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Operational perspective (OP)
. Responding to requests

L] Optimizing staff utilization
L] Coordination and communication
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Internal processes
L] IT Processes,Products and
Services
o Number of new IT products and services
introduced
Average time required to respond to
customer service requests made through IT

¢}

. Consolidated, Standardlized,and Streamlined IT
Infrastructure
o % of Standardized
hardware,database, Communications,and
applications Systems
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Benefits perspective (BE)

L] Realizing time savings (data processing, responding, etc.)
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Financial

=  Short-term Corporate Profitability/Organizational

Success
o Revenue Growth
o % in overall Cost reduction
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BUSINESS CONTRIBUTION
Perspective question
How does management view the IT department?
Mission
To obtain a reasonable business contribution from
IT.
= Objectives
o  Control of IT expenses
o Provision of new business
capabilities
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The level and frequency of training provided
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Performance Measurement
o % of IT Processess documented and
measured
Development of IT Skills and knowledge
o $invested in IT skills and knowledge
O Number of IT professionals per employee
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FUTURE ORIENTATION
o How well is IT positioned to meet future
needs?
Objectives

o Training and education of IT staff
o Research into emerging technologies

VY POV
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Strategic Competitiveness perspective (SC)
o Improve client satisfaction
o Enhance organizational image
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Customer Loyalty
o Customer Satisfaction with IT activities
o Frequency of Customer return visits to the
websites
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. Objectives
o Partnership with users
O User satisfaction
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