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Abstract 
Sandvik IT Services (SITS) ambition is to provide a smooth and suitable IT 

environment for the whole Sandvik organization. The idea is that SITS should 

provide end-to-end solutions globally in an efficient manner. To ensure that they can 

provide this, they have to be efficient in their work. To handle problems regarding 

incident and support, they have a large TV screen that shows important information 

about different processes. The demand for the information has increased; therefore 

the information displayed on the screen has also increased. Today, the amount of 

information on the screen is too big and it makes the information difficult to read 

and absorb. This work will help make SITS application management more effective 

in the future. Through Workshops for both managers and developers, it is necessary 

to find out the difference of what SITS requires to diversify priority information. 

And also be able to view the information in a user-friendly way, a layout of the 

information is suggested. The result of this work is to produce a design proposal.  

 

Keyword: visualization, workshop, priority of information, incidents, 

constructions, SLA, presentation of information.   
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1 Introduction 

The work involved developing a design for presenting information in a user-friendly 

manner. It also includes compiling the differences and similarities for both managers and 

developers in the information requirements in the everyday work. 

The first of May conducted SITS reorganization. It may have affected the content 

of the work. 

1.1 Problems for the thesis  

When the screen had just been placed, it was not so much information that was shown. 

After a little while the interest for more information increased and today it is too much 

information that is shown on the screen. It is therefore difficult to read and absorb all 

of the information.  

1.2  Aim 

The purpose of this work is to improve the presentation of important information.  It is 

important to analyze what requirements of information both manager and developers 

have. When the information requirements are produced, a priority of the information shall 

be made. 

The results of the study will be used to develop a proposal of a dynamic model 

which provide user-friendly visualization of information. 

 

1.2.1 Question formulation 

In order to fulfill the purpose of this study the following questions, regarding information 

and design, is important to answer. 

  

a. What important information is displayed on the screen today and should it remain 

in the future? 

b. How much information can be shown without losing the overview and is it really 

necessary to display all information at all times?  

c. How will the design of the screen be, to achieve user friendliness? 

1.3 Delimitation 

In this work, the information requirements and priority for them will be produced for 

managers and developers. When the priority is made, one user-friendly design proposals 

will be developed.  

The delimitation of this work is that the application will not be implemented. The 

information that will be produced in the design proposal does not need to be available 

today.   
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2 Technical background 

2.1 Company background 

First in the company background is a description of Sandvik AB and the five business 

areas. After that a presentation of the service company Sandvik IT Service and what 

connection it has to the Sandvik group. 

2.1.1 Sandvik AB 

In 1862 the entrepreneur Göran Fredrik Göransson started Sandvik AB. He was first 

within the steel industry to produce steel with the Bessemer Method. Therefore he was 

able to direct the company towards producing high quality products in the steel 

industry. 

Today Sandvik AB is a multinational and global group which is using high-

technology to produce advanced products. In 2011 Sandvik had about 50,000 

employees, of which 10 000 of them are in Sweden and had a turnover of about 94 

billion kr. Sandvik has five different business areas, Sandvik Mining, Sandvik 

Machining Solution, Sandvik Materials Technology, Sandvik Construction and 

Sandvik Venture.[9] 

The first business area is Sandvik Mining, which produce different types of 

machines, cemented carbide tools and different types of special steel for work in 

mountains and mining. 

Sandvik Machining Solutions is another business area within Sandvik group. 

Different types of hard metal products are produced within this area. 

 The third business area is Sandvik Materials Technology. In this area there are 

four different product areas which are primary products, tube, strips, wire and heating 

technology. Some of the products produced in this area are value-added in advanced 

stainless steels, special alloy and resistance materials that are metallic or ceramic. By 

using front edge competence and a close cooperation with the customers, products and 

materials are developed. 

 Sandvik Construction is a leading and global supplier of solutions for application 

in construction industry. Production focuses on producing equipment and tools for 

working in the quarry, tunneling, rock excavation and road- and railway-construction. 

The last of the five business areas is Sandvik Venture, with actively works with 

the growth and business development within the Sandvik group. By investing in high 

growth businesses, new business areas of Sandvik AB can be develop.[8] Figure1 . 

Sandvik group presentation 2012. 

 

Figure 1. Sandvik five business areas 
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2.1.2 Sandvik IT Services 

Because Sandvik is a high-technology group, it is important that they have an IT 

environment that is suitable and operational.  As an IT supplier there are high demands 

from Sandvik’s business areas. Therefore most of the IT-services is done by an intern 

supplier, the service company Sandvik IT Services AB (SITS).  

SITS is an IT company and their goal is to give end-to-end solutions globally in 

an efficient manner by offering a suitable IT-environment for their customers. [10]   

To make it possible for SITS to spread the information effectively, they using a 

TV screen, that is placed in the department so that as many people as possible can see 

it. The screen shows important information about different processes and system 

constructions. To ensure they can see what has happened, they use strong colors.  

The screen shows incidents, requests, problems and orders in separate columns. 

The system development tasks that the Windows Development team also handles 

appear on the screen in another column.  

2.2 SLA 

Service Level Agreement is an agreement for how long time it may take for SITS to fix 

an incident in a system. SITS has a hierarchy of importance of the various systems, the 

scale of the hierarchy is divided into five priority and four levels: Gold, silver, bronze and 

copper. If a system has priority of two it is a very important system and that means it is 

on level Gold and it is only those with the gold level. 

