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Using Metrics that Emanate from TBM
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Do you publish and promote key metrics as pan{:f
your TBM program? I;

Yes

12

No



Why p ' liek =nd promote k='' metrics?

39 26 | 33
Drive continuous Hold IT & Finance Communicate with
improvement accountable business leadership
n 7
Communicate with Other
the Board



Increase Efficiency

Increase Customer Satisfaction

Increase Innovation

Munaﬂe Risk
Increase Sﬁeed to Market

A



Metrics to "Increase Innovation”

% of IT spend on Run/Grow/Transform /
4 il
% of IT spend on business differentiating

capabilities g I,

% of grow/transform that is customer facir\g

% of IT budget on emerging technologies \

Would never use
Would always use

% of IT spend on innovation \

ﬂ

41



Metrics to "Increase Efficiency”

% of automated business processes /
3.2 7

(=]
IT spend as % of revenue ’
3.5 '

IT spend per user |
% of services achieving unit cost targets

% of user incidents resolved on first contact \

% of IT service requests resolvej through self service

tools

Would never use
Would always use

3.4




//

Metrics to "Increase Customer Satisfaction”

Would never use

External customer satisfaction score (NPS) fr-'
3.8 1

Internal end-user satisfaction score (NPS).
3.7 }

Minutes downtime for critical business systems

% of critical SLAs met '
ﬂ

% of failed customer interactions followed up on
ﬂ

% of projects meeting hard benefits
3.2

% of user incidents re-opened
28

Would always use




Metrics to "Increase Speed to Market”

Would never use

% of IT resources on Agile teams r'
2.9 i

% of IT spend on public cloud (laaS, PaaS, SaaS)
35 :'

% of strategic IT suppliers with Business Outcome KPls

o
-
Ry

% of projects delivered on ﬁme and on budget

—_—

% of internal IT teams with Business Outcome KPls

ﬂ

Application release rate
yX:

Would always use




Metrics to "Manage Risk”

Would never use

Amount of possible productivity lost to major i:ncidéﬁts
41 13 /

# of security or data breaches requiring manual iqt’érventiqn
.o

# of technology solutions not adhering to standards
— & |
% of staff with required competency o
% headcount to plan .t
m
% of major software licenses in audit compliance

3.4

% of assets <12 months until end-of-life
4.1

% of annual IT variance to plan

—

Would always use







