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Opportunities
IT can learn from other 

companies and the external  
market

Threats
IT poorly manages acquisitions 
and the competition has more 

experience

IT is established and 
centralized and utilizes 
department capabilities

IT can be improved to 
maximize its value as a core 

function of the business through 
learning

IT can provide a standard set of 
policies for implementation of 

projects and acquisitions

IT suffers from unrest 
amongst executive team 
and the inability to meet 
expectations

IT can outsource non-core 
functions to free up resources 
and focus  on value-creating 

activities

IT can implement IT 
Governance initiatives to 
develop better and more 

efficient IT systems

IT ENVIRONMENT ANALYSIS

A SWOT analysis allows an 

organization to analyze the 

current environment 

surrounding the 

organization
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LINKING STRATEGIC OBJECTIVES

Globalization

Integration

Cost Efficiency

Controls

IT Perception

Standardization

Outsourcing

IT Governance

Outsourcing

IT Governance

Business Objectives IT Objectives

Our Focus

Our vision is to provide standardized, value-added, and results-driven services to 
Cayne Enterprises that facilitate expansion and exceed customer expectations.

…



IT INITIATIVES

IT Initiatives

IT Governance

Enhance 
SMO 

Capabilities
Mature PMO

Install 
Infrastructure 
for Analytics

Outsource 
Non-Core 

IT 
Activities

We propose four initiatives 

to optimize service and 

process capabilities, exceed 

project expectations, 

improve decision making, 

and focus on core 

competencies while 

making costs more 

efficient

…Source: ISACA, COBIT Fact 
Sheet.



IT GOVERNANCE

Cayne Enterprises’ lack of a 

controlled environment 

and governance, failure to 

meet business 

expectations, and inability 

to adapt to changing 

environment leads us to 

suggest introducing a 

control framework

BENEFITS
◼ Provide a controlled environment to implement all 

initiatives 
◼ Optimize cost and increase value of IT
◼ Provides global best practices for IT business processes
◼ Better management of risks
◼ Increase alignment between business and IT
◼ Help comply with Sarbanes-Oxley (SOX)
◼ Provide consistent approach to manage changes
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ENHANCE CAPABILITIES OF THE SERVICE MANAGEMENT OFFICE

The Service Management 

Offices is a centralized 

office that provides greater 

efficiency and 

effectiveness, through 

shared resources and 

knowledge.

ACCESS MANAGEMENT

CHANGE MANAGEMENT

SERVICE DESK

IT should identify access management controls, employ an access 
management tool, and create an office for Data and Asset Security

IT should implement strong change management plans, policies, and 
procedures for the acquisition of new companies

IT should create a service desk to facilitate the flow of incidents to the 
proper technical support staff through escalation

…



MATURE THE PROJECT MANAGEMENT OFFICE

Maturing all aspects of the 

PMO will increase project 

success rates, increase 

process standardization, 

and ease competency 

development

PEOPLE
▪ Establish a coaching 

environment under PMO
▪ Strongly encourage PMs to 

take PMP certification

PROCESS
▪ Redefine existing processes 

through a feedback 
mechanism

▪ Follow a collaborative 
approach to streamline the 
processes defined by 
different frameworks

TOOLS
▪ Develop a standardized PMO 

portal which could serve as a 
one-stop-shop for all PMO 
related products and services

GOVERNANCE
▪ Clearly identify decision 

makers
▪ Strictly audit compliance of 

all processes

…



INSTALL INFRASTRUCTURE FOR ANALYTICS

BI 
SOLUTIONS

Use of tools for data 
collection and data 
moving will remove 

manual errors

Data warehouse and 
reporting infrastructure 

will help to analyze real- 
time information

Use of organizational wide  
dashboard will standardize 

the performance review 
process

…

Operational 
Data

Operational 
Data

Operational 
Data

Balanced Scorecard

Operational 
Data

Operational 
Data

Operational 
Data

ETL System

Data Warehouse

Balanced Scorecard

CURRENT STATE

DESIRED 
STATE



OUTSOURCE NON-CORE IT ACTIVITIES

Outsourcing the following 

services to an onshore, 

third-party vendor will help 

IT focus on strengthening 

its core competencies.

▪ Network Services

▪ Hosting Services

▪ Storage Services

RFP CONSIDERATIONS

◼ Location: close to Houston
◼ Flexible, short-term but renewable 

contracts
◼ Storage Services
◼ Access management
◼ Physical and Environmental controls
◼ Potential for extra rack and floor space

◼ Network and Hosting Services
◼ Availability
◼ Speed
◼ Reliability

WHY IT OUTSOURCES

40
%

41%

41%

64
%

…Source: Oshri, I. ,et. al., “Figure 1.2 Key drivers of sourcing”, The Handbook of Global Outsourcing and Offshoring Second Edition, 
2011.