In Table 1 it is showing that whit an SLA with priority two have SITS obligations 

to fix ninety percent of the problems within four hours. If a system has a priority of one, it 

is a crisis for Sandvik if some problem shows and that means that they have a very 

seriously situation.  

Some of the system SITS is responsible, do not have an SLA and in that case SITS 

cannot priority the system after SLA priority. For the systems that not have SLA priority, 

SITS priority is with a matrix.   

There exist tree types of SLA and it is basic application handling, application and 

system operation. The basic application handling has no level. That means that SITS do 

not promise anything. [12] 

Table 1. SLA level 

Priority  Resolution target  Gold  Silver  Bronze  Copper  

1 According to ITCP Plan      

2
  

90% < 4 hours*)      

3
  

90% <8 hours*)      

4
  

90% < 2 business days      

5
  

90 % < 1 month      
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2.2.1 Processes 

An incident means that something has went wrong, like a printer that is broken or a 

system has crashed. Depending on what priority the incident has, SITS has a certain time 

limit to resolve the incident. If an incident has a priority 2 it is important to resolve the 

incident within a few hours. For an incident with a priority 5, they have to resolve it 

within a month. 

If it is many equal incidents with a low priority that has happened within a short 

time, the incident can be merged into parent incident. The incidents are called child 

incident if they are merged into a parent incident. They do not get a higher priority in the 

system, but they get higher attention.   

To resolve an incident, they sometimes do “work-arounds”. An example is if one 

printer does not work the employee has to print from another printer. With a work-around 

it is no longer an incident, now it is a problem. The difference between an incident and a 

problem is that an incident is urgent and a problem is to find a root cause. Think about the 

picture of an ambulance (incident, stabilize the patient), surgery room (problem, to find a 

root cause) and a heart transplant (change). To solve an incident SITS is using Problem 

Management.  

All of the problems are registered and documented. The problem should be resolve 

in a structured way. In this way they can prevent incidents and problems happening. To 

solve a problem long term is a so-called change made.  

 Orders and requests go hand in hand with each other. A request could be a question 

of something, as such a user need an application for something and do not know what to 

order. Maybe the user need help to order hardware.  Order is a product or a system that 

already exists in the portfolio and can be ordered, or an order for an application outside 

the portfolio but the user knows what to order. [13]  

2.3 Usability guidelines 

In order to provide a user-friendly application, it is important that the screen does not 

contain too much information. If there is too much information located in a small area, it 

become difficult to absorb the information. 

To make it easier to read the information displayed on the screen it is good to be able 

to put spaces between the information.  

It is always easier to read a text that is black on a white background. That is because 

there is strong contrast between black and white. Usually people are used to reading black 

text on a white background and it makes it easier to read information presented like that.  

Information is read from the top left to the bottom right corner as in the figure 2 

shown below. 
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Figure 2. How to read a screen 

Because of that can a conclusion draw that the most important information should be 

displayed at the top of the left, and the not so important information should appear in the 

bottom right corner. 

Symbols can be used to represent different states for those users who are color blind. 

The use of symbols must be consistent. It should not be too many different symbols, it is 

better that there are only a few different symbols on the screen. [14]   

2.4 Description of the screen and the application behind it 

The screen is a 37inches Samsung Led-screen with a resolution of 1080p. The update of 

the screen is in the current situation only when something has happened. Once a minute, 

there is a check if anything has happened. When a new unassigned incident has been 

received or when it has arisen a bug after a build in a system there is also an update. The 

figure below describes what the screen shows today.  

 

Figure 3. The screen. 
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In the Windows Development team there are four groups that have the responsibility 

for incidents, requests, problems and orders. For each group there are four boxes on the 

screen which show the statuses of the incidents, requests, problems and orders presented 

on the screen. The first four boxes on the top left shows the four groups of incidents. Next 

to the incidents are the four requests, next to the request are problems and to the far right 

are the orders. 

 If no one has taken the responsibility for an incident in one of the groups, the box 

for that incident is in red. If there are two incidents that has come in, the box for this 

incident group will be in red until both are taken care of. 

The system builds which the Windows Development team is controlling, also 

appears on the screen. These system builds are below the boxes of the incidents, requests, 

problems and the orders. If a build has gone bad, a bug may arise. Then the box for this 

system build is also in red. 

The screen is implemented as a screen saver, which in turn displays data. The 

screensaver is open source software that displays data from Team Foundation Service 

(TFS). TFS is a Microsoft product that offers functionality to manage source code, 

support for continuous integration, sharing of documents, collaboration, management of 

work items (tasks that shall be performed), test management and quality tools.  

Small modifications of this software have been made in order to display incidents, 

requests, problems and orders. This information is taken from Computer Associates 

Service Desk Manager (CASDM), which is another web service that handles information 

of incidents, requests, problems and orders. After the modifications the software is 

communication with both TFS and CASDM but it only thinks that all the information it 

displays is system builds, see figure 3.  

 

Figure 4. Behind the screen. 

