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Assess the importance and effectiveness of your core IT processes
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Your Journey
Starts Here.

Understand Your Department’s Strengths & Weaknesses

Prioritize Your Key IT Processes & Build an Improvement Roadmap

Establish Clear Ownership of Core IT Processes

Empower Your Team with a Training & Development Plan for Process Owners

The following report is a sample of what you will recieve after completing the Management
and Governance Diagnostic. Each report is customized to the individual organization
highlighting the IT department’s most pressing needs.
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Goals & Objectives

Sample IT Company

# of Responses
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Review your results report to understand our team'’s perception of each process’ importance and
effectiveness.

Identify gaps between you and your team perceptions on IT processes

Discuss which processes would drive the most value to your department and organization

Use the team'’s perceptions on processes, to drive decisions around which processes will be a focus over the
next 12 months.

Decompose each critical process to better understand the urgency to change and its relevant impact on the
organization.

Establish process owners. Each relevant process must have at least one person accountable for monitoring
and improvement of initiatives.

Decompose each critical process to better understand the urgency to change and its relevant impact on the
organization.

Establish process. Each relevant process must have at least one person accountable for monitoring and
improvement of initiatives.

Completes: 6

Top Team Processes

1. Service Desk

2. Cost Optimization

3. Disaster Recovery Planning

4. Data Quality

5. IT Organizational Design

6. Quality Management




Process Capability Landscape wres
Sample IT Company # of Responses I N F O ~T E C H

COVERNANCE IT Management & Governance Framework  epiicaions

EDMO1 A comprehensive and connected set of research to INFO~TECH
help you optimize and improve your core IT processes nESEAnen SReut

IT Governance

APO0?2

PEOPLE & SECURITY
I el RESOURCES & RISK

Security
Management

Understand your department’s strengths and
weaknesses across 45 IT processes. See
processes by importance and effectiveness so

you can prioritize improvement efforts on the
most important and least effective processes

LOST & Buaget Knowieage Business Project
Management Management Continuity Management
EDMO04 DSS04
Cost Quality ‘ Incident & Problem | Disaster Recovery
Optimization Management Service Desk Management Planning
FINANCIAL SERVICE PLANNING & PPM & PROJECTS
MANAGEMENT ARCHITECTURE

This diagnostic program was developed using the Info-Tech World Class Operations framework which is made up of IT processes TER—— . - . .
that map to the COBIT standard based on the numbers in the top right corner. This page is a snap’sh.ot of the IT process Process ::.'%Ertance E\ﬁglcuéastg Importance I\F/)I%E'éz;lg hg‘gor'tance LPer\éeCreaSgSe m%*;r?ance COBIF I G"\
landscape within your IT department. The processes have been colour coded based on your team's importance and effectiveness Immediately [Nkt and Low and High and High

Effectiveness Effectiveness Effectiveness Effectiveness AN ISACA® FRAMEWORK

scores for each IT process. Use this page to help you prioritize your IT process improvement initiatives.




Importance Review
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These are all of your IT processes ranked based on their perceived
importance, from the most important to the least important. Use this data to
understand which processes your team believes are crucial to them and to

the organization.

Cost
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Project
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Human
Resources
Management

Application
Development
Throughput

7.7

Top 10 Areas of
Disagreement

O

25-9 Significant Gap in Alignment

Application Development Quality &}

Yellow Gap in Alignment

Evaluate which processes your team
disagreed on the most. Determine if
overall disagreement is high or low.
Conduct a team exercise to discuss
disagreements and build alignment.

alecll

Minimal Gap in Alignment



Process Effectiveness

Sample IT Company # of Responses 6 I N F O ~T E C H

Not Somewhat Il Somewhat Effective This page shows all your IT processes in order of their perceived

: . : effectiveness, from least effective to most effective. Use this data to T ‘I AI’ f
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0.0-49 5.0-59 6.0-6.9 7.0-10.0 well and which processes are currently struggling or broken.
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Top Processes & Accountabilities

Sample IT Company

# of Responses
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DSS02 EDMO04
Service Desk

< G
Criticality 4th Most Important Process (out of 45) Criticality
Rankings Rankings

1 Average Importance score 9.3 2

34th Most Effective Process (out of 45)
Average Effectiveness score 6.2

Process Owner(s): Process Owner(s):

+ Yosef Espinosa + Kaiya Park

+ Henry Robles

* Kaiya Park See the top six processes we have

identified based on your team’s feedback.

+ 1 more Process Owner S
Determine if you agree and make sure each

has clear ownership and accountability.

ITRGO8
Data Qualit

™ Quality
Criticality 6th Most Important Process (out of 45) Criticality
Rankings Rankings

4 Average Importance score 9.2 5

18th Most Effective Process (out of 45)
Average Effectiveness score 6.8

Process Owner(s): Process Owner(s):

+ Henry Robles - Safiya Gibbons

+ Jason Murray + Henry Robles

+ Kaiya Park

+ 1 more Process Owner

Cost Optimization

10th Most Important Process (out of 45) Criticality 7th Most Important Process (out of 45)
Rankings
Average Importance score 9.2 3 Average Importance score 9.2
28th Most Effective Process (out of 45) 19th Most Effective Process (out of 45)
Average Effectiveness score 6.5 Average Effectiveness score 6.8

Process Owner(s):

+ Safiya Gibbons
+ Kaiya Park

12th Most Important Process (out of 45) Criticality 11th Most Important Process (out of 45)
Rankings
Average Importance score 9.0 6 Average Importance score 9.0
23rd Most Effective Process (out of 45) 22nd Most Effective Process (out of 45)
Average Effectiveness score 6.8 Average Effectiveness score 6.8

Process Owner(s):

+ Safiya Gibbons

* Henry Robles Prioritize your key IT processes

* Kaiya Park and build an improvement

roadmap. Leverage Info-Tech
resources to make fast progress
against these initiatives.

+ 1 more Process Owner




Process Accessibility

Sample IT Company # of Responses 6 I N F O ~T E C H

. This page outlines the current process accountabilities for each IT process. These individuals have indicated that they are accountable for all of the processes
"‘ that sit next to their names. Pay particular attention to processes who have more than one individual accountable, as well as processes that have nobody held
accountable for them. Determine whether the current accountability distribution makes sense, and which processes need more or less attention.

m If a person has been identified as accountable for three processes or more, a warning sign will show up. Being accountable for too many processes can result in insufficient attention being paid to each individual process.
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Get a list of process accountabilities by respondent. Each
IT manager should only be responsible for a handful of
processes. Work with your team to ensure that
processes have clear ownership and that accountability
is reasonably distributed across the team.
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Process Accessibility
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Team Process Involvement

INFO~TECH

Sample IT Company

# of Responses

Accountable Only : | am the owner of this process and | am accountable for the results & outcomes. | have assigned someone else primary responsibility for execution and day to day activities. Accountable & Responsible : | am the owner of
this process and | am accountable for the results & outcomes. | am primarily responsibility for execution and day to day activities of this process. Responsible : | am responsible for the execution and oversight of the activities involved with this
process. | manage the process maturity and I'm responsible to report on results from this process. Consulted & Involved : | am actively involved with this process and consulted on decisions. Involved & Informed : | am actively involved with this
process and told about decisions surrounding this process. Not involved : | am not actively involved in this process or the decisions surrounding this process.

(@)
iml

Accountable Accountable & Responsible Involved:
Only Responsible Only Consulted

Safiya Gibbons

Availability &
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Release
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Risk
Management

Asset
Management

Stakeholder
Relations

Operations
Management

Not Involved

N\
A

Ta

gustinelss&Plrc%cess‘ Gn
on rOASuditn erna n
IT Strategy m
Security Gn
Management [ ¢ |
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Project
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Manage Service Quality
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Management Throughput
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Architecture

Leadership, ) Organizational

Culture & N Change
Values A'A Management

Enterprise
Cost (Sj Apf)lic%tion
Optimization # Selection &
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See each respondent's involvement level with each
process and whether or not there is a conflict, e.g.

multiple people believing they are accountable. Sit down
with your team to work through each process and make
sure clear accountabilities are established.
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Team Process Involvement powered by
Sample IT Company # of Responses I N F O ~T E C H

(.) Accountable Only : | am the owner of this process and | am accountable for the results & outcomes. | have assigned someone else primary responsibility for execution and day to day activities. Accountable & Responsible : | am the owner of
this process and | am accountable for the results & outcomes. | am primarily responsibility for execution and day to day activities of this process. Responsible : | am responsible for the execution and oversight of the activities involved with this
'.‘ process. | manage the process maturity and I'm responsible to report on results from this process. Consulted & Involved : | am actively involved with this process and consulted on decisions. Involved & Informed : | am actively involved with this
process and told about decisions surrounding this process. Not involved : | am not actively involved in this process or the decisions surrounding this process.

Accountable Accountable & Responsible Involved: Not Involved Accountability Conflict &
Only Responsible Only Consulted Accountability Conflict Responsibility Conflict Responsibility Conflict

Application Project Enterprise
Maintenance Management

Release Asset Configuration Application
Management rﬂ!i Management rﬂﬂ Management ‘ﬂﬂ Selection & IT Strategy
Incident & Knowledge P

|mplementation
: Application
Manage Service ; Stakeholder : Change
Problem QN & Service Desk ﬂn : m Portfolio ﬂn
Management Management M Catalog ounlg Relations Management Management ‘fo%ate

Yosef Espinosa ‘ ‘ ‘ ‘ ‘ ‘ ‘ ‘

Application Application Business Business P
Development ﬂ Development %’ Intelligence & |~ Controls & Internal n (f\ﬁasrt]a& Eumdegnett (S#
Quality Throughput Reporting Audit a Y

Human IT Organizational
Data , External G () o () Performance
Architecture Ig | ‘ Data Quality Ig ‘ ‘ Compliance ﬁ Resources ‘0“ Org%rggia;;]onal ‘0“ Ma%g?qggrlneent Measurement

Management
Requirements Security U Vendor ( \
Gathering Q ‘ ‘ Management ﬁ ‘ ‘ Management S*

Enterprise
Architecture
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Team Process Involvement

Sample IT Company # of Responses I N F O ~T E C H

‘.’ Accountable Only : | am the owner of this process and | am accountable for the results & outcomes. | have assigned someone else primary responsibility for execution and day to day activities. Accountable & Responsible : | am the owner of
this process and | am accountable for the results & outcomes. | am primarily responsibility for execution and day to day activities of this process. Responsible : | am responsible for the execution and oversight of the activities involved with this
'.‘ process. | manage the process maturity and I'm responsible to report on results from this process. Consulted & Involved : | am actively involved with this process and consulted on decisions. Involved & Informed : | am actively involved with this
process and told about decisions surrounding this process. Not involved : | am not actively involved in this process or the decisions surrounding this process.

