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Perceptions of IT Effectiveness

The universe rearranges itself to accommodate your picture of reality.

-rhis chapter explores our respondents’ per-
ceptions about IT's effectiveness both within
the central IT units and at the institution as a
whole. The ECAR survey asked respondents’
opinions on 41 questions that we call IT ef-
fectiveness markers. We developed these
markers from the body of research on IT
leadership and its impact on organizations.
They cover a wide range of IT topics, includ-
ing governance, strategic alignment and
planning, general management, change
management, technology, and measure-
ment. We asked respondents to rate each
marker using a Likert scale (from 1 = strongly
disagree to 5 = strongly agree). We present
their opinions in this chapter and discuss

¢ how we derived our IT effectiveness
markers;

& an overview of results—specifically, how
distance from the executive suite matters;
and

¢ specific IT effectiveness markers.

Developing IT
Effectiveness Markers
Since the emergence of the CIO, there
has been keen interest in the nature of this
position—what makes a successful CIO,
what roles is this person called upon to
play, what are the most important skills and
competencies for success, and what effect

—Bumper sticker

Key Findings
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& Perceptions of IT effectiveness become less positive the far-
ther away from the executive suite you get. Indeed, where

you stand depends on where you sit.

& Perceptions of IT effectiveness about IT strategic alignment
also become less positive the farther away from the execu-

tive suite you get.

& Perceptions of IT effectiveness involving communication

processes are comparatively low.

& Perceptions of IT effectiveness for IT governance, strategic
alignment, and measurement are higher among respondents
from institutions that have a formal IT planning process.

does a successful CIO have on his or her or-
ganization? These questions have captured
the imagination of academicians, research
and consulting organizations, and IT leaders
themselves. In turn, numerous frameworks,
models, scoring systems, and classification
systems have arisen to guide CIOs and help
define the top IT leadership position. We
used a subset of this research to generate
a set of Likert questions about IT effective-
ness for the survey, and we reviewed three
frameworks.

Arenas: Business, Human

Relations, and Technology
Nelson and Green' conducted a study

based on the recurring idea that ClOs need
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expertise in three major areas: business,

human relations, and technology. They

surveyed ClOs to determine what factors in

each area were perceived as the most critical

to success and found that, indeed, all three

areas are highly important. Specifically, a CIO

needs to understand

+ the institution and its cultures;

¢ major issues of concern such as resources,
politics, and perceived needs;

¢ a broad set of technologies, perhaps
more from the perspective of their im-
pact on constituencies than their nuts
and bolts;

¢ both the centralized and decentralized IT
staff;

& the major influence groups across the
institution; and

# the institution’s executives.

Thus, our IT effectiveness markers covered

these areas.

IT Strategic Planning and
Alignment

Another recurring theme is the CIO’s
critical role in IT strategic planning and
alignment of IT with institutional goals. Ef-
fectively aligning and managing IT resources
to meet institutions’ strategic needs has been
shown to improve both IT success and or-
ganizational performance within academic
institutions.? Therefore, we used a planning
framework? to derive questions that looked
at how successfully IT initiatives align with
institutional strategies throughout the orga-
nization. We also asked respondents about
their institutions’ IT planning and governance
practices.

CIO Competencies, Roles,
and Habits

Finally, we looked at descriptive frame-
works focusing on recommended CIO
competencies and their link to outcomes
for the IT organization as well as the overall
institution. Primary sources included “The
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Role of the CIO in a Transforming World,"*
the framework for understanding leader-
ship,® the IS lite framework,® the nine core
IT capabilities and six skills,” and the CIO
executive success cycle,® discussed in chap-
ter 8. These frameworks and classification
schemes provided a breadth of issues and
topics related to how IT leadership impacts
the organization.