 

In the current situation, there is no storage of the information retrieved to the screen 

saver. It only shows how the information looks like for the moment. [12] 



14 

 

3 Methods 

In this section various methods are presented for how to get the information requirements 

for the developers and the managers. It also presents the choice of method and the 

implementation of the investigation.  

3.1 Investigation of background information  

Before the investigation of the information requirements, there was research performed to 

collect background information. During this phase four interviews were done with four 

different persons. 

The first meeting was with a person who had information about SLA management 

[12]. The screen and the application behind it was the focus of the second meeting [11]. 

For the third meeting there was the focus on the processes and incidents [13]. In the last 

meeting the design of the screen was the main topic [14].   

3.2 Workshop 

A Workshop is a form of a working meeting where it is possible to effectively produce 

information in a short time. M. Eliasson and P. Larsson([2], page 25 ) describes a 

workshop like this: 

“Den vanligaste orsaken till att bedriva möte i workshopform är att det helt enkelt är 

väldigt effektivt. Under en workshop, som är väl förberedd och genomförd, kan 

mycket resultat tas fram under mycket kort tid. Åsikter kan snabbt bygga på 

varandra och konflikter och åsiktsskillnader kan snabbt komma upp på bordet och 

därmed hanteras.”  

In a workshop the facilitator does not need to have knowledge about the topic. Instead it 

is important for the facilitator to have skills in workshop techniques [2].  

In the end of a workshop it is important that all members have reached consensus. 

With consensus it means that all participants of the workshop agree about the final 

results. It is important that everyone in the workshop gets to speak and participate in the 

discussion [1]. 

According to Forsberg (2012) it is important that before a workshop to plan for the 

workshop, such as which people should be included in the workshop, how the agenda 

should be and what exercises should be used. These are some important questions for the 

preparation of a workshop.  

When the preparation of the workshop is done it is time to send out a meeting 

invitation to those who should attend the workshop. In the invitation it is important that 

the purpose and the goal are clear and easy to understand.  It is good if the invitation 

contains some questions that the participants should think of before the workshop. In this 

way, participants will have reflected about what they think and know about the specific 

topic of the workshop [1].  

By the time for workshop it is good to have some material like post-it notes, flip 

chart and Whiteboard Pens. During a workshop it is helpful to have someone who keeps 

track of the time. It is urgent that the agenda is followed and the time is not exceeded. In a 

workshop it is essential to have a break, to have a coffee break or just stretch your legs. 

By using a break, members of the workshop can maintain concentration for longer [1]. 

3.3 Interview 

In the implementation of an interview it is important that preparations are well made. The 

interview questions will be based on the background material and should produce answer 
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with information about the subject. In an interview as a method, it is most convenient to 

turn to a few people.  

In the preparation for an interview it is helpful to develop an interview guide. The 

idea with the interview guide is to provide support for the person who interviews during 

the interviews. It is good if the interview guide can open up to follow-up questions.  

It is important that with the implementation of the interview that it is the right person 

that is interviewed. The person being interviewed should be familiar or concerned with 

the subject being treated. [3] 

At the beginning of an interview it is according to Andersen and Schwencke (2009) 

important to build trust and connection to the persons being interviewed. The person 

being interviewed will feel important if he or she has detected that the interviewer is 

serious and conversant with the subject. In order not to get incorrect results from an 

interview it is important to not influence the interviewee during the interview. The idea of 

an interview is to obtain what the interviewee thinks and knows. 

As a beginner in interviewing, there should be two people conducting the interview, 

one who asks the questions and one who takes notes. If it is not possible to be two, the 

interview should be recorded with a tape recorder. Interview responses must be recorded 

exactly as they were said. The interviewee can feel limited if a tape recorder is used in an 

interview. It is important to agree before the interview with the interviewee about a tape 

recorder being used during the interview. 

During the compilation of the interviews, it is important not to mix your own views 

and opinions [3]. To read more about interviews see S. Bohlin and J. Eriksson([5], page 

16) or M.Andersson and J.Skorge([7], page 13). 

3.4 Survey 

In a survey, it will be sent out a questionnaire with a number of issues and to a certain 

number of selected individuals. When doing research with a survey it is important that the 

survey questions are easy to understand for those who will respond to the survey.  

A survey is suitable when the idea is to reach many people, they are hard to find, or 

is spread out in a large geographical area. A good thing about using survey is that the 

“interviewer effect” is avoided. The “interviewer effect” means that the interviewee is 

influenced by the interviewer 

There are different types of design questions for surveys. Solid and open-ended 

questions are used. Open questions in the survey are used for the respondent to tell their 

own words what he/she thinks. Fixed issues have no definite answer. It is easier to 

process solid answers in surveys compared with open questions. On the other hand, 

provides open questions not limited response information. Open questions require more 

of the respondent. Clear and well-reasoned answers are necessary to be able to read 

reliable results. 

There are some things to consider when a survey is developed. Do not phrase the 

questions so they affect or mislead the survey responses. There will be no way to answer 

yes or no in the open questions. According to Eriksson (2010) is a survey with fixed 

response alternatives taking into account all possible response options: yes-no-maybe-I 

do not know. 

