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	3. The operations function  area is the core function area of the development bank to serve
its customers' financial needs.
The total scope of services provided is small compared to the total population of its
coverage area in West Java and Banten.
One reason for the lack of customer confidence in the services offered is the
organization's unpreparedness to adopt business agility and technological innovation.
IT planning in the operations function area can be utilized as the solution to increase the
service delivery performance.
Enterprise Architecture (EA) should align business and IT with mapping ITIL best practice
as a foundation and practical direction to bring the company's operational services to
sustainability in growth, profit, and satisfaction.
This study delivers the roadmap design using the TOGAF framework to identify the
current state of the company and the desired IT architecture with business strategies in
the area of operations functions.
Abstract
 


	4. ITIL, or Information  Technology Infrastructure Library, is a set of best practices for IT service
management (ITSM) that focuses on aligning IT services with the needs of the business.
ITIL is organized into a service lifecycle that consists of five stages: Service Strategy, Service Design,
Service Transition, Service Operation, and Continual Service Improvement (CSI).
ITIL is a flexible framework that can be adapted to the specific needs of any organization. It is a
valuable tool for organizations that want to improve their IT service management practices and
deliver high-quality IT services to their customers.
Benefits of ITIL:
Improved service delivery and customer satisfaction.
1.
Better alignment of IT services with business objectives.
2.
Enhanced efficiency and effectiveness of IT operations.
3.
Clearer accountability and responsibility within the organization.
4.
ITIL
 


	5. TOGAF
TOGAF is a  methodology and framework which is a step-by-step process for developing and
managing enterprise architecture.
It was created by “The Open Group Architecture Framework” and provides a systematic way to
designing, planning, implementing, and managing corporate information technology
architecture.
The paper proposes to use TOGAF as a framework for developing a plan to realign a
development bank's organizational architecture.
TOGAF is used specifically in the operations department to assess the present state and build
the desired IT architecture aligned with the business strategy.
Architecture assets are classified, and strategies for adapting and modifying architecture are
described.
A repository for all architecture-related deliverables generated during the ADM.
The research intends to improve service delivery, reinforce organizational architecture, and
eventually improve the bank's performance in terms of growth, profit, and customer happiness
by utilizing TOGAF.
 


	6. CHALLENGES
1. Service Scope  Challenge:
-Limited bank services hamper meeting diverse financial needs.
2. Customer Confidence Issue:
-Lack of trust due to inexperience in agility and tech innovation.
3. Technology Adoption Hurdles:
-Challenges in adapting to advanced tech impact service satisfaction.
4. Agility and Innovation Gap:
-Unpreparedness in adopting agility and innovation affects customer confidence.
5. IT-Business Alignment Gap:
-Misalignment between IT and business strategies hampers efficiency.
6. Strategic Planning Challenges:
-Strategic planning issues have an influence on growth and profitability.
7. Regulatory and Industry Restrictions:
-Regulatory and ownership limits impede cost-effective IT utilization.
8. Competitive Pressures:
-Industry competitiveness demands balancing investments in tech and marketing.
9. Operational Efficiency Challenge:
-Efficiency and profitability require organizational realignment.
 


	7. Background
Encouraging the econonic  development within the regions is the main objective
for the foundation of provicial Development bank.
The provicial development bank is designed in such a way that it reienforces wide
range of projects that aims to support local business,investments and
infrastructure projects with its main goal being contribution to the regions
economic growth and survivability.
A gap between service and increasing market requirements, technology has been
advanced and consumer expectations has raised well, which forced the bank to
adapt.
 


	8. A holistic approach  is recommended to address inefficiencies in the organizational architecture and
service delivery of the Provincial Development Bank.
Integrating the ITIL framework:
Use ITIL processes to improve IT service management.
Prioritize incident, problem and change management for a more responsive IT environment.
Integrating the TOGAF framework:
Deploy TOGAF to redefine enterprise architecture.
Follow the Architectural Development Method (ADM) steps for a systematic approach.
Organizational reform:
Redefine roles and responsibilities to align with ITIL and TOGAF principles.
Organize training programs to train employees for new tasks.
Change the service offer:
Improve service delivery processes using ITIL practices.
Improve customer experience by improving incident resolution and service request management.
Solutions
 


	9. Implementations of solutions
Assessment  and planning:
Provide a comprehensive assessment of existing processes and structures.
Create a detailed implementation plan outlining milestones and timelines.
Stakeholder participation:
Communicate changes publicly to all stakeholders.
Involve key people in decision-making processes.
Education and skills development:
Provide training programs for employees to adapt to new ITIL and TOGAF practices.
Encourage continuous learning to stay abreast of evolving best practices.
Implementation of the pilot project:
Introduce changes gradually in a controlled environment.
Monitor and evaluate impact on a small scale before full implementation.
Continuous monitoring and improvement:
Define key performance indicators (KPIs) to measure success.
Implement feedback loops for continuous improvement.
 


	10. Effects of the  Solution
Better performance:
Streamlined processes lead to faster case resolution and service delivery.
Less downtime and better work efficiency.
Improved service offering:
ITIL practices promote customer orientation.
Better communication and transparency in the delivery of services.
Optimized organizational structure:
Clearly defined roles and responsibilities lead to a more efficient workforce.
Staff satisfaction is increased through competency development opportunities.
Better adaptability:
TOGAF integration enhances the bank's ability to adapt to evolving technological landscapes.
Better flexibility for future organizational changes.
Positive impact on customers:
Better service increases customer satisfaction.
Better meet customer needs and expectations.
 


	11. Proposed solutions
1. ITIL  Integration:
- Validated ITIL process for incident, problem, and change management. - Improved
management of IT services improves accountability.
2. TOGAF Integration:
- Implemented TOGAF to systematically redefine enterprise architecture.
- Followed Architecture Development Methodology (ADM) for structured changes.
3. Reorganization of the organization:
- Redefined roles and responsibilities according to ITIL and TOGAF.
- Organized training programs for employees to adapt to new tasks.
4. Change in service provision:
- Improved service delivery processes using ITIL practices.
- Better customer experience through better resolution of cases.
 


	12. Future Enhancements
1. Better  stakeholder engagement:
- Involve stakeholders more fully throughout the process.
- Collect input and feedback from a broader perspective.
2. Comprehensive training of employees:
- Extend training programs beyond IT teams to include all relevant departments.
- Promotes a culture of continuous learning and operational understanding.
3. Decision-making from data:
- Apply data analysis to make informed decisions.
- Use performance metrics to improve areas.
4. High Automation:
- Explore advanced automation tools for routine tasks.
- Improve efficiency by reducing manual intervention in repetitive processes.
5. Customer feedback mechanism:
- Create a robust mechanism to collect customer feedback.
- Use customer insights to personalize services and prioritize improvements.
 


	13. Conclusions
The study highlights  the crucial role of integrating IT frameworks like ITIL and TOGAF in
enhancing banking operations.
By aligning IT infrastructure with business goals, a significant improvement in service
delivery and operational efficiency was achieved, leading to higher customer satisfaction.
The process, while complex, underscored the necessity of skilled personnel, robust
management support, and a commitment to continuous technological adaptation.
This approach marks a growing trend among financial institutions to leverage advanced IT
strategies for competitiveness. It emphasizes the importance of technology in
transforming traditional banking, enhancing service quality, and ensuring effective
management.
The insights gained from this study are invaluable for the banking sector, demonstrating
how strategic IT alignment can drive business performance and customer engagement in
the digital era.
 


	14. Thank you!
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