2014 2015 20162013
Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3Q4

Enhancing 
the SMO

Maturing the 
PMO

Installing 
Infrastructure 
for Analytics
Outsourcing 
Non-Core 
Activities

INITIATIVE IMPLEMENTATION TIMELINE

Service Strategy Service Design Service Transition Service Operation Continuous Service 
Improvement

People
Process

Tools
Governance

Procurement
Implementation

Access Management
Change Management

Service Desk

RFP Created
Vendor Responses

Vendor Selection
Vendor Migration

…



COST/BENEFIT ANALYSIS

RETURN ON INVESTMENT 
OVER THE LIFE OF THE INITIATIVES

(in
 

m
illi

on
s)

-49
%

43
%

144
%

86
%

209
%

Costs $9,204,522.40

Benefits $17, 134,720.00

Return $7,930,197.60

…



RISK MANAGEMENT

RISKS MITIGATIONS
A Perception of IT as non-core business 

does not change 
Maintain a continuous flow of effective 
communication

B Disillusionment with frameworks Plan for regular knowledge transfer 
sessions

C High reliance on tools implementation 
to support initiatives 

Provide employee training

D Inadequate management of initiatives 
due to lack of motivation and interest 

Communicate the importance of 
initiatives and the expected benefits

E Lack of stakeholder buy-in for 
consolidation and standardization 
efforts 

Keep the stakeholders constantly updated 
using a project champion

F Insufficient security practices Incorporate security measures in every 
new initiative and during systems 
modifications

A
B

C

D
E

F

IMPACT 
ANALYSIS

LOW

MEDIUM

HIGH

Probably of 
Consequence
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KEY PERFORMANCE INDICATORS

Key Performance Indicators 

will help the IT organization 

recognize trends, identify 

problem areas, and 

calculate the value added 

by the four initiatives that 

we suggest

VALUE ADDED

VALUE CAPTURING

COST REDUCTION

▪ Customer and employee perception of 
usefulness and effectiveness

▪ Maturity level
▪ Data similarity across platforms and reports

▪ Employee productivity
▪ Number of business requirements met per 

project
▪ Number of project successes
▪ Delivery speed of projects

▪ Number of security breaches for IP and access
▪ Employee turnover
▪ Number of incidents
▪ Time spent rerouting incidents
▪ Wait times for reports
▪ Number of manual data errors …



CONCLUSION

Our initiatives will help to 

secure IT as a core business 

function by demonstrating 

that IT services, project, and 

analytics can be utilized to 

increased productivity, 

reduce costs, and facilitate 

expansion

86
%

RETURN ON
INVESTMENT

Enhance the SMO

Mature the PMO

Install Infrastructure for Analytics

Outsource Non-Core IT Activities
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IT PROBLEMS IDENTIFIED◼ Inability to adapt to fluctuating business requirements – “failures to meet business expectations”, “responding to 
fluctuations in business requirements”

◼ Poor escalation and incident management – “struggles with communicating about the impact of incidents”
◼ IT gap between acquired organization and existing organization – “fluctuations in business requirements resulting 

from acquisitions”
◼ Poor transparency into IT costs – “pressure from his peers about visibility into the cost of IT”
◼ Poor information security – “breaches in information security around the protection of intellectual property rights”
◼ Poor access management – “the distribution of presentations by email limits access to  executive management, 

preventing lower level staff from visibility into portions of the presentation they need to make decisions”
◼ No centralized data collection and analytics tools – “collection of data needed to generate the scorecards involves 

multiple manual steps performed by individual in each of the business units”
◼ No apparent controls to reign in out of control projects – “failures to meet business expectations”, trouble 

“responding to fluctuations”
◼ Poor corporate-level knowledge management – “raised questions in the reliability of the information presented”, 

“multiple manual steps performed by individuals in each of the business units”
◼ Poor communication between business units – “generates questions about the true meaning behind the numbers”, 

“difficult to communicate completely and drill down into the information behind the top-level metrics”
◼ Poor change management – “scrambling to understand expectations and lead his team to meet and exceed those 

expectations”, “understanding and responding to fluctuations in business requirements resulting from acquisitions and 
divestitures”

…



CAYNE’S STRATEGIC BUSINESS OBJECTIVES

Business Objectives

1. Globalization – SO

2. Integration – ST

3. Cost Efficiency – 

WO

4. Control – WT

Opportunities
Cayne can extend their 
customer base and their 

resources through acquisitions

Threats
Cayne is effected by poor 
economic climate and the 

strength of competitors

Cayne maintains strong 
relationships, global 
presence, and research 
and development