Before the survey is sent out to the selected survey participants a test of the survey 

should be conducted. It can provide feedback on whether there is something that should 

be changed in the survey, or not. [3] 

When the questionnaire is sent out it is good to note contact information in case 

questions arises from the survey participants. To avoid survey being forgotten by the 

survey participants a time limit on when the survey should be sent back be allowed. If the 

time limit is too long, there is a risk that they forget to submit. In order to stimulate 

responses Andersen and Schwencke (2009) propose that a self-addressed and stamped 

envelope is included with the survey. One or two reminders can be sent out during the 
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response period to increase the chance of getting the answers. To read more about the 

method survey and how to use it see A-K Waller ([6], page 15-18) 

3.5 Choice of method 

The choice of research method in this work is based on the fact that a correctly performed 

workshop should give a lot of information in a short time.  

Interviews with all the people who should participate in the research will be time-

consuming. In a workshop all those people can talk to each other and participate. They 

will be inspired by each other’s ideas when they work together instead of sitting alone in 

an interview.  

In a survey it is easy for those who answer the questions, that they will 

misunderstand the questions. In that case it will give a false result. It can also be difficult 

to read the responses coming from the survey. This means that misunderstanding may 

occur again. Each respondent of a survey is alone when they are doing the survey. In a 

workshop the participants can discuss each other’s ideas.    

It may be that a survey could reach more people and give more answers, but in this 

case it is important that the meaning of the ideas come up and are not misunderstood.  

3.6 Workshops techniques 

In the implementation of an workshop, there are according to Forsberg(2012)many 

different tools and methods that can be used. The Beehive, Brainstorming, flow charts 

and Gant chart are some of the techniques and methods he presents. 

In this study “Brainstorming”, “Bikupan” and “Släktskapsdiagrammet” has been 

used. As the idea of the workshops was to produce new ideas “Brainstorming” and 

“Bikupan” was most sutiable. To compile and categorize the ideas, 

“Släktskapsdiagrammet” was most suitable. 

With Brainstorming, the idea is to identify unused opportunities, new approaches 

and measures. Allowing the ideas to flow freely is important in a brainstorming. Each 

participant in the brainstorming writes down every idea that comes up, so it is important 

to know that no idea is too stupid in a brainstorming session. 

A “Bikupa” work as a brainstorming session, the difference is that the participants 

work in groups of two or three participants.   

“Släktskapsdiagrammet” is used to structure all the ideas that were produced in the 

“Brainstorm” and the “Bikupan”. The idea is to collect ideas into some categories. 

Depending on the ideas different categories in common is produced. 
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4 Realization 

4.1 Selections of participants 

The selection of participants for the two workshops was made according to that they all 

have an interest for the screen and the information on the screen. The developers are a 

part of the Windows Developers team, and they are a part of the functional management 

(FM) group. The figure 5 shows that the FM group delivers to the Service Delivery 

Manager. Windows Development has created and implemented the screen and is using it 

in their daily work. 

Figure 5. Delivery schedule 

Those managers who were at the second workshop are working as Service Delivery 

Managers. These managers are responsible for the SITS customer contacts with the 

different business area within Sandvik.  

The reason for the workshop with managers is to give them the opportunity to 

influence what information the developers should have in their daily work. 

For example, a Service Delivery Manager against SMT receives an order from SMT, 

a customer inside Sandvik. In order to complete the order they use Windows 

Development. A Service Delivery Manager against SMT, request an application from 

Windows Development, but at the same time they he order a server from the 

Infrastructure Service.    

4.2 Implementation 

Below are a description of the preparation and the implementation of the two workshops.   



18 

 

4.2.1 Preparation of workshops 

To prepare for the two workshops an agenda was produced. The agenda should in this 

case include a presentation of why this workshop is important and what purpose and goal 

it has. Three exercises are designed(see chapter 3.6 Workshops techniques) to this 

workshop and in the end of the workshop a compilation of the result should also be done. 

To make the agenda, all included modules in the workshop have become time-bound. 

After the agenda was developed, two meeting invitations were sent out to the 

selected participants, one for developers and one for the managers. It was fifteen different 

invitations for developers and it was ten who accepted to come to the workshop. For the 

managers it was sent out eight invitations and it was four of them who accepted the 

invitation. 

Coffee, tea and sandwiches were ordered to the workshop coffee breaks. Materials 

from SITS were obtained in shape of flip chart, post-it notes, waterproof pens, whiteboard 

markers and a large transparent plastic. For each workshop participant there should be 

post-it notes and waterproof pens. These items plus a card from a deck of cards will be 

placed at each seat around the table. The transparent plastic will hang on a wall so it can 

be used like a whiteboard, to write on or pasting the post-it notes. A big flipchart paper is 

used like a parking place to attach post-it notes with ideas that are not important 

information for the workshop. 

4.2.2 Workshop with the developers 

At the start of the workshop with developers, each participant got a card from a deck of 

cards. The number of the card was the number of the location around the table the 

participant would sit. When all the participants had acquired a seat around the table the 

workshop could start. 

In the beginning of the workshop there was a review of the workshop agenda. There 

was also a presentation of the facilitator and the background to the work.  After the 

presentations it was time for the first exercise. Each participant should for five minutes 

write down every idea for which information they need in the daily work. They should 

work alone and write down one idea on each post-it note.  