Accountable Accountable & Responsible Involved: Not Involved Accountability Conflict &
Only Responsible Only Consulted Accountability Conflict Responsibility Conflict Responsibility Conflict

At ' Business i
Application Asset Business Gn : Business Process Change Data
Maintenance Management ’ﬂﬂ Continuity (e ] m%g%?gﬁg e Ig CEIIEe S ¢ L Management rﬂﬂ Architecture Ig

External IT Incident & Leadership,

. o )] () M Servi Operati
" () anage Service perations
Data Quality Compliance OrgaDrgéiagt;]onal ‘Q“ Maprggémnt O C\L/%rgs& Catalog Management lﬁﬂ

Performance Quality Release Risk Security Security Gn .
Measurement Management .t Management lﬁﬂ Management Management Strategy B Service Desk ’ﬂui

: Application Application Application Availability &
Service Stakeholder : : :
Henry Robles - m Development ﬁ Development Portfolio Capacity ’QH Business Value (
i Management REEHeS Throughput Management Management © © #

Quality

; Disaster Enterprise :
Configuration Cost ( \ Gﬁ Application Enterprise IT Management
Management Optimization S* Ry ¢ | Selection & Architecture IT Governance & Policies

Planning Implementation

Organizational - : :
: i x : Knowledge @9 Portfolio Project Requirements
IT Strategy Innovation Management ‘!‘ Ma%ggre]?neent Management Management Gathering
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Team Process Involvement
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Sample IT Company # of Responses

Accountable Only : | am the owner of this process and | am accountable for the results & outcomes. | have assigned someone else primary responsibility for execution and day to day activities. Accountable & Responsible : | am the owner of
this process and | am accountable for the results & outcomes. | am primarily responsibility for execution and day to day activities of this process. Responsible : | am responsible for the execution and oversight of the activities involved with this
process. | manage the process maturity and I'm responsible to report on results from this process. Consulted & Involved : | am actively involved with this process and consulted on decisions. Involved & Informed : | am actively involved with this
process and told about decisions surrounding this process. Not involved : | am not actively involved in this process or the decisions surrounding this process.

Accountable Accountable & Responsible
Only Responsible Only
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Development %
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: Business Process
Intelligence & Controls & Internal (o]
Reporting Audit a
Human .
Resources IT Governance
Management
Culture & Manggfaflsoerwce .ﬁ
Values g

Requirements Risk Gn
Gathering Management B

Operations
Management

Business

Leadership,
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Team Process Involvement
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Sample IT Company

# of Responses
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Accountable Accountable & Responsible Involved:
Only Responsible Only Consulted
Business Value < S*

IT Strategy m

Janine Dale

Accountable Only : | am the owner of this process and | am accountable for the results & outcomes. | have assigned someone else primary responsibility for execution and day to day activities. Accountable & Responsible : | am the owner of
this process and | am accountable for the results & outcomes. | am primarily responsibility for execution and day to day activities of this process. Responsible : | am responsible for the execution and oversight of the activities involved with this
process. | manage the process maturity and I'm responsible to report on results from this process. Consulted & Involved : | am actively involved with this process and consulted on decisions. Involved & Informed : | am actively involved with this
process and told about decisions surrounding this process. Not involved : | am not actively involved in this process or the decisions surrounding this process.
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Team Process Involvement

Sample IT Company

# of Responses
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Incident &
Problem
Management

L

Asset

Management

L

Not Involved

Availability &

Capacity
Management

L

D Accountability Conflict

Innovation m

Project
Management

[

Accountable Only : | am the owner of this process and | am accountable for the results & outcomes. | have assigned someone else primary responsibility for execution and day to day activities. Accountable & Responsible : | am the owner of
this process and | am accountable for the results & outcomes. | am primarily responsibility for execution and day to day activities of this process. Responsible : | am responsible for the execution and oversight of the activities involved with this
process. | manage the process maturity and I'm responsible to report on results from this process. Consulted & Involved : | am actively involved with this process and consulted on decisions. Involved & Informed : | am actively involved with this
process and told about decisions surrounding this process. Not involved : | am not actively involved in this process or the decisions surrounding this process.

Accountable Accountable & Responsible Involved:
Only Responsible Only Consulted

Accountability Conflict &
Responsibility Conflict

i

D Responsibility Conflict

Stakeholder

Relations
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sy (Ua H ercserert o H ercienen Skt
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Use our scripted ownership exercise to make
your next IT leadership meeting exciting and
effective. Align your team behind achieving
your vision, communicating the rationale
behind your decisions.

TEAM

ALIGNMENT
EXERCISE

Use the data from this report to get your team to
commit to IT process improvement.

The following pages will provide you with a deeper insight into what the
program participants believe should be your top IT process priorities.
Use the data from this section of the report to conduct an alignment
exercise to reach a consensus around 3-5 processes that your team
should focus on improving over the next 12 months. Pay particular
attention to the areas of disagreement, and bridge the gap between
yourself as an IT leader, and your team. As a part of this exercise, take
the time to review process accountabilities and delegate or distribute
the accountabilities to other team members in order to maximize the
likelihood of success and to improve transparency and clarity.

IT Management and Governance Diagnostic Program Powered by

This report was prepared by Info-Tech Research Group. Data is comprised of 6 responses. I N F O ~T E C H

RESEARCH GROUP



Process Capability Landscape
Sample IT Company

A IT Management & Governance Framework  epicamions

A comprehensive and connected set of research to INFO~TECH
help you optimize and improve your core |T processes FEsEAREH GROEE
Kaiya Park

Visualize process ownership across all

PEOPLE & core IT processes. Use the Info-Tech SECUR'TY

: website to update ownership as required. - )
Kaiya Park RESOURCES Use this page as a communication tool & RISK Safiya Gibbons Yosef Espinosa Henry Robles

across IT and the organization. ™~ RGOS
Data Quality
Safiya Gibbons Kaiya Park Henry Robles
Q APO05
Portfolio
Management
Henry Robles Kaiya Park Kaiya Park

Q BAIOT

Project Management

™ ITRGO6

Business Intelligence &
Reporting

Safiya Gibbons

Henry Robles

™ ITRGO7

Data Architecture

Safiya Gibbons

Henry Robles

@# EDMO02

Business Value

Safiya Gibbons Kaiya Park Safiya Gibbons

p= | BAIO4 <A BAIO6

Availability & Capacity
Management

Safiya Gibbons Safiya Gibbons

p= | BAI0O9 <A BAIT0 p= | BAIO7

Configuration

Change Management

Kaiya Park

@# APO06
Cost & Budget

Yosef Espinosa Safiya Gibbons Safiya Gibbons Safiya Gibbons

Asset Management Release Management

Management Management
Kaiya Park Yosef Espinosa Henry Robles Safiya Gibbons Safiya Gibbons Safiya Gibbons Yosef Espinosa Yosef Espinosa
@# APO10 @# EDMO04 p= | DSSO1 <A DSS02 p= | DSS03 Q BAIOS Q BAI02
Vendor Management  Cost Optimization Mozi%%rgéi%';t Service Desk '“Cﬁgggg‘eﬁgm‘fm OTQamzigggﬂgnange Reé]:tirr]:r:ilsgts
Safiya Gibbons Safiya Gibbons Yosef Espinosa Safiya Gibbons Safiya Gibbons Kaiya Park

SERVICE PLANNING & Engage your team by communicating
ARCHITECTURE how their efforts will contribute to

your organization’s big picture

/LY Have questions or need expert insight into a specific IT process? Below each process in the above framework you can contact the name of the individual who is COBIT&
E ne 11171 [-YAl accountable for the process within your organization. AN ISACA® FRAMEWORK
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Strategy & Governance: Process Prioritization pawered by
Sample IT Company # of Responses I N F O ~T E C H

The IT leader must focus on improving the processes in the top left quadrant first in order to see the biggest impact.

Improve Process Immediately Leverage Process

m IT Strategy Strategy &
Governance

m IT Governance

Dive into each specific IT process area.
Evaluate the relative importance and

effectiveness of each process within the
area. Focus on high importance, low
effectiveness areas to improve.

Importance

Effectiveness )



Strategy & Governance: Detailed Responses ——

Sample IT Company # of Responses I N F O ~T E C H

‘ x APQ02 Align strategic IT plans with business objectives. Clearly ‘ t EDMO1 Provide a consistent approach so that IT-related decisions are ‘t APO04 Stay up to date with IT trends, identify innovation

communicate the objectives and associated made in line with the business strategies and objectives. Ensure opportunities, and plan how to use technology innovation
) that IT-related processes are overseen effectively and PP ! p 9y

accountabilities so they are understood by all, with the IT

_ to create a competitive advantage, enable business
IT Strategy strategic options identified, structured and integrated IT Governance requirements are met. Innovation innovation, or achieve improved operational effectiveness

transparently, and that legal and regulatory compliance

with the business plans. and efficiency.