Distance from the
Executive Suite Matters

Looking at respondents’ overall percep-
tions about IT effectiveness, a striking pattern
emerged that is generally consistent across
the full set of 41 statements: distance from
the executive suite matters. We present
two illustrative effectiveness markers, “The
IT organization delivers high-quality services”
(Figure 9-1) and “The IT governance process
is effective” (Figure 9-2). The bottom line:
senior-most IT leaders consistently rated IT
effectiveness markers higher than their fol-
lowers did. Furthermore, the low standard
deviations indicate substantial agreement
among these senior-most leaders. Taking
these stair-steps down, we found that
central IT staff rated these IT effectiveness
markers somewhat lower, followed by the
IT staff respondents in administrative units.
Finally, IT professionals in the academic units
rated IT effectiveness markers the lowest of
all. Indeed, where you sit in the organiza-
tion affects where you stand on issues of IT
effectiveness.®

Why is this so? Do senior-most IT leaders
have a clearer picture of reality because they
have better access to information? ... more
involvement in key administrative issues?
... an overall broader perspective? Or is this
phenomenon better explained by staff's fa-
miliar complaint that their leaders are “out
of touch” or, as one survey respondent com-
mented, “too far from the action”?

Respondents from noncentral IT admin-
istrative and academic units had varying
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opinions. Some did feel they were too far
from central IT to give accurate answers. One
respondent said, “1 am shielded from central
campus IT to a large extent, which may be
one reason why | enjoy my job so much.
We are very decentralized—hopefully others
higher up in the organization can tell you
more about central IT.” Others were sensi-
tive to the complexities of decentralization,
including coordination of activities, differ-
ences in mission and goals, and proximity
to the customer. One respondent perceived
that “too often policy decisions are made by
people who are too far removed from the
front lines of user support. They don't know
what is really useful and implementable and
what is not.” Another summed up the prob-
lem by saying, “The most insurmountable
challenge is the inability of IT professionals,
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administrators, and end users to understand
(or care about) each other’s needs, objec-
tives, and constraints.”

Widely differing views among the non-
central IT professionals are typical and cor-
roborate the data. In addition to their overall
lower ratings on IT effectiveness markers,
their opinions varied widely among them-
selves. Tables 9-1 through 9-7 show that al-
though many effectiveness markers’ “mean”
rating scores may suggest mild agreement,
the often large standard deviations indicate
a substantial contingent that disagrees or
strongly disagrees.

IT Effectiveness
Markers and CIO Role

A framework developed by the IBM Con-
sulting Group and presented in “The Role

Volume 1, 2004

Figure 9-1.
Central IT
Organization
Delivers High-
Quality Services:
Mean Score

Figure 9-2. IT
Governance Pro-
cess Is Effective:
Mean Score
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of the ClO in a Transforming World”# incor-
porates many ideas and findings from other
frameworks. This work sought to guide ClOs
in dealing with their organizations’ increas-
ingly changing environments—specifically
the impact of globalization; economic and
political uncertainty; redefinition of enter-
prises, organizations, work, and jobs; and
technology’s continuing rapid evolution.

We used part of this work to frame analy-
sis of our IT effectiveness markers. Specifi-
cally, the IBM framework defines six primary
roles for the CIO: trusted consultant, partner
in deployment of IT, visionary, change agent,
technology architect, and service provider.
Below we discuss these roles and relate them
to our IT effectiveness markers.

Trusted Consultant

Other executives and managers recognize
the CIO as a “trusted consultant” engaging
in meaningful and frequent interactions with
other high-level institutional leaders, includ-
ing academic and administrative executives,
department heads, deans, and key faculty.
The University of North Carolina System’s
Robyn Render talked about her strategy to
this end. “As you build and develop relation-
ships with your colleagues around the table,

Table 9-1. Perceptions About IT Governance
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the more you can understand the total busi-
ness. For example, | have attached myself to
the CFO—whether he likes it or not. Over
the course of two years, we have made tre-
mendous strides. | have done the same with
the chief academic officer and the university
affairs executive officer to different degrees
for different reasons. At the end of my day,
my goal is for them to regard me not as a
person to call when the network is down,
but to think of me as a valuable colleague
in sorting through their issues.”