When the time for the first exercise had ended it was time to demonstrate how the 

information on the screen is presented today. After the participants had been shown what 

information is displayed and presented it was time for exercise number two. Here, they 

worked in pairs and together trying to find more information that is interesting for the 

daily work. After five minutes it was time for a ten minute coffee break.  

The next items on the agenda were together with the participants categories and 

compile the information which had been written down on the post-it notes. The post-it 

notes that had the same proposals for information was put together to one proposal. 

When the proposals for information were categorized and compiled, it was time to 

prioritize the information. To prioritize the information, each participant had five votes 

and they could set optional numbers of votes on every proposal of information. 

In the end of the workshop, the group went through what information that showed to 

be important and what information that was less important.  

4.2.3 Workshop with the managers 

The workshop with the managers began with a welcome and a review of the agenda. In 

this workshop, it was important to give a good description of the background to the 

workshop, so therefore a little more time was used for the background in the presentation. 

Because of that they were not used to the concept. After the presentation of the 

background, it was a short presentation of the facilitator, purpose and the goal of the 

workshop. 
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In exercise one the participants should answer on post-it notes what information they 

think is important to show on the screen. They had to work individually to write down 

one idea on each note. 

After ten minutes exercise one was interrupted for a demonstration of how the image 

on the screen looks like today. When the screen was shown, it was a discussion of the 

presentation of the information on the screen. The facilitator explained what information 

the screen showed today and how the screen should be read. 

The next exercise was exercise two and there the participants should work in groups 

of two. In the groups they should discuss what information they had reached in exercise 

one. They were also using each other to come up with more information that would be 

great to show.  

When time of exercise two was over it was time for a coffee break. After the coffee 

break, the whole group was working together to summarize the ideas who had been 

written down on the post-it notes. Different matching categories were developed to 

summarize the various post-it notes. During development of the various categories, it was 

many discussions how the post-it notes should be categorized. 

The last exercise in the workshop was to prioritize what information that is most 

important for the managers, both in Functional Management (FM) perspective and 

Service delivery Management (SDM) perspective. The managers had to prioritize the 

information for the category they thought was most important.    
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5 Results 

The results are presented for the two workshops. To see the parked post-it notes from the 

two workshops see Appendix A.  To see the results in English of the two workshops, see 

Appendix B.  

5.1 Results of workshop with the developers 

Table 2 and 3 see below, presents the results of the workshop with the developers and it 

shows by the FM group perspective. Table 2 shows the post-it notes that the developers 

have written during the workshop.   

The post-it notes have the same background color as a category in Table 2. Each 

color is represented by a category and each row in Table 3 is a post-it note. 

Furthers to the right, in Table 3, the number of votes that each post-it note had is 

shown. 

Table 2. The categories from the workshop with the developers. 

Color Category 

  SLA 

  Change 

  Projektinfo 

  Support 

  Byggen 

  Bra att ha 

  
Tillfällig 
information 

Table 3. Notes and priorities of the notes of the workshop with the developers. 

Post-it note 
Num/po
st-it note 

SLA status, månadens status för systemet som gruppen 
förvaltar 3 

Change (medium/major)som gruppen har skapat och som 
påverkar vårt system närmaste tiden 2 

Pågående projekt och projekt deadlines 0 

Pågående incidenter för gruppen 0 

Finns det nya incidenter  8 

Incidenter som börjar närma sig deadline 5 

Vem har bevakning/ är ansvarig 7 

Kontakt inform. Incident och problem managers 0 

Byggen som pågår eller har gått fel 9 

Status på bygget i TFS 0 

Status för byggen som har gått senaste veckan  0 

Information om gäster på besök 0 

Veckansmatsedel, Carpa och Bistro Nova 0 

Presentation av nya medarbeter  0 

Fikalistan 0 

Semesterlistan, USD 2 
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Måluppföljning 1 

Projuspåmminelse den 19-20 varje månad 2 

Viktig system information, central info, Viktiga system 
otillgängliga, störningar i infrastruktur 6 

Ny information som berör hela gruppen, ex. Viktigt medelande 
från chefen 0 

 

5.2 Results of workshop with the managers 

Table 5 shows all the post-it notes from the workshop with the managers. Each row 

represents a post-it note with an idea written on. Different colors represent the different 

category and it shows in Table 4.  

Furthers to the right in Table 4 the number of votes for the different categories is 

shown. In Table 5 it shows rightmost if a post-it note is produced in FM or SDM 

perspective. 

Table 4. The categories and priorities for the categories from the workshop with the 

managers. 

Color Category 

Num 
votes/ 
category 

  Incidenter 5 

  Change 0 

  Planering 2 

  Uppföljning 4 

  Allmän info 1 

  
Viktig tidskritisk 
information 3 

  Problems 0 

  Order/Request 0 

Table 5. The results from the workshop with the managers 

Post-it notes SDM FM 

Realtids info för SLA:erna X   

Incidenter där tiden håller på att gå ut  X   

Unassigned incidents X X 

Incidenter, vilket SLA och level   X 

Vilken incident har högsta prion inom gruppen   X 

Incidenter, vem jobbar med ärendet   X 

Risk för avvikelse per applikation X X 

Antal öppna incidenter per prio  X X 

Antal ärenden per individ   X 

Upcoming changes in the group X X 

Förvaltnings ärenden som legat länge X X 

Planerade underhållsfönster X X 

Servicefönster, vilken infrastruktur berörs   X 

Viktiga milstolpar inom projekt som behöver fokus X X 
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Planering, veckans , månadens event   X 

