as a Tool to Support their Practice in Estonian K-12 Education
                                        
                                    

                                    
                                        Article
                                        
                                         02 June 2021
                                    

                                

                                Irene-Angelica Chounta, Emanuele Bardone, … Margus Pedaste

                            
                        

                    
                

            
        
            
        
    
                            
                        
                    

                    

                    

                    Notes
	https://www.bizagi.com/pt/produtos/bpm-suite/modeler


	https://otrs.com/pt/home/


	https://sourceforge.net/projects/ocomonphp/


	https://glpi-project.org/





References
	De Araujo, L. L.; Mocny, E. C.; Rocha, A. R.; Gonçalves, T.; Santos, G. (2014). “Experiência de Implantação do MR-MPS-SV no Service Desk da ECO Sistemas”, VIII Simpósio Brasileiro de Qualidade de Software, Blumenau, Brazil.

	ABNT (2011). NBR ISO 20000-1:2011. Tecnologia da Informação - Gestão de Serviços. Parte 1: Requisitos do sistema de gestão de serviços. Rio de Janeiro.

	ABPMP (2013). BPM CBOK - Guia para o Gerenciamento de Processos de Negócio: Corpo Comum de Conhecimento. 1. ed. São Paulo: ABPMP BPM CBOK v.3.0.

	Brasil (2016). Ministério da Educação. Expansão da Educação Superior e Profissional Tecnológica. Avaliable at: http://redefederal.mec.gov.br/expansao-da-rede-federal

	Brigano, G. U.; Barros, R. M. (2010). “A Implantação de um Service Desk: Um Estudo de Caso Aplicando Conceitos do ITIL e do PMBOK”, IV Workshop Anual do MPS, Campinas, Brazil.

	Cougo, P.S. (2013). ITIL: Guia de Implantação. Brasil: Editora Elsevier, v.01.

	CMMI Product Team (2010). CMMI for services, version 1.3 (cmu/sei-2010-tr-034). Technical report, Software Engineering Institute, Carnegie Mellon University.

	Elephant, P. (2019). ITIL process implementation strategy. Available at: https://blog.pinkelephant.com/images/uploads/ITMEF/Process_Implementation_Strategy_Whitepaper_v4.pdf

	Feigenbaum, A. V. (1961). Total quality control: engineering and management, the technical and managerial field for improving product quality, including its reliability, and for reducing operating cost and losses. New York: McGraw-Hill.

                    Google Scholar 
                

	Fernandes, A. A.; Abreu, V. F. de (2014). Implantando a Governança de TI-: Da estratégia à Gestão de Processos e Serviço. Rio de Janeiro: Brasport.

	Foidl, H., & Felderer, M. (2018). Integrating software quality models into risk-based testing. Software Quality Journal, 26(2), 809–847.
Article 
    
                    Google Scholar 
                

	Halcsik, A. G.; Martinez, R. H. (2011). Garantia da qualidade dos serviços prestados pela área de suporte de TI: um estudo da aplicabilidade de modelos de gestão orientados a processos. Available at: <http://www.centropaulasouza.sp.gov.br/pos-graduacao/workshop-de-pos- graduacao-e-pesquisa/anais/2011/trabalhos/servicos-engenharia-e-gestao/garantia- da-qualidade-dos-servicos-prestados-pela-area.pdf>.

	Ishikawa, K. (1993). Controle de Qualidade Total: à maneira japonesa. Rio de Janeiro: Campus.

	Jantti, Marko; Cater-Steel, Aileen; Shrestha, Anup. Towards an improved it service desk system and processes: a case study. International Journal on Advances in Systems and Measurements, v. 5, n. 3 & 4, p. 203–215, 2012.

	Juran, J. M. (1992). A qualidade desde o projeto: Novos passos para o planejamento da qualidade em produtos e serviços, São Paulo: Pioneira. 2ª Edição.

	Keller, A.; & Midboe, T. (2010). Implementing a service desk: a practitioner’s perspective. In: Network Operations and Management Symposium (NOMS), IEEE. p. 685-696.

	Kitchenham, B.A; Charters, S. Guidelines for performing systematic literature reviews in software engineering. Vol 2.3, EBSE-2007-01, Keele, UK, 2007.

	Kruchten, P. (2003). Introdução ao RUP: Rational unified process. Rio de Janeiro: Ciência Moderna.

	Likert, Rensis (1932). A technique for the measurement of attitudes. Archives of psychology.

	Marconi, M. de A; Lakatos, E. M. (2010). Fundamentos de Metodologia Científica. 7ª ed. [S.l.]:Editora Atlas. ISBN 9788522457588.

	Mcfeeley, B. (1996). IDEAL: a user’s guide for software process improvement. Software Engineering Institute Handbook - sei.cmu.edu. Carnegie Mellon University Pittsburgh, Pennsylvania.

	Montesi, M., & Lago, P. (2008). Software engineering article types: an analysis of the literature. Journal of Systems and Software, 81(10), 1694–1714.
Article 
    
                    Google Scholar 
                

	OGC (2007). Office of Government Commerce. ITIL – The Official Introduction to the ITIL Service Lifecycle. London: TSO (The Stationary Office).

	Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). Servqual: a multiple-item scale for measuring consumer perc. Journal of Retailing, 64 Available at: http://www.scirp.org/journal/PaperInformation.aspx?PaperID=35498.

	PMBOK (2013). Um Guia do Conhecimento em Gerenciamento de Projetos. 5. ed. Project Management Institute.