1st Most Important Process (out of 45) 14th Most Important Process (out of 45) 21st Most Important Process (out of 45)
3rd Most Effective Process (out of 45) 17th Most Effective Process (out of 45) 6th Most Effective Process (out of 45)
Average Importance score 9.8 Average Importance score 9.0 Average Importance score 8.7

Average Effectiveness score 7.7 See individual respondent scores for 7.0 Average Effectiveness score 7.3
each process as well as their
Effectiveness Importance involvement. Use this to facilitate a Effectiveness Importance
Name scores Scores Gap . . . Gap Name Scores scores Gap
conversation with the team and build
Kaiya Park 10.0 10.0 0.0 Henry Robles consensus around the performance and 2.0 Kaiya Park 8.0 6.0 2.0
: : priority level of each process. .
Yosef Espinosa 8.0 10.0 -2.0 Yosef Espinosy -2.0 Yosef Espinosa 7.0 8.0 -1.0
Henry Robles 8.0 10.0 -2.0 Janine Dale 7.0 10.0 -3.0 Janine Dale 7.0 10.0 -3.0
Christian Perez 8.0 10.0 -2.0 Christian Perez 7.0 10.0 -3.0 Safiya Gibbons 5.0 9.0 -4.0
Janine Dale 7.0 10.0 -3.0 Safiya Gibbons 5.0 7.0 -2.0
. . MEAQ1 Manage IT and process goals and metrics. Monitor and
Safiya Gibbons 5.0 9.0 -4.0
AP004 ) ) . ) communicate that processes are performing against
m Stay up t(? Qate with [T trends, identify mnovatpn , expectations, and provide transparency of performance
EDMO1 Provide a consistent approach so that I T-related decisions are opportunities, and P',an how to use teCh”O'OgY innovation Performance and conformance.
made in line with the business strategies and objectives. Ensure . to create a competitive advantage, enable business Measurement
that IT-related processes are overseen effectively and Innovation innovation, or achieve improved operational effectiveness
transparently, and that legal and regulatory compliance d effici :
IT Governance requirements are met ane ereency 22nd Most Important Process (out of 45)

21st Most Important Process (out of 45)
6th Most Effective Process (out of 45)

2nd Most Effective Process (out of 45)
14th Most Important Process (out of 45) \ | o7
_ verage Importance score :

17th Most Effective Process (out of 45) Average Importance score 8.7 B S

Average Importance score 9.0 Average Effectiveness score 7.3

‘ Name Effectiveness Importance Gap
scores scores
Average Effectiveness score 7.0 Effectiveness  Importance
Name Gap
. scores scores Kaiya Park 10.0 10.0 0.0
Effectiveness Importance
Name Gap

scores SCores Henry Robles 9.0 9.0 0.0 Henry Robles 9.0 7.0 2.0

Kaiya Park 8.0 8.0 0.0 Christian Perez 8.0 10.0 -2.0 Yosef Espinosa 7.0 8.0 -1.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process.
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Strategy & Governance: Detailed Responses ——

Sample IT Company # of Responses I N F O ~T E C H

m MEAQT Manage IT and process goals and metrics. Monitor and m APO08 Manage the relationship between the business and IT to m APQO1 Provide a consistent approach to enable IT to meet the
communicate that processes are performing against EDMO5 ensure that the stakeholders are satisfied with the business governance requirements, covering
expectations, and provide transparency of performance services they need from IT and have visibility into IT management processes, organisational structures, roles
Performance and conformance. Stake_h0|der processes. IT Management & and responsibilities, reliable and repeatable activities, and
22nd Most Important Process (out of 45) 26th Most Important Process (out of 45) 27th Most Important Process (out of 45)
2nd Most Effective Process (out of 45) 15th Most Effective Process (out of 45) 16th Most Effective Process (out of 45)
Average Importance score 8.7 Average Importance score 8.5 Average Importance score 8.5
Average Effectiveness score 7.7 Average Effectiveness score 7.0 Average Effectiveness score 7.0
Effectiveness Importance Effectiveness Importance Effectiveness Importance
Name scores scores Gap Name scores scores Gap Name scores scores Gap
Janine Dale 7.0 10.0 -3.0 Yosef Espinosa 5.0 7.0 -2.0 Safiya Gibbons 5.0 9.0 -4.0
Christian Perez 7.0 8.0 -1.0 Safiya Gibbons 5.0 8.0 -3.0
Safiya Gibbons 6.0 9.0 -3.0
m APQO1 Provide a consistent approach to enable IT to meet the
APO0S8 , _ , business governance requirements, covering
m EDMO5 Manage the relationship between the busmgss and [T to management processes, organisational structures, roles
zgrsvuigee;htitethr?esetsifgr?wl(ljg:n?jrij\?:?/?seigil\i/\;mi]n{[zelT g 'l\_Aanagement & and responsibilities, reliable and repeatable activities, and
Stakeholder roGE55es y y olicies skills and competencies.
Relations
27th Most Important Process (out of 45)
26th Most Important Process (out of 45) 16th Most Effective Process (out of 45)
15th Most Effective Process (out of 45) Average Importance score 8.5
Average Importance score 8.5 Average Effectiveness score 7.0
Average Effectiveness score 7.0 —
coveress - Ingortarce g
Name Effectiveness Importance Gap
scores scores Henry Robles 9.0 8.0 1.0
Kaiya Park 10.0 10.0 0.0 Christian Perez 7.0 10.0 -3.0
Henry Robles 9.0 9.0 0.0 Yosef Espinosa 7.0 7.0 0.0
Janine Dale 7.0 10.0 -3.0 Janine Dale 7.0 10.0 -3.0
Christian Perez 6.0 7.0 -1.0 Kaiya Park 7.0 7.0 0.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 22



Financial Management: Process Prioritization

powered by
Sample IT Company # of Responses I N F O ~T E C H

O

¢ ThelT leader must focus on improving the processes in the top left quadrant first in order to see the biggest impact.

Improve Process Immediately Leverage Process

Strategy &
'-E‘ Governance
I . .
Financial
Management @3}
People& @
Resources MAS
@# Cost Optimization @# Cost & Budget Management Service P|anning 2
Architecture
3 Infrastructure &
c Operations lﬂﬂ
c
s Security & Risk Gﬁ
B @ Business Value
g- @# Vendor Management Applications

Data & Bl |@a

PPM & Projects

d Additional processes
reported in this quadrant

Low Effectiveness High
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Financial Management: Detailed Responses —re

Sample IT Company # of Responses I N F O ~T E C H

@¢ EDMO4 Ensure that adequate and sufficient IT-related capabilities @*} APQ(6 Manage the IT-related financial activities and prioritize @* EDMO2 Secure optimal value from IT-enabled initiatives, services
e.g., people, process and technology, are available to spending through the use of formal budgeting practices. and assets by delivering cost-efficient solutions and

support business objectives effectively at optimal cost. Provide transparency and accountability of the cost and services and by providing a reliable and accurate picture

Cost Optimization '(\:AOSt & BUdgft business value of IT solutions and services. Business Value of costs and benefits.
anagemen
10th Most Important Process (out of 45) 13th Most Important Process (out of 45) 37th Most Important Process (out of 45)
28th Most Effective Process (out of 45) 9th Most Effective Process (out of 45) 36th Most Effective Process (out of 45)
Average Importance score 9.2 Average Importance score 9.0 Average Importance score 8.0
Average Effectiveness score 6.5 Average Effectiveness score 7.2 Average Effectiveness score 6.2
Effectiveness Importance Effectiveness Importance Effectiveness Importance
i scores scores S e scores scores =k e scores scores Lat
Kaiya Park 9.0 9.0 0.0 Henry Robles 8.0 8.0 0.0 Kaiya Park 6.0 5.0 1.0
Henry Robles 9.0 9.0 0.0 Kaiya Park 8.0 8.0 0.0 Safiya Gibbons 5.0 9.0 -4.0
Janine Dale 7.0 10.0 -3.0 Yosef Espinosa 7.0 10.0 -3.0 Janine Dale 5.0 7.0 -2.0
Yosef Espinosa 6.0 8.0 -2.0 Janine Dale 7.0 10.0 -3.0 Christian Perez 5.0 9.0 -4.0
Safiya Gibbons 5.0 9.0 -4.0 Safiya Gibbons 5.0 9.0 -4.0
G "
@# EDMO?2 Secure optimal value from IT-enabled initiatives, services relationsghips management E‘rpcont‘racts e?nd reviewing
. o — and assets by delivering cost-efficient solutions and Vendor . ) '
@# APO06 Manage the [T-related financial activities and prioritize services and by providing a reliable and accurate picture e —— and monitoring of supplier performance.
spending through the use of formal budgeting practices. Business Value of costs and benefits
Provide transparency and accountability of the cost and '
IE:/IOSt & BUdgft business value of IT solutions and services. 44th Most Important Process (OUt of 45)
anagemen

37th Most Important Process (out of 45)
36th Most Effective Process (out of 45)

32nd Most Effective Process (out of 45)
13th Most Important Process (out of 45)

9th Most Effective P (out of 45) Average Importance score 7.2
ost Effective Process (out o

Average Importance score 8.0 Average Effectiveness score 6.3
Average Importance score 9.0

Average Effectiveness score 6.2

‘ Name Effectiveness Importance Gap
Average Effectiveness score 7.2 . scores scores
Effectiveness Importance
. Name scores scores Gdp Henrv Robles 8.0 8.0 0.0
Name Effectiveness Importance Gap y : : :
scores Scores Henry Robles 8.0 8.0 0.0 Yosef Espinosa 8.0 8.0 0.0
Christian Perez 8.0 9.0 -1.0 Yosef Espinosa 8.0 10.0 -2.0 Christian Perez 7.0 7.0 0.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 24



Financial Management: Detailed Responses

powered by

Sample IT Company # of Responses I N F O ~T E C H

@# APQ10 Manage IT-related services provided by all suppliers,
including the selection of suppliers, management of

relationships, management of contracts, and reviewing

Vendor and monitoring of supplier performance.
Management
44th Most Important Process (out of 45)
32nd Most Effective Process (out of 45)
Average Importance score 7.2
Average Effectiveness score 6.3
Effectiveness Importance
Name SCOres Scores Gap
Safiya Gibbons 6.0 9.0 -3.0
Janine Dale 5.0 7.0 -2.0
Kaiya Park 4.0 4.0 0.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 25



People & Resources: Process Prioritization

Sample IT Company # of Responses I N F O ~T E C H

O

¢ ThelT leader must focus on improving the processes in the top left quadrant first in order to see the biggest impact.