KPI-uppföljning X X 

Incidenter/problems per service area X   

Projektprogress X   

customers review, satisfaction level per SLA-SDM + 
Samlat för gruppen-FM X X 

Antal problem, -öppna + Ledtid, -stängda  X X 

Antal changes i pipen, antal genomförda och antal 
beslutade X X 

SLA uppföljning, -öppna ärenden, -stängda ärenden, -AVG 
stängda X X 

Info om t.ex. all employee möten, GoForIt fest etc. X X 

Information om nån är sjuk eller resande(även globalt?) X X 

Lunchmeny, Carpa/Bistro Nova X X 

Info från personalchef, t.ex. status löneredovisning, 
semesterplanering X X 

Vilka SLA:er finns inom gruppen/leveransen X X 

Alla prio 1 och 2 larms, eg. sent 1628 X X 

Problems, vem jobbar med ärendet och prio   X 

Request. Order ingen börjat med per applikation X X 

 

5.3 Design proposals 

By studying the managers and the developer’s information requirements, a design of the 

presentation has been made. Below in figure 6 is a proposal presented based on the two 

workshops. The information that shows in figure 6 is: 

 Time- critical incidents of priority 2 

 Process information 

 General information 

 Specific information for the delivery, in this case Windows Development 

system builds 

 SLA information 

 Change information 

The detailed presentation of these points is beneath figure 6.   
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Figure 6. The design proposal. 

Below in figure 7 it shows how the process information is presented. All groups are 

shown in figure 7 beneath the title “Grupp”. The incidents, request, problems and orders 

each group have responsibility for is showing in the figure 7.  

If all the incidents for a group are assigned and not about to cross the deadline for 

when it has to be resolved, the group incident should be green and show how many 

incidents the group currently has.  When a new incident has come in for one group the 

box for the group incident should be orange and indicate that a new incident has arrived. 

If there already exist an incident who someone in the group already has taken the 

responsibility for, the box should be orange and it should be written in the box how many 

unassigned and assigned incident the group has. 

When an incident is about to expire, the incident box for the group should be red and it 

should be written in the box how many incident is about to expire and the total number of 

incidents for the group. 

The boxes for request, problems and order should never be red, because they never 

become time critical. When a new request, problem or order comes in a box it should be 

orange. If someone takes the responsibility for the new request, problem or order the box 

should be green. 
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Figure 7. Information about the core process.  

Figure 8 below presents more information about the incident that is red, there the time is 

about to run out.  In the table in the figure 8 it is possible to read the identity of the 

incident and what priority it has. 

 

Figure 8. Red incidents. 
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Figure 9 shows the table with information about who have the responsibility of the 

process in each group. To the right in the figure 9 shows the table with the information 

about who are Incident Manager (IM) and Problem Manager. Depending on whether it is 

one or two who has the responsibility as IM or PM the table is changing and it shows in 

figure 9 and 10.     

 

Figure 9. Information about who is responsible, with an IM/ PM. 

 

Figure 10. Information about who is responsible, with one IM and one PM. 

The General information is presented in figure 11. This information will be presented as 

an automatic scrolling list. This list will show information such as messages from the 

manager, the menu from the restaurants in Sandbacka, who is responsible for the coffee 

cake in the current week, reminding about projus(a time-logging system) and important 

messages from the manager.      
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Figure 11. General information. 

In figure 12 is the system build presented. The build that ran last week and went well, is 

displayed in the left table in figure 11. Also the build that are running for the moment is 

showing in the left table.  

When a build went well it is green. When a building is running the box for the build 

is blue with a symbol of a play button on it. If a build did not go well, for example a bug 

arose; the box for the build is added to a list of failed build. As long as there are no failed 

builds it does not exist a list for failed builds. See figure 15. 
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Figure 12. System buildings. 

The SLA – information is presented in figure 13. The diagram in figure 13 is showing the 

percentage of completed and not completed SLAs applicable to the function or the service 

delivery. 

 

Figure 13. SLA-information. 

In figure 14 is the Change-information presented. This information should only be the 

change that affecting Windows Development. This information should update every day 

and view the recent changes. The date is the day a change had been done. Req.ID is the 

identity number of the change. To explain the change, Subject tells what has been done in 

the change. 
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Figure 14. Change-information 

In figure 15 the information is presented that no failed build or no incident of priority two 

exists. 

 

Figure 15. The minimized screen information 
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6 Discussion 

The purpose of this thesis is to investigate information requirements of two different 

perspectives, Functional Management (FM) and Service Delivery Management (SDM). 

In this part the choices of method and the final results are discussed. 

6.1 Method discussion 

Below the differences is discussed and the similarities of the two workshops. To conduct 

qualitative workshop I have used some of Forsberg(2012) techniques. 

At the beginning of both workshops, all of the participants received a card from a 

deck. This card showed where the participants would sit. I used this method to randomize 

who would sit and work together. If the participants would have decided where to sit and 

who to work with, it would give an incorrect result and prevent the idea flow. 