This active involvement in the institution’s
governance and administration facilitates
understanding of its political, financial, and
cultural environment and its major issues,
goals, and strategies.

We asked numerous questions about
IT governance (Table 9-1) and found that,
overall, the senior-most IT leaders play a large
role in establishing the institution’s IT gover-
nance structure. Just over 80 percent agreed
or strongly agreed that they are responsible
for the IT governance structure. Further,
69 percent of all respondents agreed or
strongly agreed that the IT governance pro-
cess is effective, although only 47.1 percent
of respondents agreed or strongly agreed
that this process was well understood. The

Senior-most IT Leaders Other IT Professionals

IT Effectiveness Marker Mean* Std. Deviation Mean* Std. Deviation
Top IT leader is responsible for the IT

governance structure 4.07 0.864 3.51 1.109
Administration is actively involved in

IT governance 3.83 0.832 3.53 0.969

IT governance process is effective 3.69 0.876 2.94 1.044
Faculty are actively involved in IT governance 3.33 1.006 2.91 1.030

IT governance process is well understood 3.32 0.966 2.64 1.014
Deans are actively involved in IT governance 3.10 0.982 2.86 1.022
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administrative areas clearly dominate IT
governance, with deans and faculty not as
involved as administrators. We found little
difference across Carnegie class, institution
type (public versus private), or institution size
regarding these perceptions.

Looking at other factors, we found it inter-
esting that IT governance effectiveness mark-
ers were rated significantly higher by those
senior-most IT leaders who also reported
having a formal institution-wide IT planning
process. For example, of those respondents
using a formal planning process, 57.8 percent
agreed or strongly agreed that faculty were
involved in IT governance, compared with
33.6 percent where no planning process was
used. This finding held whether or not a single
top-level IT committee existed and even if the
process did not result in a published plan. Ap-
parently, the process itself is the key.

Stony Brook University’s Richard Reeder
noted the criticality of the planning process
over the planning document. “My primary
tool is the president’s five-year plan, which
the faculty, staff, and task forces develop.
Those initiatives that the five-year plan ac-
cepts are treated very seriously. The president
expects you to do them. | interweave technol-
ogy into the five-year-plan initiatives to make
sure the infrastructure and business processes
are in place to make those things happen. |
don't create an absolute technology plan for
the campus because, by itself, it doesn't mean
much. Its value comes from its being applied
to solve business, research, or instructional
initiatives identified in the plan.”

Partner in IT Deployment
Building on the “trusted consultant” re-
lationships, the CIO gains recognition as a
“partner” with academic and administrative
units in deploying new initiatives and pro-
cesses. Ideally, the CIO interacts with manag-
ers to stimulate new ideas about how to use
IT more effectively to benefit the institution
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and works from the executive suite down
through campus units to help align their IT
priorities with institutional and central IT
strategies and plans. Table 9-2 shows the IT
effectiveness markers concerning strategic
alignment of IT with institution-wide goals.

One positive finding is that many re-
spondents (71.1 percent) agreed that their
“institution has a clearly articulated vision,
mission, and strategy.” In fact, 78.7 percent
of senior-most IT leaders and 69.4 percent
of other IT professionals agreed or strongly
agreed with this statement. However, exis-
tence of a clearly articulated institution-wide
strategy may not translate fully into strategic
IT alignment as it cascades down through
the organizational hierarchy. Once again,
distance from the executive suite matters:
agreement about the level of alignment
of IT plans and priorities diminishes as we
move from central IT to administrative units
to academic units. Although 71.1 percent
agreed or strongly agreed that the institu-
tion had clearly articulated strategies, far
fewer respondents agreed that there was
an effective process for setting IT priorities
(39.7 percent), and fewer than half (44.7 per-
cent) perceived that central IT organization
priorities were derived from institution-wide
priorities. And the trend continues. In fact,
respondents ranked the last IT effectiveness
marker in Table 9-2, “Deans/department
heads look to institutional IT strategic plan
when making their own IT investment deci-
sions,” lower than any other IT effectiveness
marker in the survey.