Cayne can use their recognized 
resources to improve 

management of acquiring new 
companies

Cayne can ensure management 
standards are employed to 
coordinate effectively in a 

global network

Cayne has managed 
their finances poorly 
and must liquidate to 
cover debt

Cayne can reduce the cost of 
operations while providing 

value-added services

Cayne can improve the 
efficiency of spend items by 
enforcing control objectives

St
re

ng
th

s
W

ea
kn

es
se

s
In

te
rn

al

External

…



PROPORTION OF IT PMOS AT MATURITY LEVEL 1-5

Through the research done 

by Gartner, we determined 

that Cayne Enterprises is at 

PMO Maturity Level 2
Most organizations are at 
PMO Maturity Level 2, so 

we can assume that 
Cayne Enterprise’s PMO is 

most likely at Level 2

…Source: Gartner.com., Diagnose and Treat the ‘Pretty Bad’ PMO at Level 2, 2013.



COMPANY FACT SHEET AND ASSUMPTIONS

Cayne achieves $500 million in revenues each year.

Cayne spends $100 million in operating costs each year.

Cayne employs 1,200 employees globally.

The IT budget is 4 percent of revenues.  

IT operating costs are $4 million annually.

…Gartner.com, Small and Midsize Business (SMB).
Source: Gartner.com, MarketScope for Unified Communications for the SMB Market, North America, 2013.



COST ANALYSIS

COST ANALYSIS – BY INITIATIVE

…



COST ANALYSIS

COST ANALYSIS – BY YEAR

…



COST ANALYSIS – NUMBER OF EMPLOYEES

Consultin
g



COST ANALYSIS – PERCENTAGE OF TIME WORKED

Consultin
g



BENEFIT ANALYSIS

▪ Proper role identification and asset 
management can save $11,000 per 100 
employees annually

▪ Ensuring change management approaches can 
save 30% of IT operating costs annually

▪ Maturing the project can save the organization 
12% of the IT budget

▪ Implementing a data warehouse and using it for 
business intelligence can save 5% of the IT 
Budget

▪ Outsourcing hosting, network, and storage 
services, 30% of IT operating costs can be saved 
annually

Service Mgmt Office  $           4,334,720.00 

   Access Management  $              434,720.00 

   Change Management  $           3,900,000.00 

Project Mgmt Office  $           7,800,000.00 

Data Warehouse  $           2,000,000.00 

Outsourcing  $           3,000,000.00 

Total after three years  $ 17,134,720.00 
…



ROI CALCULATION

2013 2014 2015 2016 Total
Cost  $   1,826,428.78  $   3,027,995.24  $   2,430,130.94  $   1,919,967.44  $          9,204,522.40 
Benefits  $     933,440.00  $   4,333,760.00  $   5,933,760.00  $   5,933,760.00  $        17,134,720.00 
ROI -49% 43% 144% 209% 86%

 

…



FLOWCHART FOR ESCALATION – SERVICE DESK

open incident

close incident

close incident

close incident

Resolved?

Resolved?

Resolved?

Critical?

close incident

Resolved?

Sent to a Service 
Manager

NO

NO

NO
NO

NO

YE
S

YE
S

YE
S

YE
S YE

S

Level 1

Level 
2

Level 
nSERVICE DESK

SERVICE
MANAGEMENT

OFFICE

…



COMMUNICATIONS MANAGEMENT PLAN – SERVICE DESK

STAKEHOLDERS
▪ Service Desk Analysts A
▪ Customers B
▪ Operations Support Teams C
▪ Service Manager (SMO) D
▪ Service Desk Managers E
▪ Head of the Service 

Management Office F
▪ Chief Information Officer G

STAKEHOLDER ANALYSIS

MONITOR

KEEP 
SATISFIED

MANAGE
CLOSELY

Interest

Po
w

er

Low High

High

KEEP
INFORMED

COMMUNICATIONS PLAN
Keep Satisfied
▪ Report effectiveness of the 

service desk.
Manage  Closely
▪ Keep updated on initiatives 

including kickoffs, new 
additions, and performance.

▪ Incentivize with performance 
rewards for reduced incidents.

Keep Informed
▪ Ensure progress reports on 

incidents including escalation, 
progress, and closing are given.

A

B

C

D

E
F

G

…Source: PMI, Project Management Body of Knowledge (PMBOK Guide) Fourth Edition.



