
IJSRD - International Journal for Scientific Research & Development| Vol. 4, Issue 01, 2016 | ISSN (online): 2321-0613 

 

All rights reserved by www.ijsrd.com 363 

IT Infrastructure Management Service Models 
P Srikanth1 Ajay Kumar2 Sumit Khanna3 

1,2Assistant Professor 3B.Tech Student 
1,2Department of CIT 

1,2,3University of Petroleum and Energy Studies, Dehradun
Abstract— At present each organization depends on the 

computer severe industries such as manufacturing, trading, 

retail or financial industry. These industries are all over the 

world accelerating their business models which will be 

operated in real time and in which the information sharing and 

other transactions are instantaneous. These organizations are 

planned for long period of time to managing the IT 

infrastructure meant by the network and its associated 

software and hardware. In this competitive world the business 

has to make changes to gain the profits and effectively respond 

to the needs of the business, in timely manner, IT operations 

need to be associated with the business and demonstrate 

operational quickness. To operate IT services in easy way 

various service delivery models are required. In this paper we 

are focusing on various IT infrastructure management service 

models and their advantages and disadvantage. 
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I. INTRODUCTION 

For understanding the essence of IT Service Management and 

its importance to enterprises need to understand how IT 

service management simplifies the job of service providers in 

managing and delivering these services. IT Service 

management is a planned and conscious means of building 

and managing the support structure to meet business and 

service objectives - moving from chaos to control. It is 

providing value to customers in the form of services through 

a set of specialized organizational capabilities. 

The primary objective of IT Service Management is 

to make sure that IT Services are aligned to and actively 

support business needs. According to the concept of ITSM, if 

IT functions are proceeding on the same path as the business 

then its wider objectives can be achieved with substantial 

ease. Software vendors and IT leader have understood this 

concept and have spent millions of dollars and hundreds of 

hours on the promotion of IT as a facilitating and valuable 

business contributor. By following this concept, it is assumed 

that certain concerns can be identified quickly and the 

response of IT function can be able to suffice the changing 

business requirements earlier than anticipated. Actually, 

these regular meetings does very little in improving the way 

IT contributes to the organization except for time reduction 

between impacting events of external business and the 

response of IT function to enable the business to operate 

effectively various service delivery models are available. 

II. IT SERVICE DELIVERY MODEL 

IT Service Delivery Model consists of three stages. The first 

stage was in earlier times, when only IT services were 

provided like IT BPO services, application services etc. The 

next stage of evolution in IT Service Delivery Model saw IT 

infrastructure and other technical services of an organization 

managed by the service providers. The managed services 

were widely accepted as they were the only profitable means 

for service providers to deliver IT service and support. 

Managed services were the practice of outsourcing day-to-

day IT management responsibilities and functions as a 

strategic method for improving operations and cutting 

expenses. All this changed with the third stage of evolution 

which saw cloud model appearing on the sphere. 

A. IT Operating Models 

Business is constantly developing and restructuring its 

operations in order to ensure and maintain profitability and to 

gain a competitive edge. To adequately respond to the needs 

of the business, in a timely manner, IT operations need to be 

aligned with the business and demonstrate operational agility. 

Therefore, a well-defined and easy-to-understand IT 

Operating Model is of essence. 

 Onsite Model 

 Facility Management Services (FMS) Model 

 Total Outsourcing (TOS) Model 

 Captive Model 

 Remote Infrastructure Management Model 

 Cloud Model  

1) Onsite Model: 

This model is well-suited where the development and support 

team is required to be close to the client's stakeholders. 

Throughout the assignment the service provider report to an 

onsite manager and also report back to their offices on a 

regular basis. Among the services provided by an onsite 

representative are: capturing of project requirements and 

technology assessment, creating functional specifications, 

design, support etc. el [1] 

The skilled personnel of the service provider are 

position on the client's site under the onsite delivery model. 