Improve Process Immediately Leverage Process

Strategy &
§ Governance
I . .
Financial
Management CS—\‘#'
People& @®
Resources MWD
‘?"" IT Organizational Design ‘?‘% Knowledge Management Service Planning )
Architecture '*
S Infrastructure &
g Operations 'ﬂﬂ
-S Security & Risk (’a
3 ‘?:\ U%w:;exgﬁurces ‘?A’\ Leadership, Culture & Values
g- Applications

Data&Bl |da

PPM & Projects

d Additional processes
reported in this quadrant

Low Effectiveness High
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People & Resources: Detailed Responses pewered by

Sample IT Company # of Responses I N F O ~T E C H

Maintain the availability of knowledge to support all Set up the structure of IT’s people, processes, and Ensure that the IT department reflects the values of your
process activities and to facilitate decision making. technology as well as roles and responsibilities to ensure organization. Improve the leadership skills of your team

Provide the knowledge required to support all IT staff in that they're best meeting the needs of the business. to generate top performance.
their work activities.

9th Most Important Process (out of 45) 12th Most Important Process (out of 45) 32nd Most Important Process (out of 45)
4th Most Effective Process (out of 45) 23rd Most Effective Process (out of 45) 14th Most Effective Process (out of 45)
Average Importance score 9.2 Average Importance score 9.0 Average Importance score 8.3
Average Effectiveness score 7.5 Average Effectiveness score 6.8 Average Effectiveness score 7.0
Ftcleress  Imponane gy Ftcleress  Imponance gy Effe:sgvzze“ 'mgazizzce

———— ———— Vosef Espinosa

Christian Perez Christian Perez

Set up the structure of IT’s people, processes, and
technology as well as roles and responsibilities to ensure

Manage structuring, placement, decision rights and skills
of human resources. This includes communicating the

Ensure that the IT department reflects the values of your

N : X defined roles and responsibilities, learning and growth
organization. Improve the leadership skills of your team

plans, and performance expectations.

to generate top performance.

that they're best meeting the needs of the business.

36th Most Important Process (out of 45)
38th Most Effective Process (out of 45)

Average Importance score 8.0

32nd Most Important Process (out of 45)

12th Most Important Process (out of 45) 14th Most Effective Process (out of 45)

23rd Most Effective Process (out of 45) Syersee Iperanes seore 68 P
Average Importanee score 2.0 Average Effectiveness score 7.0 Effectiveness  Importance

Average Effectiveness score 6.8 . Name scores scores &ap
Name ectiveness Importance Gap

scores scores
Effectiveness  Importance ey Reloles e L ol

Name Gap
RSSO (RGN (N IOINN MNGOMN  vosef Espinoss

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 27



People & Resources: Detailed Responses

powered by

Sample IT Company # of Responses I N F O ~T E C H

Manage structuring, placement, decision rights and skills
of human resources. This includes communicating the
defined roles and responsibilities, learning and growth
plans, and performance expectations.

36th Most Important Process (out of 45)
38th Most Effective Process (out of 45)
Average Importance score 8.0

Average Effectiveness score 6.0

Fleceness Imporerce g
Safiya Gibbons 5.0 9.0 -4.0
Janine Dale 5.0 8.0 -3.0
Christian Perez 4.0 9.0 -5.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 28



Service Planning & Architecture: Process Prioritization pawered by
INFO~TECH

Sample IT Company # of Responses

The IT leader must focus on improving the processes in the top left quadrant first in order to see the biggest impact.

Improve Process Immediately Leverage Process

Service Planning &
Architecture ‘ﬁ

Importance

Effectiveness

29



Service Planning & Architecture: Detailed Responses pawered by

Sample IT Company # of Responses I N F O ~T E C H

.ﬁ APQT1 Define and communicate quality requirements in all .t APQ09 Align IT-enabled services and service levels with business .ﬁ APO03 Establish a management practice to create and maintain
processes, procedures and business outcomes. Ensure needs and expectations, including identification, a coherent set of principles, methods, and models that
. the consistent delivery of IT solutions and services to . specification, design, publishing, agreement, and . are used in the design and implementation of the
Qua“ty meet the quality requirements of the business and satisfy Service monitoring of IT services, service levels and performance Ente(pnse enterprise’s business processes, information systems,
Management stakeholder needs. Management indicators. Architecture and infrastructure.
11th Most Important Process (out of 45) 18th Most Important Process (out of 45) 31st Most Important Process (out of 45)
22nd Most Effective Process (out of 45) 12th Most Effective Process (out of 45) 13th Most Effective Process (out of 45)
Average Importance score 9.0 Average Importance score 8.8 Average Importance score 8.3
Average Effectiveness score 6.8 Average Effectiveness score 7.0 Average Effectiveness score 7.0
Effectiveness Importance Effectiveness Importance Effectiveness Importance
Name scores scores Gap Name scores scores Gap Name scores scores Gap
Kaiya Park 10.0 10.0 0.0 Henry Robles 9.0 9.0 0.0 Kaiya Park 8.0 8.0 0.0
Henry Robles 9.0 9.0 0.0 Safiya Gibbons 7.0 9.0 -2.0 Safiya Gibbons 6.0 9.0 -3.0
Yosef Espinosa 6.0 9.0 -3.0 Christian Perez 6.0 6.0 0.0 Christian Perez 6.0 4.0 2.0
Janine Dale 6.0 9.0 -3.0 5.0 10.0 -5.0 Janine Dale 5.0 10.0 -5.0
Safiya Gibbons 5.0 9.0 -4.0 Yosef Espinosa 5.0 9.0 -4.0

Christian Perez 5.0 8.0 3.0 .ﬁ ITRGO3 Produ.cg, maintain, a_nd prompte a service cat.alog
APO03 i . o containing accurate information on all operational IT
.t Establish a management practice to create and maintain services, as well as those being prepared to be run
APO09 , , ) ) _ a coherent set of principles, methods, and models that Manage Service onall
.ﬁ Align IT-enabled services and service levels with business are used in the design and implementation of the tals operationally.
needs and expectations, including identification, Enterprise enterprise’'s business processes, information systems :
. specification, design, publishing, agreement, and Architecture : ' '
EAerVIce t monitoring of IT services, service levels and performance and infrastructure. 43rd Most Important Process (out of 45)
anagemen indicators.
18th Most | 5 ( £ 45) e Wiiest lmportent Proesss (.0 oF 49) 43rd Most Effective Process (out of 45)
ost Important Process (out o -
19th Mot Effective B ( o, 13th Most Effective Process (out of 45) Average Importance score 7.3
ost ective Process (out o
A I e Average Importance score 8.3 Average Effectiveness score 5.2
iElEIgie IMPErEnse seore . Average Effectiveness score 7.0 . Effectiveness  Importance .
Average Effectiveness score 7.0 PN — ame scores scores &
. Name scores scores ¢ Henry Robles 9.0 9.0 0.0
Name Effectiveness Importance Gap
SEllEs SEiolies Henry Robles 9.0 9.0 0.0 Kaiya Park 7.0 7.0 0.0
Kaiya Park 10.0 10.0 0.0 Dan Hoover 8.0 10.0 -2.0 Yosef Espinosa 5.0 7.0 -2.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 30



powered by

Service Planning & Architecture: Detailed Responses
Sample IT Company # of Responses I N F O ~T E C H

Produce, maintain, and promote a service catalog
containing accurate information on all operational IT
services, as well as those being prepared to be run
operationally.

43rd Most Important Process (out of 45)
43rd Most Effective Process (out of 45)
Average Importance score 7.3
Average Effectiveness score 5.2

Effectiveness Importance
i scores scores Gap

Christian Perez

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 3



Infrastructure & Operations: Process Prioritization

powered by
Sample IT Company # of Responses I N F O ~T E C H

O

¢ ThelT leader must focus on improving the processes in the top left quadrant first in order to see the biggest impact.

Improve Process Immediately Leverage Process

Strategy &
Governance

Financial
Management @‘#‘

People& @
Resources MAS

High

!ﬂﬂ Service Desk Incident & Problem

evwse* Management Service PIanning &

Architecture

Infrastructure &
Operations ,,ebil

Security & Risk Gﬁ

ﬂﬂ Availability & Capacity
oot \anagement

!I

;ﬂ!i Change Management Applications

Importance

;ﬂ!i Operations Management

Data & Bl |@a

jﬂ!i Release Management

PPM & Projects

d Additional processes
reported in this quadrant

Low Effectiveness High
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Infrastructure & Operations: Detailed Responses

ﬂﬂ DSS03 Identify and classify problems and their root causes and
e provide timely resolution to prevent recurring incidents.

Reduce the number of operational problems.