	Rodrigues, G. R.; Souza, A. S., Oliveira, L. O. (2013). “Implementando o Nível G do MR-MPS-SV com base no conceito de Central de Serviços”, IV Workshop Anual do MPS, Campinas, Brazil.

	Rudd, C. (2010). ITIL V3 planning to implement service management. TSO (The Stationary Office).

	Silva, C. D.; Vasconcelos, A. M. L. (2017). QoS-TI: Um Framework Adaptável para Qualidade do Serviço de Suporte de TI nos Institutos Federais. In: XVI Simpósio Brasileiro de Qualidade de Software (SBQS), 2017, Rio de Janeiro. Anais do XVI SBQS, 2017.

	SOFTEX (2015). Associação para Promoção da Excelência do Software Brasileiro. MPS.BR – Guia Geral MPS de Serviços: 2015. Available at: <http://www.softex.br/mpsbr/guias/>

	Tang, X., & Todo, Y. (2013). A study of service desk setup in implementing IT service management in enterprises. Technology and Investment, 4(3) Available at: http://www.scirp.org/journal/PaperInformation.aspx?PaperID=35498.

	Taylor, S. J., Bogdan, R., & Devault, M. (2015). Introduction to qualitative research methods: a guidebook and resource. John Wiley & Sons.

	Yin, R. K. Estudo de caso: planejamento e métodos. 3ª. ed. Porto Alegre: Bookman, 2005.


Download references




Author information
Authors and Affiliations
	Centro de Informática, Univ. Federal de Pernambuco (UFPE), Av. Prof. Luís Freire, S/N, Recife, PE, 50740-546, Brazil
Cristiano Domingues da Silva & Alexandre Marcos Lins de Vasconcelos

	Reitoria, Instituto Federal de Educação, Ciência e Tecnologia de Goiás (IFG), Av. C-198, Qd. 500, Jd. América, Goiânia, GO, 74270-040, Brazil
Cristiano Domingues da Silva


Authors	Cristiano Domingues da SilvaView author publications
You can also search for this author in
                        PubMed Google Scholar



	Alexandre Marcos Lins de VasconcelosView author publications
You can also search for this author in
                        PubMed Google Scholar





Corresponding author
Correspondence to
                Alexandre Marcos Lins de Vasconcelos.


Additional information
Publisher’s note
Springer Nature remains neutral with regard to jurisdictional claims in published maps and institutional affiliations.


Rights and permissions
Reprints and permissions


About this article
[image: Check for updates. Verify currency and authenticity via CrossMark]       



Cite this article
da Silva, C.D., Lins de Vasconcelos, A.M. Using the IDEAL model for the construction of a deployment framework of IT Service Desks at the Brazilian Federal Institutes of Education.
                    Software Qual J 28, 895–929 (2020). https://doi.org/10.1007/s11219-020-09499-x
Download citation
	Published: 07 March 2020

	Issue Date: September 2020

	DOI: https://doi.org/10.1007/s11219-020-09499-x


Share this article
Anyone you share the following link with will be able to read this content:
Get shareable linkSorry, a shareable link is not currently available for this article.


Copy to clipboard

                            Provided by the Springer Nature SharedIt content-sharing initiative
                        


Keywords
	IT service center
	Service Desk
	IT service management
	IDEAL model
	IT quality of service








                    
                

            

            
                
                    

                    
                        
                            
    
        
            
                Associated Content

                
                    
                        
                        Part of a collection:

                        
                        
                            Topical Collection on Quality Management for Information Systems
                        

                    

                
            

        
    

                        

                    

                    
                        
                    


                    
                        
                            
                                
                            

                            
                                
                                    
                                        Access this article


                                        
                                            
                                                
                                                    
                                                        Log in via an institution
                                                        
                                                            
                                                        
                                                    
                                                

                                            
                                        

                                        
                                            
We’re sorry, something doesn't seem to be working properly.
 Please try refreshing the page. If that doesn't work, please contact support so we can address the problem.



                                        

                                        
                                            Institutional subscriptions
                                                
                                                    
                                                
                                            

                                        

                                    

                                
                            

                            
                                
    
        Advertisement

        
        

    






                            

                            

                            

                        

                    

                
            

        

    
    
    


    
        
            Search

            
                
                    
                        Search by keyword or author
                        
                            
                            
                                
                                    
                                
                                Search
                            
                        

                    

                
            

        

    



    
        Navigation

        	
                    
                        Find a journal
                    
                
	
                    
                        Publish with us
                    
                
	
                    
                        Track your research
                    
                


    


    
	
		
			
			
	
		
			
			
				Discover content

					Journals A-Z
	Books A-Z


			

			
			
				Publish with us

					Publish your research
	Open access publishing


			

			
			
				Products and services

					Our products
	Librarians
	Societies
	Partners and advertisers


			

			
			
				Our imprints

					Springer
	Nature Portfolio
	BMC
	Palgrave Macmillan
	Apress


			

			
		

	



		
		
		
	
		
				
						
						
							Your privacy choices/Manage cookies
						
					
	
						
							Your US state privacy rights
						
						
					
	
						
							Accessibility statement
						
						
					
	
						
							Terms and conditions
						
						
					
	
						
							Privacy policy
						
						
					
	
						
							Help and support
						
						
					


		
	
	
		
			
				
					
					44.210.96.244
				

				Not affiliated

			

		
	
	
		
			[image: Springer Nature]
		
	
	© 2024 Springer Nature




	






    