Looking at the institution as a whole, it
seems that publishing an institution-wide
planning document does help clarify and
communicate the college or university’s
direction. An overwhelming 90 percent of
respondents from such institutions agreed
that their institution had a clearly articulated
vision and strategies. These respondents also
reported more agreement that the central
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Table 9-2. Perceptions About IT Strategic Alignment
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Senior-most IT Leaders Other IT Professionals
IT Effectiveness Marker Mean* Std. Deviation Mean* Std. Deviation
Leadership at my institution understands
the value of IT 4.07 0.911 3.64 1.083
Institution has a clearly articulated vision,
mission, and strategy 4.06 1.004 3.73 1.058
Central IT organization priorities are derived
from clearly articulated institutional priorities 3.69 0.988 3.10 1.075
Institution has effective process for setting
T priorities 3.55 0.971 3.00 1.068
Departmental IT plans are aligned with
institutional IT plans 3.41 1.031 2.86 1.038
People at institution have clear understanding
of how IT projects relate to institutional strategy
and goals 3.28 0.886 2.72 0.928
Deans/department heads look to institutional
IT strategic plan when making own IT
investment decisions 3.00 1.018 2.56 1.021
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IT organization priorities were derived from
institutional priorities.

Now, looking specifically at IT planning,
alignment issues again seem to benefit from
a formal planning process. Senior-most IT
leaders from institutions with a planning
process perceive more strategic alignment
than do those from institutions without plan-
ning processes. For example, 71.7 percent of
respondents from institutions with a formal
IT planning process agreed that IT priorities
are derived from institutional priorities,
compared with 50.4 percent of respondents
who reported no planning process. We also
noted that the existence of a top-level steer-
ing committee did not make a difference;
the planning process appears to be a more
critical factor.

These results point to the potential value
of having both a formal, published institu-
tion-wide plan and especially an IT planning

*Scale = 1 (Strongly Disagree) to 5 (Strongly Agree)

process to better align central IT initiatives
with institution goals. DePauw University’s
Dennis Trinkle described the institution-wide
initiative designed to integrate and align IT
throughout his institution: “Our institution
has a fairly focused technical undertaking
and strategic plan called 361 degrees to
encourage collaboration at every level. IT
is not a sideline or add-on; it is pervasive
and strategic, so we have used a partner-
ship metaphor. So | work with every VP, and
the IT staff works with every area. We need
to look at every institutional decision and
consider the strategic implications from the
technology side.”

These perceptions about IT strategic
alignment issues did not vary by institution
size, institution type, or Carnegie class, with
the exception of the community colleges.
These colleges had slightly stronger agree-
ment with these effectiveness markers on
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alignment of IT initiatives with institution-
wide strategies.

Visionary

The CIO’s role calls for a visionary, some-
one who understands what is possible and
relevant to the institution and can inspire
new and creative uses of IT. This includes
responsible innovation and experimenta-
tion, which means understanding emerging
technologies, how to apply them to further
institutional goals, and how to articulate and
communicate IT directions and strategies to
campus management and staff. These ideas
are then translated into the IT strategic plan-
ning processes.

Indiana University offers one example of
a visionary at work. Brian D. Voss, associ-
ate vice president (telecommunications) in
the Office of the Vice President for Infor-
mation Technology at Indiana University,
said, “I often refer to the vice president for
information technology and CIO, Michael
McRobbie, as the straw that stirs the drink.
He helped an existing, sound foundation of
IT leadership and staff to focus at a differ-
ent level. He used his excellent relationship
with the faculty to draft them into leading

Table 9-3. Perceptions About IT Planning

the process to develop the strategic plan in
less than a year, and his excellent relation-
ship with the president to get it funded
and accepted throughout the institution.”
Vince Sheehan, ClO and associate dean for
information technology, Indiana Univer-
sity—Purdue University Indianapolis, agreed
and noted that “McRobbie is extremely
visionary and has a heck of a track record
for accomplishing things. His strategic plan
will not end up as a doorstop.”