Incident & Problem

powered by

Sample IT Company # of Responses I N F O ~T E C H

’qﬂ DSS02 Provide timely and effective response to user requests ’qﬂ BAIO4 Balance current and future needs for availability,
e and resolution of all types of incidents. Restore normal e performance and capacity of IT systems and
service; record and fulfil user requests; and record,

Service Desk investigate, diagnose, escalate and resolve incidents. Availability & Capacity

infrastructure through the forecast of future performance

Management Management and capacity requirements.
3rd Most Important Process (out of 45) 4th Most Important Process (out of 45) 20th Most Important Process (out of 45)
1st Most Effective Process (out of 45) 34th Most Effective Process (out of 45) 21st Most Effective Process (out of 45)
Average Importance score 9.3 Average Importance score 9.3 Average Importance score 8.7
Average Effectiveness score 7.8 Average Effectiveness score 6.2 Average Effectiveness score 6.8
Effectiveness Importance Effectiveness Importance Effectiveness Importance
Name scores scores Gap Name scores scores Gap Name scores scores Gap
Kaiya Park 10.0 10.0 0.0 Henry Robles 9.0 10.0 -1.0 Christian Perez 7.0 9.0 -2.0
Henry Robles 9.0 8.0 1.0 Janine Dale 7.0 10.0 -3.0 Yosef Espinosa 6.0 9.0 -3.0
Christian Perez 9.0 10.0 -1.0 Yosef Espinosa 6.0 10.0 -4.0 Safiya Gibbons 6.0 9.0 -3.0
Janine Dale 8.0 10.0 -2.0 Christian Perez 4.0 8.0 -4.0 Janine Dale 5.0 8.0 -3.0
Yosef Espinosa 6.0 9.0 -3.0 Safiya Gibbons 2.0 9.0 -7.0
ﬁn BAIO6 Manage all IT system changes in a controlled manner, including
Safiya Gibbons 5.0 9.0 -4.0 Ay standard changes and emergency maintenance relating to
ﬂﬂ BAIO4 Balance current and future needs for availability business processes, applications and infrastructure. Enable fast
O . ' and reliable delivery of change to the business and mitigate the
. , performance and capacity of IT systems and Change : A : i
l‘.qui D502 Provide t|m§|y and effective response o user requests oo . infrastructure through the forecast of future performance Management Qitignnnegittwely impacting the stability of the changed
and resolution of all types of incidents. Restore normal Availability & Capacity | : :
, pacity requirements.
. service; record and fulfil user requests; and record, Management
Service Desk investigate, diagnose, escalate and resolve incidents. 25th Most Important Process (OUt of 45)
Ath Most | - ( 45) 20th Most Important Process (out of 45) 41st Most Effective Process (out of 45)
ost Important Process (out o -
aath Moot Effective b ( o, 21st Most Effective Process (out of 45) Average Importance score 8.5
ost ective Process (out o
A I e Average Importance score 8.7 Average Effectiveness score 5.7
verEge limpoienee soore : Average Effectiveness score 6.8 .
‘ e Effectiveness Importance Gap
Average Effectiveness score 6.2 — scores scores
Slecheress Imporce gy oo
Name Effectiveness  Importance Gap Kaiya Park - 2L L
SEllEs SEiolies Henry Robles 9.0 9.0 0.0 Henry Robles 8.0 8.0 0.0
Kaiya Park 9.0 9.0 0.0 Kaiya Park 8.0 8.0 0.0 Yosef Espinosa 5.0 9.0 -4.0
* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 33



Infrastructure & Operations: Detailed Responses —re

Sample IT Company # of Responses I N F O ~T E C H

ﬂn BAIO6 Manage all IT system changes in a controlled manner, including ﬁn DSSO1 Manage the activities and operational procedures ﬁn BAIO7/ Successfully implement new IT solutions and services in line
O ) standard changes and emergency maintenance relating to O ired 1o dell T . includi tandard O with the agreed-on expectations and outcomes. Ensure that the
business processes, applications and infrastructure. Enable fast reqwrg O defiver il services, mc U ing S_ an ar implementation of new solutions and services has the necessary
Chanae and reliable delivery of change to the business and mitigate the Operations operating procedures and monitoring activities. Release support, from planning to execution to post-implementation
g risk of negatively impacting the stability of the changed P support and staff training.
Management environment, Management Management
25th Most Important Process (out of 45) 30th Most Important Process (out of 45) 33rd Most Important Process (out of 45)
41st Most Effective Process (out of 45) 27th Most Effective Process (out of 45) 42nd Most Effective Process (out of 45)
Average Importance score 8.5 Average Importance score 8.3 Average Importance score 8.2
Average Effectiveness score 5.7 Average Effectiveness score 6.5 Average Effectiveness score 5.3
Effectiveness Importance Effectiveness Importance Effectiveness Importance
Name scores scores Gap Name scores scores Gap Name scores scores Gap
Janine Dale 5.0 8.0 -3.0 Yosef Espinosa 6.0 8.0 -2.0 Safiya Gibbons 2.0 9.0 -7.0
Safiya Gibbons 4.0 9.0 -5.0 Safiya Gibbons 2.0 9.0 -7.0 -
. ﬂn Provide sufficient information about IT service assets to
christian Perez 30 &0 >0 BAIO7 Successfully implement new IT solutions and services in line o enable the service to be effectively managed. Define and
m with the agreed-on expectations and outcomes. Ensure that the Qari i maintain descriptions and relationships between key
ﬂn DSSO1 Manage the activities and operational procedures implementation of new solutions and services has the necessary onfiguration resources and capabilities required to deliver [T-enabled
e required to deliver IT services, including standard Release zﬁppgg.;;%rztzlgqgngigo execution to post-implementation Management services.
. operating procedures and monitoring activities. Management PP 9
Operations 34th Most Important Process (out of 45)
Management 33rd Most Important P (out of 45)
30th Most | - ( 45 r ostimportant FTocess (ot © 26th Most Effective Process (out of 45)
ost Important Process (out o -
o 7th Mot Effective P ( o, 42nd Most Effective Process (out of 45) Average Importance score 8.0
ost ective Process (out o
A I - Average Importance score 8.2 Average Effectiveness score 6.7
ielieigie INaenEne seene ) Average Effectiveness score 5.3 CHfecti
' e ectiveness Importance Gap
Average Effectiveness score 6.5 — scores scores
Name ectiveness Importance Gap
' scores scores Kaiya Park 8.0 8.0 0.0
Name Effectiveness Importance Gap
Scores Scores Henry Robles 8.0 9.0 -1.0 Yosef Espinosa 8.0 9.0 -1.0
Henry Robles 9.0 9.0 0.0 Janine Dale 7.0 9.0 -2.0 Henry Robles 8.0 8.0 0.0
Christian Perez 8.0 8.0 0.0 Yosef Espinosa 6.0 9.0 -3.0 Christian Perez 6.0 6.0 0.0
Janine Dale 7.0 9.0 -2.0 Kaiya Park 5.0 5.0 0.0 Janine Dale 5.0 8.0 -3.0
Kaiya Park 7.0 7.0 0.0 Christian Perez 4.0 8.0 -4.0 Safiya Gibbons 5.0 9.0 -4.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 34



Infrastructure & Operations: Detailed Responses
Sample IT Company # of Responses

IT assets through their life cycle to make sure that they
deliver value at optimal cost, remain operational, are

accounted for and physically protected. Ensure that the

Asset assets are reliable and available as needed.
Management
35th Most Important Process (out of 45)
35th Most Effective Process (out of 45)
Average Importance score 8.0
Average Effectiveness score 6.2
Effectiveness Importance
NEMmE scores scores S
Henry Robles 9.0 8.0 1.0
Kaiya Park 7.0 7.0 0.0
Yosef Espinosa 6.0 8.0 -2.0
Safiya Gibbons 5.0 9.0 -4.0
Janine Dale 5.0 8.0 -3.0
Christian Perez 5.0 8.0 -3.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process.

powered by

INFO~TECH
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Security & Risk: Process Prioritization

powered by
Sample IT Company # of Responses I N F O ~T E C H

O

¢ ThelT leader must focus on improving the processes in the top left quadrant first in order to see the biggest impact.

Improve Process Immediately Leverage Process

Strategy &
=
= Governance
- - : :
Financial
S
Management C‘#‘
People& @
Resources ~MYA™
Disaster Recovery Planning (,a Security Management Sefvice Planning &
(,a Business Continuity Architecture
(o)) Infrastructure & /|
Q Operations "*®
S
t Security & Risk
o Risk Management
g‘ External Compliance Applications
— Security Strategy

Data & Bl |@a

Business Process Controls &
Internal Audit

PPM & Projects

d Additional processes
reported in this quadrant

Low Effectiveness High
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Security & Risk: Detailed Responses —T

Sample IT Company # of Responses I N F O ~T E C H

Gn DSS05 Protect enterprise information as required by the business. Gn DSS04 Establish and maintain a plan to enable IT to respond to Un DSS04 Establish and maintain a plan to enable the business to
[ 2 | Establish and maintain information security roles and access a incid ddi . . d ) . 0 dtoincid ddi . ; d ;
orivileges, and perform security monitoring to minimize the meI en_ts 2r|1T |srgpt|onsc|jn or (ir to continue operation respo; to :Cnt? Qnts an . :irup’uons in order to continue
: business impact of operational information security : of required IT services and assets. : operation of business and IT processes.
SECUFIty vulnerabilities and incidents. B;Saster Recovery Busmess
Management el Continuity
2nd Most Important Process (out of 45) 7th Most Important Process (out of 45) 8th Most Important Process (out of 45)
11th Most Effective Process (out of 45) 19th Most Effective Process (out of 45) 10th Most Effective Process (out of 45)
Average Importance score 9.3 Average Importance score 9.2 Average Importance score 9.2
Average Effectiveness score 7.0 Average Effectiveness score 6.8 Average Effectiveness score 7.0
Effectiveness Importance Effectiveness Importance Effectiveness Importance
Name scores scores Gap Name scores scores Gap Name scores scores Gap
Kaiya Park 9.0 9.0 0.0 Janine Dale 8.0 10.0 -2.0 Henry Robles 8.0 8.0 0.0
Henry Robles 9.0 10.0 -1.0 Henry Robles 8.0 9.0 -1.0 Christian Perez 7.0 10.0 -3.0
Janine Dale 8.0 9.0 -1.0 Christian Perez 7.0 10.0 -3.0 Yosef Espinosa 5.0 9.0 -4.0
Christian Perez 7.0 10.0 -3.0 Yosef Espinosa 6.0 9.0 -3.0 Safiya Gibbons 4.0 9.0 -5.0
Yosef Espinosa 5.0 9.0 -4.0 Safiya Gibbons 4.0 9.0 -5.0
APQ12 Continually identify, assess and reduce [T-related risk
Safiya Gibbons 4.0 9.0 -5.0 Uﬁ EDMO3 y Y,

within levels of tolerance set by the business.