The personnel are in continuous interaction with the team of 

the client while they are working. This interaction ranges for 

the entire period between the point of information collection 

to implementing this information as well as the time when 

these services are supported and maintained. The only 

difference between the onsite model and the normal working 

model of a customer is that the tasks are accomplished by an 

outsider team in the former. 

a) Working of Onsite Model 

 
Fig 1: onsite model 

In Onsite Delivery Model, the outsourcing work is distributed 

between the service provider's onsite center and the offshore 

development center & thereby the client gets the advantage 

of both types of outsourcing models. By using this model an 

additional costs involved in providing the additional facilities 

to the onsite team working within the client's premises may 

act a limiting factor for the onsite model to be adopted by the 

clients [2].  
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2) Facility Management System (FMS) model 

The global market has become open for everyone and there is 

a severe competition amongst service providers to provide 

best of products and services at the most optimum cost. 

Hence, many client organizations started concentrating over 

their core business and outsourced the rest of the support 

functions in order to minimize the operational cost. A large 

number of enterprises started to opt for IT outsourcing as a 

solution to accomplish productivity, cost effectiveness and 

least downtime of their IT infrastructure, this model manages 

both on-site and also its delivery center. 

a) Working components of Facility Management 

System (FMS) model 

 
Fig. 2: Facility Management System Model 

 Application management: The process of managing the 

maintenance, upgrading, operations and versioning of 

an application is called Application Management. It is 

managed by 3 levels they are 

 Application Owners: the management of application in 

terms of control, revenue and productivity.   

 Application Managers/Developers: they are responsible 

for application maintenance, deployment and 

development 

 Application Users: These are the people who use an 

application. Application Management with the 

versioning, security, privacy and the overall control that 

is processed and modulated by the application 

 Technical management: it involves the management 

skills to discovery, development, operation and 

appropriate use of technology. Technology managers 

help create value for their organization by using 

technology and other resources to solve problems and 

improve efficiency and effectiveness. 

 Infrastructure management: Physical management is to 

manage the physical environment where the IT 

infrastructure is located. IT Facilities Management 

includes all aspects of managing the physical 

environment, for example power and cooling, building 

access management and environmental monitoring The 

drawback of this model is when an organization 

delegates responsibility of this vital function to an 

outside group; inevitably it loses some of the critical 

control it would enjoy if the operations were kept within 

their authority. However, this issue can be controlled, 

provided that the organization embeds the right 

governance mechanism in the contract [1][3]. 

3) Total Outsourcing System (TOS) model  

The market growth across various domains is being driven by 

the competitiveness in the local market. The organizations 

these days make to focus on their core capabilities as their 

business has expanded. An organization needs to be ready in 

a technological way to take on the challenges which have 

emerged due to the emergence of IT infrastructure as an 

important element in achieving and defining their business 

objectives. If an organizations concentrates on improving 

their technological department, their growth will be fueled as 

well. The organizational resources can be unnecessarily 

burden if an organization decides to balance the technological 

and business requirements on their own. To avoid this burden, 

they can outsource the services which will take care of the IT 

infrastructure and enable them such that they can spend more 

time concentrating on their core competencies of the 

business. 

TOS fulfills an organization's constant IT 

infrastructure and application demands while evaluating, 

deploying and managing flexible, responsive and economical 

solutions. Through its acknowledged quality processes and 

program governance frameworks, it helps them achieve and 

sustain business momentum. Based on service level 

agreements (SLAs), it meets every need and objective of the 

business by providing IT infrastructure solutions that 

seamlessly align with organizational processes and practices. 

In TOS model the following challenges going to 

face 

 The needs of the client which are unique in nature are 

not met as the vendors standardize the activities which 

are being outsourced to a certain extent. For example 

when the supplier standardizes the IT applications, 

economies of scale are reaped. This leads to lower the 

benefits for the client as the applications which they will 

be using are not according to their needs. The activities 

may be outsourced totally or not at all if they are 

homogeneous in nature 

 A dependence situation is created by outsourcing 

specific activities. This happens because the 

organization does not have a level of competency 

sufficient for the activities which it has outsourced. 

These activities can now be carried out by the service 

providers only and not by the organization [4][5]. 

4) Captive Model 

The customer of an organization creates its presence in the 

lower cost location by making strategic decisions in a captive 

model. In this model the activities are outsourced to the 

service provider but still they are performed remotely. This 

enables the customers such that they are able to have full 

control and mitigate risks which are associated with sensitive 

information of the business and other intellectual property. 