Table 9-3 shows IT effectiveness markers
related to the CIO’s visionary role. Overall, 65
percent of respondents agreed or strongly
agreed that IT is prominent in institution-
wide strategic plans, and somewhat fewer
(56.5 percent) agreed that the institution is
forward-thinking in IT use. As one respon-
dent commented, “True visionary leaders
are seldom in abundance, as it takes a very
confident, powerful individual willing to risk
his or her career to push long-term goals
in the face of governing boards looking for
short-term, politically correct wins.” And if
we again look at respondents from institu-
tions with a formal IT planning process, we
find that they rate both of these IT effective-
ness markers higher.

Volume 1, 2004

Senior-most IT Leaders Other IT Professionals
IT Effectiveness Marker Mean* Std. Deviation Mean* Std. Deviation
The IT organization is increasingly influential 4.21 0.658 3.71 0.984
The IT organization is proactive in developing
vendor partnerships 4.12 0.803 3.78 0.960
IT is a prominent element in institution-wide
strategic plans 3.82 1.001 3.60 1.036
Institution has reputation for being
forward-thinking in use of IT 3.77 1.021 3.48 1.152
Institution’s IT planning process is broadly
inclusive and well understood 3.23 0.906 2.60 0.983
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*Scale = 1 (Strongly Disagree) to 5 (Strongly Agree)
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Just as we saw that respondents gener-
ally don’t perceive the governance process as
well understood, we see also that they don't
universally perceive the IT planning process
as “broadly inclusive and well understood, ”
especially the nonsenior IT professionals.
Half (50.2 percent) of these respondents
disagreed or strongly disagreed with this
statement, and another 30.3 percent were
neutral. The communications issue surfaces
yet again.

Change Agent

The CIO as a change agent empowers
the institution through meaningful changes
in long-standing business processes and also
spearheads creative changes through new
initiatives. The change agent works within
the context of institutional culture and con-
siders bringing about positive change an
essential aspect of IT deployment. Further,
some respondents felt increased receptive-
ness to change was the silver lining in tough
economic times. One stated, “In these finan-
cially lean times, we can serve as the catalyst
for making major organizational changes,
reducing duplication, and streamlining busi-
ness processes.”

Table 9-4. Perceptions About IT and Organizational Change
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Table 9-4 shows that senior-most IT lead-
ers agreed or strongly agreed (89.5 percent)
that their central IT units foster innovation
and that they see their IT initiatives as an
opportunity to challenge existing procedures
and processes (79.5 percent). Also interest-
ing, one of the most frequent motivations
given by those who aspire to ClO positions
was to be able to make meaningful change in
the institution. As one typical aspirant said, "I
want to inspire change and lead higher edu-
cation to the next level of IT integration.”

Are these efforts successful? Does this
positive intent translate into actual change?
Respondents mildly agreed that IT initiatives
do result in such changes. Especially interest-
ing, in light of higher education’s cultural
tenacity, 53.9 percent of all respondents
agreed or strongly agreed that IT initiatives
often result in sustainable and positive cul-
tural change. However, some acknowledged
difficulties in actually implementing change.
Stony Brook University's Reeder spoke of their
PeopleSoft implementation: “It has touched
every business process at the university and
continues to do so. The pressures of having
to change business practices should not be
underestimated. While we have had a very

Senior-most IT Leaders Other IT Professionals
IT Effectiveness Marker Mean* Std. Deviation Mean* Std. Deviation
IT organization fosters responsible
experimentation and innovation 4.20 0.719 3.65 1.035
IT initiatives challenge long-standing
procedures and processes 3.98 0.760 3.60 0.967
IT initiatives often result in sustainable and
positive cultural change 3.78 0.744 3.36 0.960
IT initiatives result in highly innovative
changes in administrative offices 3.57 0.880 3.08 1.024
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successful implementation of our ERP [en-
terprise resource planning] system, we are
still several years away from the vision that
| have of totally integrating PeopleSoft into
our environment.”

