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Agenda

� The Sum of IT can be Greater Than It’s Parts
• IT Fragmentation

• Putting IT Back Together

� IT Financial Management’s New Role

� ABM for IT 
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Much of IT Works in Isolation

� Key Measures of Availability, Response Time and 
Throughput

� Exception Reporting

� Performance Monitoring
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0% 10% 20% 30% 40% 50%

Cutting business costs 8%

Strategic use of IT & 
business intelligence

38%

Creating new products 
and services

13%

The Mixed Message:

Enabling better 
business process

43%

Source: Gartner EXP CIO survey, 2005
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Vision

Gartner Says IT Processes Aren’t Maturing

IT Business Objectives
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� ONLY 14% at Service!

� 42% want to be at Service by 2007
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Why Aren’t IT Processes Maturing?

� Lack of senior management support

� Lack of practical implementation guidelines

� Lack of time to develop a thoughtful approach

� Lack of hierarchical reporting structure

� Lack of effective organizational communication
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Why ABM:

� The Difficulty of G/L 

� What is Important
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ABM  for IT Finance

� IT Cost Flow

� Provide the “Cost of….”

� Pair Up Results
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IT Cost FlowFor Each 
Department
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Customer Service-SLA & Ad hoc Standard Service ITIL Process Department Operating 
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What is the relative 
profitability/value vs. the cost of 
our customers? 
Are we serving the optimum 
mix of customers? 
Do customers receive the 
optimum mix of services? 
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What makes up the cost to 
serve each customer? 
What services and their cost is 
each customer consuming? 
If a profit measure is available, 
are the services profitable?   
 

What is the relative 
profitability/value vs the cost of 
our services? 
What is the cost of each 
service? 
Is service pricing appropriate? 
Can we improve the cost to 
provide a service? 
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How is this standard service 
used by our customers? 
Is this level appropriate for the 
value they receive?   
Can we serve other customers 
with standard services? 

How does this standard service 
relate to services offered?   
Should other services also use 
standard services instead of 
custom services? 

What is the relative cost of 
each standard service?   
How does this match our 
strategy?  
Should we provide more 
standard services? 
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How does this process support 
our customers?   
Is each customer receiving 
appropriate value from this 
process? 
Why would one customer be 
consuming relatively more of 
this process than another? 

How much of this ITIL process is used by each standard 
service, SLA or Ad Hoc service?  
Where are we devoting our processes? 

What is the relative cost of 
each process? 
Is the cost appropriate for the 
process? 
Is there an appropriate balance 
of these processes? 
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How does each department 
support end customers?   
At what cost? 
 

How do departments support SLA’s, Ad Hoc and standard 
services? 
At what cost? 

How much of this department’s 
resources are devoted to each 
process?   
Are processes appropriately 
resourced by the functional 
organizations? 

What is the relative cost of 
each department?  
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How much of this resource is 
consumed by each customer?   
Is this commensurate with the 
value they receive and other 
operating results? 
Is it the appropriate resource? 

What operating resource cost is consumed by each service?  
Are resources correctly deployed? 
 

How are processes using 
resources? 
Which processes are 
supported by this operating 
resource?   
Are they the correct resources? 
 

How are my operating 
resources distributed 
within the organization  
Are our resources 
deployed appropriately? 

What is the relative 
cost of each 
resource we use? 
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Questions?