This model consist two types of models. They are 

 Creating captive center from scratch: If the customer 

organization has local expertise, knowledge of the 

market and necessary resources then this model can be 

successful. Existing companies with operation in the 

required location can be bought by the organization or it 

can perform a due diligence extensively on its own. 

 Build-Operate-Transfer (BOT): The captive center is 

established and stabilized by partnering with third party 

vendors in this approach. The initial setup, adding 

personnel and operations of the captive centers is the 

responsibility of the vendor. This process is carried out 

in a time period which is predefined. 

Captive model can be works in following ways  

 Single Parent Captive: This model also known as a pure 

captive model. Any company which insures a parent 
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company's risk can use this model. The domicile in 

which it is incorporated is capitalized by the captive 

company is this model.  

 Segregated Cell (Rental Captive): the organizations are 

enabled to take part in the captive which has been 

created by the investors or insurance companies. The 

capital or surplus of an existing captive is rented by the 

organization rather than creating their own captive. An 

individual organization or a group of organizations can 

made access to this kind of captive 

 Group Captive: If a group of non-related organizations 

combine and make their own organization then the 

model implemented by them will be a group captive. 

Depending on whether this group insures only similar 

type of business or a wide range risks, they are divided 

two groups either heterogeneous or homogeneous. 

Example of a group captive group can be risk retention 

group. 

In captive model there are so many problems are 

exist some of them are  

 It combines work from various units of business into 

a single captive center and attains economies of 

scale. 

 Captive center in a location which is offshore. It is 

challenging to manage the ongoing tasks of the 

company's system, policies, processes and 

procedures [7]. 

a) Remote Infrastructure Management Services 

(RIMS) Model 

Remote Infrastructure Management provides end to end 

operational management services for critical network 

infrastructure, server and data storage assets it  helps you 

build and operate an organization's critical IT infrastructure 

more efficiently, without having to move from your current 

site. It deals with managing IT infrastructure and applications 

remotely (outside the physical location of hardware assets) 

taking proactive steps and remedial actions so that all the 

computer assets are available 24X7X365 to customers. 

 
Fig. 3: Remote Infrastructure Management Services (RIMS) 

Model 

By using this model following problems are occurred  

 People related issues 

 Poorly defined roles and responsibilities 

 Every team does administration, development & 

support 

 No clear responsibility matrix / SLAs. Outsourced 

support - Technology related issues 

 No evidence of architecture documents for network, 

systems and security 

 Poor metrics measurement 

 Single points of failure in Internet connectivity, 

Load Balancers, Firewalls  

 Weak security [8] 

b) Cloud Model 

The delivery of computing service on the internet is known 

as cloud computing. In cloud services business and individual 

use hardware and software. These software and hardware are 

managed by third party at a location which is remote. A pool 

of resources which are shared is provided by cloud 

computing. This resource pool includes networks, data 

storage space, specialized corporate, user applications and 

other networks. 

1) Working Components 

 Software-as-a-Service: When it comes to software 

licensing, the SaaS model has a major impact. This is 

because this model is faster to deploy when compare to 

the software which are traditional. It is delivered 

directly to the large and semi-large organizations 

 Managed services: It is popular particularly with system 

integrators and value-added resellers. It has been 

accepted widely today as the only means where the 

service providers can make profit while delivering IT 

support and services to the organizations. There must be 

a capability in the applications and devices such that 

they can be managed remotely Managed services 

provide organizations with predictable, business-

focused IT services that optimize operations, manage 

risk and deliver measurable business value 

 Hardware-as-a-service: It is a service provision model 

for hardware that is defined differently in managed 

services and grid computing contexts. It is a 'pay-as-

you-go' model that is highly efficient for small to 

medium sized businesses that don't want to pour their 

savings into expensive hardware. . It allows for optimal 

price and newest technologies without the upfront 

cost[9]. 

III. CONCLUSION 

In IT infrastructure service various types of service models 

are available, out of them some of service delivery model are 

exposed in this paper and also mentioned how they are works 

depend upon the different criteria.in this paper we discussed 

different types of service models and their issues, out of all 

the service models cloud model is providing best service to 

operate IT services more efficiently to achieve the business 

needs in better way. In future these cloud services can be 

extended to enterprise mobility to perform various operations 

in smooth manner. 
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