Numerous respondents expressed serious
frustration with their highly change-resistant
institutional cultures. One survey respondent
warned about his institution, “Whatever you
do, | don't think that the institution wants
real change.” Overall, we found little dif-
ference in perception between respondents
from private and public institutions, smaller
and larger institutions, and different Carn-
egie classes.

In Chapter 7, on the IT innovation climate,
we found that respondents who gave their
central IT units high marks for supporting
innovation also agreed much more with the
Table 9-4 IT effectiveness markers about IT-
related changes in the institution. Improving
the innovation climate in central IT units may
actually translate into IT initiatives that result

Table 9-5. Perceptions About IT Infrastructure

in positive and tangible changes throughout
the institution.

Technical Architect

The CIO is the primary architect in set-
ting the technical strategic direction and
standards that provide for future growth
and flexibility. This requires maintaining
current knowledge of emerging technolo-
gies and technology issues and controversies.
The architect focuses also on issues such as
security, financial and technical maintain-
ability, performance, and reliability, among
many other things.

The senior-most IT leaders gave some of
their highest ratings to IT effectiveness mark-
ers involving technical infrastructure issues
(see Table 9-5). Most (91.1 percent) agreed
or strongly agreed that their IT organization
is the final authority on campus-wide infra-
structure decisions, and 89.5 percent agreed
that the IT organization sets architecture
standards and guidelines that guide cam-
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Senior-most IT Leaders Other IT Professionals
IT Effectiveness Marker Mean* Std. Deviation Mean* Std. Deviation
IT organization is final authority on campus-wide
IT infrastructure decisions 4.43 0.720 3.55 1.161
IT organization sets IT architecture and
standards that guide independent IT decisions
of divisions/departments 4.30 0.747 3.61 1.040
Institution’s IT infrastructure is recognized as
an important institution-wide asset 4.27 0.801 3.77 0.965
Institution’s IT infrastructure is sufficiently
flexible to accommodate IT in departmental
units in cost-effective manner 4.01 0.844 333 1.052
Institution’s IT infrastructure easily
accommodates new and emerging technologies 4.00 0.859 3.34 1.071
IT organization actively communicates IT
architecture to campus 3.83 0.815 3.29 1.052
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*Scale = 1 (Strongly Disagree) to 5 (Strongly Agree)
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pus IT decisions. Although this group seems
in general agreement (low standard devia-
tions), opinions ranged widely among the
other IT professionals. We noted that those
out in the academic units have a different
picture of reality: only 45.7 percent of these
respondents agreed or strongly agreed that
the IT organization is the final authority on
IT infrastructure decisions. Also, they don’t
overwhelmingly see the central IT organiza-
tion as setting architecture and standards (51
percent agreed or strongly agreed).

We might explain part of this discrepancy
by communication difficulties, because once
again we see the communication-related IT
effectiveness marker (“IT organization ac-
tively communicates IT architecture to the
campus”) rated lower. While 71.4 percent
of senior-most IT leaders agreed or strongly
agreed with this marker, only 36.9 percent of
respondents from the academic units agreed
or strongly agreed. This difference may also
reflect the complex levels of technology ar-
chitecture, such that senior-most IT leaders
see institution-wide architecture in different
terms than those in campus units responsible
for local networks, databases, and so on.
In fact, when survey respondents described
varying campus architecture approaches and
solutions, views ranged from noting the ben-
efits of highly centralized infrastructures to
praising highly decentralized environments.
One respondent described "“using an artist’s
coop model in which artists agree on the
building, utilities, and advertising and they
do their own projects. Thus, we strive to
agree on basic network, middleware, and
database technologies and then let each
department use IT as it sees fit.”

With respect to institution size, smaller
institutions agreed slightly more with all the
infrastructure IT effectiveness markers than
did larger institutions, with the exception of
“the IT organization actively communicates
IT architecture to the campus.” And, most
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likely related to size, AA and BA institutions
agreed more often that the IT organization
is the final authority on campus-wide infra-
structure decisions and sets IT architecture
and standards for other campus units.