ROLES AND RESPONSIBILITIES – SERVICE DESK

Employees

Receive 
initial 

contact 
from 

custome
r

Log 
incid
ent

Class
ify 

incid
ent

Priori
tize 

Incide
nt

Searc
h for 

a 
Work 
Arou

nd

Escal
ate 

Incid
ent

Updat
e 

Progr
ess 

Com
munic
ation

Perfor
m 

Verific
ation

Close 
Incide

nt

Report 
to 

Manag
ement

Service Desk Analyst A A A/R A A A A A A/S A

Customer P P/I I/R P P P P/S

Operations Support Team P A

Service Manager A

Service Desk Manager R R R/S
Head of Service 
Management Office R/S

A = Accountable
P = Participant
R = Review Required
I = Input Required
S = Sign-off Required

…



SUCCESS STORIES – ITIL, COBIT,  AND MATURING THE PMO

Boston Gas Company Constellation Energy Intel
Boston Gas Company adopted 

COBIT as a benchmark to 
measure current and future IS 

functions which added value to 
business by focusing on overall 

business objectives while 
strengthening IT controls.  

Constellation Energy's 
investment in ITIL v.3 enabled 
its business to grow fourfold; at 

the same time, it improved 
service levels and reduced IT 

unit service costs by 12% 
annually.

After two years of consistent 
efforts to make PMO more 

efficient, Intel’s PMO emerged 
as a standardized entity with 

strong relationships with 
business units. 

…
Source: ISACA, COBIT Case Study: Boston Gas Company.

HP, Constellation Energy powers smart decisions, 2010.
PMI, Intel IT PMO: Journey to Maturity, 2009.



NEW ORGANIZATIONAL CHART

Creating a new Data and Asset 

Security will require that the 

organizational structure of the 

IT organization at Cayne 

Enterprises will have to be 

reconstructed

Chief Information 
Officer

VP Technology 
Strategy and 

Planning

VP Technology 
Development and 
Implementation

VP Technology 
Operations

Office Systems 
Support

Business Systems 
Support

Corporate 
Systems 

Operations

Manufacturing 
Systems 

Operations

Distribution 
Systems 

Operations

Infrastructure 
Support

Data and Asset 
Security

…



2014 2015 20162013
Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3Q4

Access 
Management

Change 
Management

Service Desk

ENHANCING THE SMO IMPLEMENTATION TIMELINE

Service Strategy Service Design Service Transition Service Operation Continuous Service 
Improvement

Recruiting
Training

Assimilation
Role Identification

Tool Deployment

Plan Change Management Policies
Execution

Recruiting
Training

Migration of Incident Management
Monitoring

…



2014 2015 20162013
Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3Q4

People

Process

Tools

Governance

MATURING THE PMO IMPLEMENTATION TIMELINE

IT wide PM indicator scorecard

Service Strategy Service Design Service Transition Service Operation Continuous Service 
Improvement

PMI Learning Forum

eLearning

PM Methodology

Workflow Process Governance

PM Portal
IT Resource Management
Project Inv. And PM Dashboard

Centralized auditing
Workflow Core Team

IT PMO Work Group

…
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Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3Q4

Data 
Analytics

BI COSTS AND IMPLEMENTATION TIMELINE

Service Strategy Service Design Service Transition Service Operation Continuous Service 
Improvement

Project Initiation and Kickoff
Implementation

Transition

COSTS INCLUDED $750,000
Consulting and Development Costs
Storage and Storage Infrastructure 

Costs
ETL Costs

DBMS and Other Infrastructure Costs

…Source: Toolbox.com, “What’s it Going to Cost” Cost Factors in ERP, 2013.
Inmon Consulting, Some straight talk about the costs of data warehousing, 2000.



STEPS IN CHOOSING A BI VENDOR

1. Decide on expectation of organization
◼ size, budget and business requirements

2. Determine vendor’s financial stability, market share, and industry experience
3. Identify scalability and competitive position of potential vendors
4. Finalize two potential vendors and analyze response completeness
5. Conduct a technical evaluation and pilot experiment
6. Gain buy-in
7. Implement and support

…Source: Gartner.com, Magic Quadrant for Enterprise Application Service Providers, China, 2013.



CONSIDERATIONS IN SELECTING AN OUTSOURCING VENDOR
◼ Adherence to the RFP
◼ Vendor knowledge of the vertical
◼ Track record
◼ Quality of personnel
◼ Employee turnover
◼ Infrastructure
◼ Years in business
◼ An onsite visit
◼ Ability to scale
◼ Commitment to relationship
◼ Definition of processes
◼ Alignment of focus
◼ Quality certifications …Source: Office Beacon LLC., How to Choose an Offshore Vendor.