6.1.1 Workshop with the developers 

For the first workshop all of the four groups that have the responsibility of the system 

builds, incidents, request, problems and orders were invited. Fifteen developers were 

invited and ten of them came to the workshop. 

The developers worked effectively throughout the workshop. They were engaged 

and very interested through the whole workshop. I am content with the information and 

results that I got from this workshop.  

The choice of participants and the number of participants at the workshop felt good. 

They were not too many, everyone had their say. If it had been more participants in the 

workshop there had been a risk that not all would be able to speak and someone maybe 

been overlooked. 

Because it was more participants involved in this workshop, it is easier to read the 

results of the prioritization of the information. 

 

6.1.2 Workshop with the managers 

In the second workshop it was the managers from Sandvik’s different business areas. 

There were eight managers invited to the workshop and these managers were clients for 

Windows Development. Of the eight who were invited four could come to the workshop.  

Before the workshop, a fear was that they maybe were too few participants with only 

four managers, but during the workshop I realized that they were not too few. Because 

they were so few they came with a lot of ideas and thoughts. There were many 

discussions and all who participated in the workshop was very engaged. I think it was 

good that they were so few in this workshop because they always had to explain what 

they meant with an idea. If they have been more participants in this workshop, there had 

been a risk that it has not been enough time to cover all the questions. 

In some of the discussions, I had to go in as the role of facilitator and interrupt when 

they floated off-topic. Many of the discussions were connected to the reorganization, they 

were unsure of the role they had in the workshop. If they were there as Functional 

Managers or Service Delivery Managers. Therefore they had to develop ideas both from 

FM and SDM perspective. I think that the managers successfully produced the ideas from 

the different perspectives and that it has not affected the results.  

The reason why the managers got to vote on categories rather than vote on a post-it 

note, was because of the number of post-it note was so many compared to the number of 

participants. If the managers had to vote on the post-it notes as the developers, it had been 

hard to get a good result that not had been to diverse.  
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If this workshop had been implemented again, a technique for minimizing the 

number of post-it notes should have been used. Forsberg(2012) presents a prioritization 

technique called N/3-teknik. It facilitates the selection and minimizes the number of ideas 

for what is most important for the participants in the workshop. 

In Table 3 it shows that it is only fifteen votes from the workshop with the managers, 

which is because that one of the managers had to leave before the vote.  My assessment is 

that the manager who left the workshop earlier agreed with the other managers and 

therefore this loss of a participant, did not affect the results in a major way. 

6.2 Design discussion 

When developing of the design, I took account into the advice Usability Manager and 

Usability Expert gave me at our meeting. In shaping the design proposal I have put spaces 

to separate information.  

To structure the information I have separate the different information in three parts 

of the screen. The first section of information is the information about incidents, request, 

problems and orders. This information is important for both developers and managers. 

Therefore I have placed this information on a central part of the screen. 

The general information is not of high priority and therefore I have placed it in the 

right part of the screen as a scrolling list. It was a conscious choice to place the general 

information there, because It does not matter that all the general information is not 

displayed whole the time. 

In the third division of information, I have chosen to split in two parts. One part that 

the SLA and change information is displayed and another part where the actual delivery 

can add optional information. In this case, the system builds. 

In the display of incidents, request, problems and orders, I have been inspired by 

what can be seen today on the screen. But instead of just display unassigned and assigned 

incidents, request, problems and orders it also shall indicate when incidents is about to go 

over the time limit. 

Choice of symbols is also inspired from the way they look today. In addition to the 

old symbols, I have added a new one. It is an exclamation point when an incident comes 

in and is unassigned. 

I believe it is good to retain some elements from the old design. This makes it easier 

for those from the Windows Development to learn and understand the displayed 

information on the screen. 

6.3 Results discussion 

Many of the ideas that the developers were suggested in the first workshop are possible to 

take into account in the framing of the design proposal. Because of this screen in the first 

hand affecting the developers in the Windows Development team, there has been a little 

more emphasis on the ideas from the in first workshop. 

By taking into account for the managers’ ideas and thoughts about the information 

that should appear on the screen, it gives a more comprehensive approach to the 

information management. 

This work has provided suggestions for the future design of how the information 

should be presented. Further, it has led to a different structure for the information and 

how the information should be presented. Greater amounts of information compared with 

the current situation have been shown to be of interest to present on the screen. This work 

has provided ideas for further development based on information management by a big 

screen  
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7 Conclusion 

A customized design proposal has been created. The idea is that the design will become a 

standard for how the daily work information will be presented on SITS. To someone from 

another delivery in SITS, will the screen be easy to understand and they should recognize 

the design.  

7.1 Answers on question formulations 

What important information is displayed on the screen today and should it remain 

in the future? 

Today is the only information that displays on the screen information about if an 

incident, request, problem and order that is unassigned or assigned. It does not show 

any information about how many assigned and unassigned incidents, requests, 

problems and orders.  

Today all system builds shows on the screen and that is not necessary. It only takes 

space on the screen. The incident, request, problem and order information should in 

the further get a higher priority on the screen. Therefore it should be placed where it 

is easier to see. 

How much information can be shown without losing the overview and is it really 

necessary to display all information all the time? 

When the new design is implemented, the volume of information is adapted to the 

space provided on the screen an how the users perceive the information presented. 

