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atisfaction % of # of Project Result

core respondents respondents

100 7.30% 80 Extremely successful - Better than expected
0-100% 43 90% 479 Very successful — but within expected range
0-80% 42.50% 464 Successful

-20% 5.10% 56 Marginal result

0% 1.10% 12 Unsuccessful — a failed project
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“Improve quality and efficiency o

IT services
& Reduce Risk

“ Comply with business

requirements
% Reduce IT costs

“ Address a specific IT operationa

issue
“ Follow global standards

“ Achieve regulatory complianceo
standards certification
“ Achieve Competitive edge

Don't Know
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& Customer Satisfaction

& Better Control and reporting
[metrics)

:[:;']1;;;1 Level Management 1 I1 1 5 I 1 I n I I N .

= Change /Release Management

W Service Desk

s SRR B o )y 111) NEZTXNI NIA'o *

3.3
- 4.7 availability, capacity)
5.8 . w—

S Business/IT Alipnment (BITA) T
= Stability 1 Jun n I I L V2

Corporate Governance

e | IAINYWA | TY ITIL V3-9

“ Cost Saving

Staft productivity

Business Case - Return on
Investment (RO
Faster deployment of IT

solutions .
Disaster Management Y lN l

[Rnsiness Continmity)
Failed Audit
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\%\ SLM -1 Problem ,Change ,Incident =
T L YT Configuration vyn =
Design -7 noD o'xN X7 Ty =

71n1 7702 Strategy -ni =

YINQ =
Incident / Request o

Change / Release / Configuration o
Event o

Availability / Problem m
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7Y an7unl axn =
Incident, Request, Problem — Operations o
Configuration ,Release ,Change — Transition o

Design -7 "N n'niynwn no'1) \wnna =
Service Catalog / Service Level o
Availability / Capacity o

7w n'vana Vyya CSl nar =
Service Measurements / Reporting
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