va DSS04 Establish and maintain a plan to enable the business to

respond to incidents and disruptions in order to continue

Uﬁ DSS04 Establish and maintain a plan to enable IT to respond to Risk Management

operation of business and IT processes.

incidents and disruptions in order to continue operation Business
: of required IT services and assets. Continuity
Disaster Recovery
E 17th Most Important Process (out of 45)
7th  Most | 5 o 8th Most Important Process (out of 45) 20th Most Effective Process (out of 45)
t SRR PICISESS (B Cif £15) 10th Most Effective Process (out of 45) Average Importance score 8.8
19th Most Effective Process (out of 45) Average Importance score 9.2 Sre B e O
Average Importanee score 9.2 Average Effectiveness score 7.0 Effect ——
‘ Name ectiveness mportance Gap
Average Effectiveness score 6.8 Effectiveness  Importance scores scores
. Name scores scores ¢ Kaiya Park 9.0 9.0 0.0
Name Effectiveness Importance Gap
SEllEs SEiolies Kaiya Park 9.0 9.0 0.0 Henry Robles 8.0 9.0 -1.0
Kaiya Park 8.0 8.0 0.0 Janine Dale 9.0 10.0 -1.0 Christian Perez 8.0 9.0 -1.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 37



Security & Risk: Detailed Responses —T

Sample IT Company # of Responses I N F O ~T E C H

Gn APO12 Continually identify, assess and reduce IT-related risk Gn MEAO3 Ensure that IT processes and IT-supported business Un APQ13 Define, operate and monitor a system for information
o EDMO3 within levels of tolerance set by the business. o processes are compliant with laws, regulations and o security management. Keep the impact and occurrence
. contractual requirements. . of information security incidents within the business’ risk
Risk Management External Security Strategy IEEEICLC R
Compliance
17th Most Important Process (out of 45) 23rd Most Important Process (out of 45) 24th Most Important Process (out of 45)
20th Most Effective Process (out of 45) 33rd Most Effective Process (out of 45) 25th Most Effective Process (out of 45)
Average Importance score 8.8 Average Importance score 8.5 Average Importance score 8.5
Average Effectiveness score 6.8 Average Effectiveness score 6.2 Average Effectiveness score 6.7
Effectiveness Importance Effectiveness Importance Effectiveness Importance
Name scores scores Gap Name scores scores Gap Name scores scores Gap
Janine Dale 7.0 8.0 -1.0 Kaiya Park 4.0 4.0 0.0 Safiya Gibbons 4.0 9.0 -5.0
Yosef Espinosa 6.0 9.0 -3.0 Safiya Gibbons 4.0 9.0 -5.0
U DSS06 Manage business process controls such as self-

Safiya Gibbons 3.0 9.0 -6.0 a MEAQ?2

AP0O13 A ) . assessments and independent assurance reviews to
va Define, operate and monitor a system for information

security management. Keep the impact and occurrence Business Process Controls

ensure that information related to and used by business
& Internal Audit processes meets security and integrity requirements.

Gn MEAOQ3 Ensure that IT processes and IT-supported business
o processes are compliant with laws, regulations and Security Strategy
contractual requirements.

of information security incidents within the business’ risk
appetite levels.

E’ét;r&?;nce 41st Most Important Process (out of 45)
I
23rd Most | - ( f 45) P ot ImgeriEmi ProgsEs (ol o 42) 40th Most Effective Process (out of 45)
r ost Important Process (out o :
a3rd Moot Sective P ( o, 25th Most Effective Process (out of 45) Average Importance score 7.8
r ost ective Process (out o
A I aC Average Importance score 8.5 Average Effectiveness score 5.7
VElfEIgE IMPCIEMCE SCoie : Average Effectiveness score 6.7 P
) Wz Effectiveness Importance Gap
Average Effectiveness score 6.2 [ I scores scores
Neme sUoles Ecores sap Henry Robles 8.0 10.0 -2.0
e Effectiveness Importance Gap y : : :
Scores Scores Kaiya Park 9.0 9.0 0.0 Janine Dale 7.0 7.0 0.0
Janine Dale 9.0 10.0 -1.0 Henry Robles 9.0 9.0 0.0 Yosef Espinosa 6.0 9.0 -3.0
Henry Robles 9.0 10.0 -1.0 Yosef Espinosa 6.0 9.0 -3.0 Christian Perez 6.0 8.0 -2.0
Christian Perez 6.0 9.0 -3.0 Janine Dale 6.0 6.0 0.0 Kaiya Park 4.0 4.0 0.0
Yosef Espinosa 5.0 9.0 -4.0 Christian Perez 6.0 9.0 -3.0 Safiya Gibbons 3.0 9.0 -6.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 38



Applications: Process Prioritization

Sample IT Company # of Responses I N F O ~T E C H

O

¢ ThelT leader must focus on improving the processes in the top left quadrant first in order to see the biggest impact.

Improve Process Immediately Leverage Process

Strategy &
.-E" Governance
- - : :
Financial
Management CS—\‘#'
People& @
Resources  AA™
Service Planning & .*
Architecture
QD Infrastructure &
Q Operations A
o
-S Security & Risk Gﬁ
S Enterprise Application Selection
(@) & Implementation
o % Application Portfolio Applications
E Management
— ﬁ Application Maintenance
Data&Bl  |d
% Application Development
Throughput

PPM & Projects

Application Development
Quality

d Additional processes
reported in this quadrant

Low Effectiveness High
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Applications: Detailed Responses —

Sample IT Company # of Responses I N F O ~T E C H
Manage the selection and implementation of enterprise Manage the constant improvement and changes to the Manage the organization’s suite of applications by
applications, off-the-shelf software and Software as a organization's applications after they have been originally determining each application’s ability to provide value to
Service, to ensure that IT provides the business with the delivered and implemented. the business relative to its cost. Identify which
most appropriate applications at an acceptable cost. applications to retire, grow or replace, repurpose or
sustain.
29th Most Important Process (out of 45) 39th Most Important Process (out of 45) 40th Most Important Process (out of 45)
24th Most Effective Process (out of 45) 31st Most Effective Process (out of 45) 44th Most Effective Process (out of 45)
Average Importance score 8.3 Average Importance score 7.8 Average Importance score 7.8
Average Effectiveness score 6.7 Average Effectiveness score 6.3 Average Effectiveness score 5.0
Effectiveness Importance Effectiveness Importance Effectiveness Importance
Name SCOres SCores Gap Name SCores Scores Gap Name SCores SCores Gap

———— Janine Dale Vosef Espinosa 4.0 8.0 4.0
Henry Robles -1.0 _—_— Safiya Gibbons -5.0
Christian Perez 9.0 20 safyaGbbons 80 90 40 ————
———— ———— Christian Perez
———— Christian Perez

Safiya Gibbons

Establish a timely and cost-effective system for the

T L development of applications capable of supporting the
Manage the organization’s suite of applications by

determining each application’s ability to provide value to

business’ strategic and operational goals.

Manage the constant improvement and changes to the

o, - g the business relative to its cost. Identify which
organization's applications after they have been originally

applications to retire, grow or replace, repurpose or

delivered and implemented.

sustain 42nd Most Important Process (out of 45)
40th Most Important Process (out of 45) 37th Most Effective Process (out of 45)
39th  Most important Process (out of 45) 44th Most Effective Process (out of 45) Average Importance score 77

31st Most Effective Process (out of 45) Average Importance scorel 7.8 T

Average Importance score 7.8 Average Effectiveness score 5.0

‘ N Effectiveness Importance Gap
Average Effectiveness score 6.3 i T scores scores
Name P Gap
ffectiveness  Importance scores scores ____
Name a
scores scores : Henry Robles 9.0 9.0 0.0 Janine Dale -2.0

FEICHESN (O NCTR NG i ok 8.0 8.0 0.0 Henry Robles 7.0 6.0 10

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 40



Applications: Detailed Responses —

Sample IT Company # of Responses I N F O ~T E C H

Establish a timely and cost-effective system for the Implement standard procedures in the application

development of applications capable of supporting the development process, including testing strategies,

business’ strategic and operational goals. testing preparation and testing execution, to ensure that
the quality of the applications meet business
requirements.

42nd Most Important Process (out of 45) 45th Most Important Process (out of 45)
37th Most Effective Process (out of 45) 45th Most Effective Process (out of 45)
Average Importance score 7.7 Average Importance score 5.3
Average Effectiveness score 6.0 Average Effectiveness score 4.3
fectieness  Impotoree gy fectieness Impotarce g
Yosef Espinosa -4.0 Safiya Gibbons
Christian Perez 4.0 5.0 -1.0

Implement standard procedures in the application
development process, including testing strategies,

testing preparation and testing execution, to ensure that
the quality of the applications meet business
requirements.

45th Most Important Process (out of 45)
45th Most Effective Process (out of 45)
Average Importance score 5.3

Average Effectiveness score 4.3

Fleceress  Imparoee g
Henry Robles 8.0 8.0 0.0
Janine Dale 6.0 6.0 0.0
Yosef Espinosa 5.0 9.0 -4.0
Christian Perez 4.0 5.0 -1.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 41



Data & BI: Process Prioritization powered by
Sample IT Company # of Responses I N F O ~T E C H

The IT leader must focus on improving the processes in the top left quadrant first in order to see the biggest impact.