For information about the processes, it is of the highest priority according to the 

developers and the managers. Therefore, the information must be static and only 

change when something special has happened, such as an incident has occurred. 

The general information is of lower priority and can therefore be displayed in a 

scrolling list. 

The SLA and the change information are stable and more depending of the 

department.    

How should the design of the screen achieve user friendliness? 

In order to achieve user-friendliness it should be space between the information. If 

there is different information, it should be divided on the screen. The information that 

belongs together should be collected and structured in the same area of the screen. 

By using both colors and symbols increases the usability and user-friendliness. 

     

 

7.2 Proposals for future work 

After this work there are some different options for further work that I think should be 

interesting.  

The first proposal is to find out if it is possible to obtain all the information that was 

developed in this investigation. If not, it is interesting to find out what must be done to 

obtain the information in the future. 

Another proposal is to implement the application. Should it continue to be a screen 

saver or should a program be developed that presents the information. This is an 

important design decision. There are many opportunities for development, if a new 

program is created from scratch. 
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The third proposal is to implement the application with a touch screen. It should give 

more choices of information than it is today. A touch screen would provide a greater 

choice of what is showed on the screen. 

In the future it would be interesting if it was possible to store the data. Then it would 

be possible to see history. It would enable the employers to see what went well and what 

went less well for a longer time. 

The last proposal is to investigate whether this type of display would fit in more 

places than just in the Windows development.  
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9 Appendix A 

Table 6. Parked Post-it notes from workshop with the developers 

Post-it Notes 

Able to display information, for example, upon review of information 

Be able to connect the computer quickly for various presentations 

Beep as sound as a complement to red color when incidents 

Divide the logistics and Windows AM on 2 pc monitors 

Differentiating builds errors from the test errors 

Clearer division on the board 

 

Table 7. Parked post-it notes from the workshop with the managers 

Post-it Notes 

Portal with information, selected parts on the screen 

Take account to color blindness 
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10 Appendix B 

Chart 1.Translation of the categories from the workshop with the developers  

Color Category 

  SLA 

  Changes  

  
Project 
information 

  Support  

  Builds 

  

Nice to 
have 
information  

  
Temporary 
information 

Chart 2.Translation of notes and priorities of the notes of the workshop with the 

developers 

Post-it note 
Num/po
st-it note 

Status of SLA’s, monthly follow up for the systems that the group 
is responsible for 3 

Changes (medium or major) which were created by the team or 
affecting systems that the team is responsible for.   2 

Ongoing project and project deadlines.   

Ongoing incidents within the group.    

New incidents for the group  8 

Incidents which is approaching resolution targets.  5 

Name of person who is responsible for incoming incidents.  7 

Contact information to incident and problem managers.    

Ongoing or failed builds.  9 

Status of the build in TFS    

Status for builds run during the last week.   

Information about current visitors   

Weekly lunch menu at Carpa and  Bistro Nova   

Presentation of new members of the team    

Person responsible for bringing “fika” the current week    

Availability during vacation time 2 

Objectives follow up 1 

Reminder to report in Projus on the 19-20 each month 2 

Urgent system information such as disturbances within IT 
Infrastructure or critical systems.  6 

New information that affects the whole team, such as important 
information from the manager.    

 

 

Chart3. Translation of the categories and priorities for the categories from the 

workshop with the managers 
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Color Category 

Num 
votes/ 
category 

  Incidents 5 

  Changes 0 

  Planning 2 

  Follow up  4 

  
Important 
information  1 

  
Urgent 
information  3 

  Problems 0 

  Orders/Requests 0 

Chart4. Translation of notes and delivery way of the notes of the workshop with the 

managers 

Post-it note SDM FM 

Real time SLA information X   

Incident which are about to fail the SLA X   

Unassigned incidents X X 

SLA information for upcoming incidents including SLA 
level.    X 

Incidents sorted by priority per group.    X 

Assigned person to incidents.   X 

Deviating incidents per application X X 

Number of open incidents per priority level.  X X 

Number of incidents per person.    X 

Upcoming changes for the group X X 

Change requests (application management) which have 
been ongoing for too long.  X X 

Planned maintenance windows.  X X 

Infrastructure components which will be affected during the 
upcoming Maintenance Window.   X 

Important project milestones which need extra attention.  X X 

Planning, upcoming events during the week and month   X 

KPI follow up.  X X 

Incidents and problems per service area/SLA X   

Project progress X   

Customers review, satisfaction level per SLA(SDM) and 
per delivery (FM) X X 

Number of open problems and average resolution time for 
closed problems.  X X 

Number of ongoing changes, number of completed 
changes and number of approved changes.  X X 

SLA follow-up; Open incidents, closed incidents and 
average resolution time.  X X 

Information regarding all employee meetings, company 
party etc. X X 

Availability information, sick leave, business trips (even for 
global team member?) X X 
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Weekly lunch menu from Carpa/Bistro Nova. X X 

Information from manager, status on salary review, 
vacation planning etc.  X X 

What SLA’s the group/delivery is responsible for.  X X 

Information when priority 1 and priority 2 incidents occur.  X X 

Problem information, who is assigned to the problem ticket 
and what is the priority.    X 

Requests, unassigned/not started orders per application .  X X 

 
 