RISK ANALYSIS

When determining the 

impact of the risks, we gave 

a percentages to the 

likelihood that the event 

would occur and the extent 

of the damage and 

consequences if it did occur

Risk Probability of Occurrence Probability of Consequences

Perception does not change 30% 40%

Disillusionment with 
frameworks

35% 26%

High reliance on tools 59% 37%

Inadequate management 18% 48%

Lack of stakeholder buy-in 13% 14%

Insufficient security practices 9% 75%

…



KEY PERFORMANCE INDICATORS

Activity Value to IT and Cayne Metrics

Access Management • Reduces the number of security breaches for IP and access
• Employees perceive data to be secure and safe

• Number of security breaches for IP 
and access

• Employee perception on the 
effectiveness and usefulness of the 
security unit

Change Management • Reduced employee turnover
• Reduced incidents following an acquisition due to migration 

of legacy systems
• Business requirements are more easily defined and met

• Employee turnover in departments 
directly involved in the acquisition

• The number of incidents following an 
acquisition

• The number of business requirements 
met per project

Service Desk • Incidents are properly escalated
• Fewer incidents are given the incorrect impact definition
• Time spent rerouting incidents due to faults is reduced
• Better employee perception on service

• Number of incidents at each level
• Number of incidents with incorrect 

impact definition
• Time spent rerouting incidents
• Employee perception on effectiveness 

and usefulness. …



KEY PERFORMANCE INDICATORS

Activity Value to IT and Cayne Metrics

People • Increase efficiency of IT Project Mangers
• Efficient resources to troubleshoot

• Employee productivity
• Number of project successes

Process • Optimize and standardize processes to implement IT services
• Remove redundancy and improve efficiency 

• Maturity Level

Tools • Standardize tools, and templates for all projects
• Streamline way of working throughout the organization

• Delivery speed of projects
• Number of manual errors

Governance • Increase standardization and compliance of processes
• Continual improvement and standardization of processes and 

methodologies

• Number of compliance incidents
• Ratings in audits

Data Warehouse and 
BI

• Improve productivity of employees and management
• Improve data management and error handling
• More timely reports and better managed scorecard

• Wait times for reports
• Employee productivity
• Data similarity across reports

Outsourcing • Better focus on core competencies
• Better customer perception of service quality

• Number of compliance incidents

…



PROJECT CHAMPIONS

A project champion keeps 

the project team and 

organization a whole 

energized to increase 

stakeholder acceptance of 

the project

◼ Enhancing the SMO
◼ Access Management – HEAD OF DATA AND ASSET SECURITY

◼ Change Management – CHIEF INFORMATION OFFICER

◼ Service Desk – HEAD OF SERVICE MANAGEMENT OFFICE

◼ Maturing the PMO – HEAD OF PROJECT MANAGEMENT OFFICE

◼ Installing Infrastructure for Analytics – VP FOR TECHNOLOGY DEVELOPMENT 
AND IMPLEMENTATION

◼ Outsourcing Non-core IT Activities – CHIEF INFORMATION OFFICER

…



SELECTION OF FRAMEWORKS

We chose COBIT and ITIL 

for Cayne Enterprises after 

analyzing its current state 

of affairs as these 

frameworks would help in 

building a strong 

foundation to support our 

suggested initiatives

…Source: Gartner.com, ITIL Implementation for Best Practice.



BENEFITS OF COBIT AND ITIL

COBIT 
and
ITIL

BENEFITS OF COBIT:

▪ Improved information quality for 

making business decisions 

▪ Reduced cost of IT 

▪ Improved IT governance

▪ Reduced operational risks

▪ More efficient and successful audits

BENEFITS OF ITIL:
▪ Better quality of IT services through 

execution of consistent, reliable, 
and repeatable processes

▪ More reliable IT services
▪ Improved user and customer 

satisfaction with IT
▪ Increased business productivity, 

efficiency and effectiveness

…



IT GOVERNANCE MODEL

COBIT

Service 
M

anagem
ent

Application 
D

evelopm
ent 

(SD
LC)

IT Security

Project 
M

anagem
ent

IT Planning

Q
uality System

s

IT Operations

Control Frameworks

Quality Systems & 
Mgmt. Frameworks

Sarbane
s Oxley

ISO

Six 
Sigma

CMM

ITIL
ASL ISO 

17799
IT 

StrategyPMI
…Source: Process Strategies, Inc., IT Compliance Assessment.



ITIL SERVICE LIFE CYCLE

Cayne Enterprises can improve 

process efficiency and better 

manage the changes occurring 

through acquisitions by following ITIL 

Service Lifecycle Approach
ITIL

…Source: ITIL, ITIL Lifecycle 
Stream