Improve Process Immediately Leverage Process

| Data Quality

Importance

Data&Bl |da

Effectiveness
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Data & BI: Detailed Responses —re

Sample IT Company # of Responses I N F O ~T E C H

|~ ITRGO8 Put policies, processes and capabilities in place to ensure |~ ITRGO/ Manage the business’ databases, including the |~ ITRGO6 Develop a set of capabilities, including people, processes
that appropriate targets for data quality are set and technology, the governance processes and the people and technology, to enable the transformation of raw data
. achieved to match the needs of the business. . that manage them. Establish the principles, policies, and Busi nteli into meaningful and useful information for the purpose of
Data Quality Data Architecture guidelines relevant to the effective use of data within the &uRsmess_ nietligence business analysis.
R eporting
organization.
6th Most Important Process (out of 45) 15th Most Important Process (out of 45) 16th Most Important Process (out of 45)
18th Most Effective Process (out of 45) 8th Most Effective Process (out of 45) 30th Most Effective Process (out of 45)
Average Importance score 9.2 Average Importance score 8.8 Average Importance score 8.8
Average Effectiveness score 6.8 Average Effectiveness score 7.2 Average Effectiveness score 6.3
Effectiveness Importance Effectiveness Importance Effectiveness Importance
Name scores scores Gap Name scores scores Gap Name scores scores Gap
Kaiya Park 10.0 10.0 0.0 Henry Robles 9.0 9.0 0.0 Christian Perez 6.0 8.0 -2.0
Janine Dale 10.0 10.0 0.0 Janine Dale 7.0 8.0 -1.0 Safiya Gibbons 5.0 9.0 -4.0
Henry Robles 9.0 10.0 -1.0 Christian Perez 7.0 9.0 -2.0 Janine Dale 5.0 9.0 -4.0
Safiya Gibbons 5.0 9.0 -4.0 Yosef Espinosa 6.0 9.0 -3.0 Yosef Espinosa 4.0 8.0 -4.0
Yosef Espinosa 4.0 8.0 -4.0 Safiya Gibbons 5.0 9.0 -4.0
Christian Perez 3.0 8.0 -5.0

|~ ITRGO6 Develop a set of capabilities, including people, processes

) ) _ _ and technology, to enable the transformation of raw data
|~ ITRGO/ Manage the business’ databases, including the

technology, the governance processes and the people Business Intelligence

that manage them. Establish the principles, policies, and & Reporting
Data Architecture guidelines relevant to the effective use of data within the

organization.

into meaningful and useful information for the purpose of
business analysis.

16th Most Important Process (out of 45)

15th Most Important Process (out of 45) 30th Most Effective Process (out of 45)

8th Most Effective Process (out of 45) Average Importance score 8.8

Average Importance score 8.8 Average Effectiveness score 6.3

Average Effectiveness score 7.2

Effectiveness Importance
Cffecti | ; e scores scores Gap
Name ectiveness mportance Ga
scores scores P Kaiya Park 9.0 9.0 0.0
Kaiya Park 9.0 9.0 0.0 Henry Robles 9.0 10.0 -1.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 43



Sample IT Company # of Responses

PPM & Projects: Process Prioritization ——
INFO~TECH

The IT leader must focus on improving the processes in the top left quadrant first in order to see the biggest impact.

Improve Process Immediately Leverage Process

Q Project Management

Importance

PPM & Projects Q

Effectiveness
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PPM & Projects: Detailed Responses —

Sample IT Company # of Responses I N F O ~T E C H

BAIO1 Manage all IT programs and projects from the portfolio in APQO05 Manage the project portfolio of IT programs and services, BAIO5 Implement or optimize the organization's capabilities for
alignment with the business strategy. Initiate, plan, control, and demand within resource and funding constraints, while ensuring ina the i t of buSi T
execute programs and projects to ensure that the business that the portfolio meets the business’ priorities. Monitor the managing the iImpac O_ new 98'“?33 ProCesses, new
Proiect realizes project benefits while experiencing few delays and cost Portfolio performance of the overall portfolio of services and programs to Organizational systems, and changes in organizational structure or
) overruns. ensure that the IT investments meet the business’ expectations. culture.
Management Management Change Management
5th Most Important Process (out of 45) 19th Most Important Process (out of 45) 28th Most Important Process (out of 45)
5th Most Effective Process (out of 45) 7th Most Effective Process (out of 45) 39th Most Effective Process (out of 45)
Average Importance score 9.2 Average Importance score 8.7 Average Importance score 8.3
Average Effectiveness score 7.3 Average Effectiveness score 7.2 Average Effectiveness score 5.8
Effectiveness Importance Effectiveness Importance Effectiveness Importance
Name SCores SCores Gap Name SCores SCores Gap Name SCores SCores Gap
Kaiya Park 10.0 10.0 0.0 Janine Dale 8.0 8.0 0.0 Janine Dale 6.0 8.0 -2.0
Janine Dale 8.0 9.0 -1.0 Henry Robles 8.0 8.0 0.0 Safiya Gibbons 5.0 9.0 -4.0
Henry Robles 8.0 8.0 0.0 Christian Perez 8.0 9.0 -1.0 Yosef Espinosa 5.0 9.0 -4.0
Christian Perez 8.0 10.0 -2.0 Yosef Espinosa 6.0 9.0 -3.0 Christian Perez 5.0 8.0 -3.0
Yosef Espinosa 5.0 9.0 -4.0 Safiya Gibbons 4.0 9.0 -5.0
Safiya Gibbons 5.0 9.0 4.0 Q BAIO2 l\/lanage the collle.ction of bu_siness rquirements as they
BAIOS . R . pertain to acquiring or creating IT solutions.
Q Implement or optimize the organization’s capabilities for
APQOO05 Manage the project portfolio of IT programs and services, managing the impact OT new bgsiness processes, new T ReqUirementS
demand within resource and funding constraints, while ensuring Oraanizational systems, and changes in organizational structure or Gathering
that the portfolio meets the business’ priorities. Monitor the Chg M ¢ culture.
Portfolio performance of the overall portfolio of services and programs to AlTigle Rl
aT ageent ensure that the IT investments meet the business’ expectations. 38th Most Important Process (OUt of 45)
19th Most | 5 ( £ 45) 28th Most Important Process (out of 45) 29th Most Effective Process (out of 45)
ost Important Process (out o :
“th Moot Effective P ( o, 39th Most Effective Process (out of 45) Average Importance score 7.8
ost ective Process (out o
A I - Average Importance score 8.3 Average Effectiveness score 6.3
iElEIgie IMPErEnse seore . Average Effectiveness score 5.8 —
) Name ectiveness Importance Gap
Average Effectiveness score 7.2 . scores scores
Effectiveness Importance
Name scores scores £l Henry Robles 9.0 8.0 1.0
Name Effectiveness Importance Gap y : ’ :
SCOres SCOres Kaiya Park 7.0 7.0 0.0 Kaiya Park 8.0 8.0 0.0
y y
Kaiya Park 9.0 9.0 0.0 Henry Robles 7.0 9.0 -2.0 Christian Perez 6.0 8.0 -2.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process. 45



PPM & Projects: Detailed Responses

powered by

Sample IT Company # of Responses I N F O ~T E C H

Q BAIO2 Manage the collection of business requirements as they
pertain to acquiring or creating IT solutions.
Requirements
Gathering
38th Most Important Process (out of 45)
29th Most Effective Process (out of 45)
Average Importance score 7.8
Average Effectiveness score 6.3
Effectiveness Importance
i scores scores S
Yosef Espinosa 5.0 9.0 -4.0
Janine Dale 5.0 5.0 0.0
Safiya Gibbons 5.0 9.0 -4.0

* GAP = (Effectiveness score - Importance score), indicates the degree to which effectiveness is sufficient given the importance of each process. Negative scores indicate processes that aren't as effective as they are important.
** Respondents are highlighted if they are CIO, or Accountable or Responsible for the process.
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Alignment Exercise - Introduction powered by

Sample IT Company # of Responses I N F O ~T E C H

Using the data provided in the report, your team will now benefit from an open ended discussion regarding the discrepancies in the
scores across all of the respondents. This exercise is beneficial because it will allow your team to reach a consensus on the perceived
and real importance and effectiveness scores of the processes with the widest gaps.

AFTER THIS ALIGNMENT EXERCISE, YOUR TEAM SHOULD HAVE IDENTIFIED THE FOLLOWING:

+ Were they due to departmental differences or miscommunication from the business?

- Were they due to perception or actual performance?
- Do the processes perform better in some departments versus others?

Info-Tech
- Build a process improvement roadmap around these selected processes to provide your team with an action plan for the Research Group
next year.
* Process workshops
- Will it be an individual or a team? - Blueprints

+ Consulting
+ Diagnostic Programs

- Create a list of actionable next steps for each process improvement initiative and assign an owner.
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Alignment Exercise - Client Facilitation Guide pawered by

INFO~TECH

Sample IT Company # of Responses

As the team leader, the following guide will help you get the most from your team'’s discussion. Ensure that the exercise will be
conducted in a non-confrontational manner and that everyone's voice is heard. It is extremely important to highlight the biggest

discrepancies in opinion first, so as to get the most out of the program.

Once the team has gathered, tell the team that the purpose of the exercise is to reach a collective understanding of
the effectiveness and importance of the IT processes so as to be able to prioritize process improvement initiatives.
For the purpose of this discussion, prioritize the top 10 processes which have the widest spread between scores, but
also consider the processes with the most extreme importance and effectiveness scores across the board.

Use the Process Importance and Process Effectiveness pages sheet to identify the processes with the widest spread
between scores. Use the Process Area In-depth Results sheets to dive deeper into the results for each process.
Facilitate a discussion among the respondents who gave the processes the highest and lowest scores for importance
and effectiveness. Why did they score the process the way they did? During this conversation, make sure to highlight
at least 3 sub-processes for each process, which will make it easier to understand any underlying issues or perceived
issues.

Once your team has uncovered the reasons for the variations in scores, it's important to reach a team decision
regarding the highest priority processes. As a team, decide where each process falls in terms of effectiveness and
importance relative to one another and establish a list of 3-5 processes that are very important but not effective. This
will be the first step in establishing a process improvement roadmap.

Use the Process Accountability page from the report to get a snapshot of the current process owners. If a process
does not have an owner, or if there is a lack of clarity around process ownership, discuss and decide who should be
the process owner (or process area owner). Additionally, pay attention to multiple processes which have the same
process owner. This is a great opportunity to create a more even workload by introducing additional process owners
or transitioning the responsibility of processes to other team members. Ensure that all relevant processes have
owners going forward.

Your team should now create a plan using the Post-Alignment Worksheet to outline what initiatives will be taken, what
resources the action item owner will need, metrics for success as well as expected outcomes. For each action item,
assign a timeline and a priority immediately. Distribute a Post-Alignment Worksheet to all process owners. This will
help them keep track of their initiatives.

Following the alignment exercise, send a follow-up email summarizing the action items and their owners in order to
improve the likelihood that the items will be followed. After 2-4 weeks, follow up with action item owners to see how
well their action items are going. Work with owners to overcome any blocks or challenges they are facing and adjust
deadlines if necessary.

Establish a set schedule for the team to meet and discuss the progress of their initiatives and to uphold
accountability.

After one year, conduct another team alignment exercise to see how the results compare. Ideally, the same
participants will take part in the annual alignment exercise. This will allow the entire team to see how the
improvement initiatives helped improve the effectiveness scores.
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Respondent Information

pawered by
Sample IT Company # of Responses I N F O ~T E C H

This page outlines the respondent information for the survey. Refer to this page next time you conduct the alignment exercise to bring in the same
respondents, or respondents of similar backgrounds or functions within the organization. It is very important to have a consistent selection of team

members completing this exercise so as to highlight the impact of the improvement initiatives. Ideally, the gaps for each process would minimize over
time, but having respondents with radically different roles in the organization might skew the results.

2016 Alignment Exercise Participants

Name of Respondent Title
Christian Perez Assistant Network Administrator
Saflya Gibbons Network Administrator
Yosef Espinosa Technology Support Specialist
Kaiya Park Dstrict Technology Coordinator
Janine Dale ITS

Henry Robles Data Administrator
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Sample IT Company # of Responses I N F O ~T E C H

Post-Alignment Worksheet

Fill in process name Fill in process owner's Name

Sub-process 1

Sub-process 2

Sub-process 3

Sub-process 4

Steps Goals Metrics for success Timeline

Steps Goals Metrics for success Timeline

Steps Goals Metrics for success Timeline
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Process Descriptions

Sample IT Company

# of Responses

%

INFO~TECH

Strategy & Governance

IT Governance: Provide a consistent approach so that
IT-related decisions are made in line with the business
strategies and objectives. Ensure that [T-related processes
are overseen effectively and transparently, and that legal and
regulatory compliance requirements are met.

IT Strategy: Align strategic IT plans with business
objectives. Clearly communicate the objectives and
associated accountabilities so they are understood by all,
with the IT strategic options identified, structured and
integrated with the business plans.

IT Management & Policies: Provide a consistent
approach to enable IT to meet the business governance
requirements, covering management processes,
organisational structures, roles and responsibilities, reliable
and repeatable activities, and skills and competencies.

Performance Measurement: Manage IT and process
goals and metrics. Monitor and communicate that
processes are performing against expectations, and provide
transparency of performance and conformance.

Innovation: Stay up to date with IT trends, identify
innovation opportunities, and plan how to use technology
innovation to create a competitive advantage, enable
business innovation, or achieve improved operational
effectiveness and efficiency.

Stakeholder Relations: Manage the relationship
between the business and IT to ensure that the stakeholders
are satisfied with the services they need from IT and have
visibility into IT processes.

Financial Management

Business Value: Secure optimal value from IT-enabled
initiatives, services and assets by delivering cost-efficient
solutions and services and by providing a reliable and
accurate picture of costs and benefits.

Cost & Budget Management: Manage the IT-related
financial activities and prioritize spending through the use of
formal budgeting practices. Provide transparency and
accountability of the cost and business value of IT solutions
and services.

o People & Resources

Human Resources Management: Manage
structuring, placement, decision rights and skills of human
resources. This includes communicating the defined roles
and responsibilities, learning and growth plans, and
performance expectations.

IT Organizational Design: Set up the structure of IT's
people, processes, and technology as well as roles and
responsibilities to ensure that they're best meeting the
needs of the business.

Cost Optimization: Ensure that adequate and sufficient
[T-related capabilities e.g., people, process and technology,
are available to support business objectives effectively at
optimal cost.

Vendor Management: Manage IT-related services
provided by all suppliers, including the selection of suppliers,
management of relationships, management of contracts,
and reviewing and monitoring of supplier performance.

Leadership, Culture & Values: Ensure that the IT
department reflects the values of your organization. Improve
the leadership skills of your team to generate top
performance.

Knowledge Management: Maintain the availability of
knowledge to support all process activities and to facilitate
decision making. Provide the knowledge required to support
all IT staff in their work activities.

Enterprise Architecture: Establish a management
practice to create and maintain a coherent set of principles,
methods, and models that are used in the design and
implementation of the enterprise’s business processes,
information systems, and infrastructure.

Service Management: Align IT-enabled services and
service levels with business needs and expectations,
including identification, specification, design, publishing,
agreement, and monitoring of IT services, service levels and
performance indicators.

Service Planning & Architecture

Quality Management: Define and communicate quality
requirements in all processes, procedures and business
outcomes. Ensure the consistent delivery of IT solutions and
services to meet the quality requirements of the business
and satisfy stakeholder needs.

Manage Service Catalog: Produce, maintain, and
promote a service catalog containing accurate information
on all operational IT services, as well as those being
prepared to be run operationally.

Infrastructure & Operations

Availability & Capacity Management: Balance
current and future needs for availability, performance and
capacity of IT systems and infrastructure through the
forecast of future performance and capacity requirements.

Change Management: Manage all IT system changes
in a controlled manner, including standard changes and
emergency maintenance relating to business processes,
applications and infrastructure. Enable fast and reliable
delivery of change to the business and mitigate the risk of
negatively impacting the stability of the changed
environment.

Asset Management: [T assets through their life cycle
to make sure that they deliver value at optimal cost, remain
operational, are accounted for and physically protected.

Ensure that the assets are reliable and available as needed.

Configuration Management: Provide sufficient
information about IT service assets to enable the service to
be effectively managed. Define and maintain descriptions
and relationships between key resources and capabilities
required to deliver IT-enabled services.

Release Management: Successfully implement new
IT solutions and services in line with the agreed-on
expectations and outcomes. Ensure that the implementation
of new solutions and services has the necessary support,
from planning to execution to post-implementation support
and staff training.

Operations Management: Manage the activities and
operational procedures required to deliver IT services,
including standard operating procedures and monitoring
activities.

Service Desk: Provide timely and effective response to
user requests and resolution of all types of incidents.
Restore normal service; record and fulfil user requests; and
record, investigate, diagnose, escalate and resolve incidents.

Incident & Problem Management: Identify and
classify problems and their root causes and provide timely
resolution to prevent recurring incidents. Reduce the number
of operational problems.
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Process Descriptions

Ta Security & Risk [

Security Strategy: Define, operate and monitor a
system for information security management. Keep the
impact and occurrence of information security incidents
within the business’ risk appetite levels.

Security Management: Protect enterprise information
as required by the business. Establish and maintain
information security roles and access privileges, and
perform security monitoring to minimize the business
impact of operational information security vulnerabilities and
incidents.

Business Process Controls & Internal Audit:
Manage business process controls such as self-
assessments and independent assurance reviews to ensure
that information related to and used by business processes
meets security and integrity requirements.

External Compliance: Ensure that IT processes and IT-
supported business processes are compliant with laws,
regulations and contractual requirements.

o Applications

Application Portfolio Management: Manage the
organization’s suite of applications by determining each
application’s ability to provide value to the business relative
to its cost. Identify which applications to retire, grow or
replace, repurpose or sustain.

Enterprise Application Selection &
Implementation: Manage the selection and
implementation of enterprise applications, off-the-shelf
software and Software as a Service, to ensure that IT
provides the business with the most appropriate
applications at an acceptable cost.

Application Development Throughput: Establish
a timely and cost-effective system for the development of
applications capable of supporting the business’ strategic
and operational goals.

Risk Management: Continually identify, assess and
reduce IT-related risk within levels of tolerance set by the
business.

Business Continuity: Establish and maintain a plan to
enable the business to respond to incidents and disruptions
in order to continue operation of business and IT processes.

Disaster Recovery Planning: Establish and maintain
a plan to enable IT to respond to incidents and disruptions in
order to continue operation of required IT services and
assets.

Application Development Quality: Implement
standard procedures in the application development
process, including testing strategies, testing preparation and
testing execution, to ensure that the quality of the
applications meet business requirements.

Application Maintenance: Manage the constant
improvement and changes to the organization’s applications
after they have been originally delivered and implemented.

Sample IT Company

Business Intelligence & Reporting: Develop a set
of capabilities, including people, processes and technology,
to enable the transformation of raw data into meaningful

and useful information for the purpose of business analysis.

Data Architecture: Manage the business’ databases,
including the technology, the governance processes and the
people that manage them. Establish the principles, policies,
and guidelines relevant to the effective use of data within the
organization.

Project Management: Manage all IT programs and
projects from the portfolio in alignment with the business
strategy. Initiate, plan, control, and execute programs and
projects to ensure that the business realizes project benefits
while experiencing few delays and cost overruns.

# of Responses

INFO~TECH

Data & Bl

Data Quality: Put policies, processes and capabilities in
place to ensure that appropriate targets for data quality are
set and achieved to match the needs of the business.

Requirements Gathering: Manage the collection of
business requirements as they pertain to acquiring or
creating IT solutions.

Organizational Change Management: Implement
or optimize the organization's capabilities for managing the
impact of new business processes, new IT systems, and
changes in organizational structure or culture.

v PPM & Projects

Portfolio Management: Manage the project portfolio
of IT programs and services, demand within resource and
funding constraints, while ensuring that the portfolio meets
the business'’ priorities. Monitor the performance of the
overall portfolio of services and programs to ensure that the
IT investments meet the business’ expectations.
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Your Journey
Starts Here.

Contact us today to get started with the
IT Management and Governance Diagnostic.

Get Started
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