IT Services Provider

The CIO is recognized as the one who
identifies and procures solutions from the
best sources (internal and external) to deliver
high-quality IT services to the institution. This
requires effective general management of IT
resources, including solid project and pro-
cess management, staff and user training,
system development and installations, good
relations with the user base, and partnerships
with vendors and consultants.

Central IT organizations received some
of the most positive ratings on issues related
to overall management practices (see Table
9-6). Again, the strongest ratings were from
the senior-most IT leaders, who are largely
responsible for these units. Senior-most IT
leaders rated their central IT organizations
highest in problem resolution during system
implementations (92.8 percent agreeing or
strongly agreeing). Other IT profession-
als showed less agreement (67.6 percent
agreeing or strongly agreeing). Instead, these
other IT professionals rated staff technical
expertise as strongest among these IT ef-
fectiveness markers. Differences were slight
across Carnegie class, institution type, and
institution size.

Again we point back to chapter 7
results concerning IT innovation climate.
Respondents who agreed that their IT units
support innovation also agreed more with
the Table 9-6 IT effectiveness markers than
did other respondents. Respondents with
higher transformational leadership profiles
also rated these IT effectiveness markers
somewhat higher. These findings support
the notion that central IT units’ overall per-
formance may benefit from both improving
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Table 9-6. Perceptions About IT Management
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Senior-most IT Leaders Other IT Professionals
IT Effectiveness Marker Mean* Std. Deviation Mean* Std. Deviation
IT organization quickly and effectively resolves
problems that arise during campus IT project
implementations 4.30 0.627 3.73 1.007
IT organization delivers high-quality services 417 0.716 3.51 1.058
IT organization maintains excellent relationships
with other units across campus 4.14 0.709 3.38 1.031
IT organization resolves IT vendor software
problems and conflicts fairly and promptly 4.14 0.648 3.69 0.884
IT organization has staff members who are well
trained in technologies required to do their jobs 4.06 0.782 3.83 0.946
There is an effective management structure for
overseeing IT activities 4.06 0.746 3.23 1.088
IT organization makes organizational and
personnel changes to accommodate deployment
of new technologies 3.96 0.856 3.38 1.085
IT organization has strong project management
and process management skills 3.81 0.885 3.19 1.190

the IT innovation climate and developing
leaders with more transformational leader-
ship behaviors.

Table 9-7 shows that queries about IT
measurement practices received overall
low ratings, especially those concerning
the regular use of metrics and customer
satisfaction measures. Among all respon-
dents, 40.5 percent disagreed or strongly
disagreed that metrics were used regularly,
and another 28.4 percent were neutral.
Customer satisfaction measures fared only
slightly better, with 35.9 percent of respon-
dents disagreeing or strongly disagreeing
that they were regularly used; another 24.1
percent were neutral. This isn't unexpected,
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*Scale = 1 (Strongly Disagree) to 5 (Strongly Agree)

given the historical challenge industry-wide
in determining and communicating IT's value
and the difficulty of creating meaningful and
affordable metrics. These ratings remained
consistent across Carnegie class, institution
type, and institution size.

However, returning to institutions with a
formal IT planning process, we find that their
senior-most IT leaders agreed significantly
more than other respondents that their in-
stitution uses metrics to evaluate IT activities’
performance, measures customer satisfaction,
and formally reports on IT activities. The IT
planning process probably motivates ac-
countability of IT initiatives and the inclusion
of reporting and measurement processes.
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Table 9-7. Perceptions About IT Measurement
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Senior-most IT Leaders Other IT Professionals
IT Effectiveness Marker Mean* Std. Deviation Mean* Std. Deviation
IT goals and objectives are clearly documented
when projects are approved 3.69 0.844 3.02 1.059
Institution reports regularly and formally on
IT performance and activities 3.65 0.997 3.18 1.084
IT organization regularly measures customer
satisfaction with IT services 3.38 1.081 2.99 1.174
IT organization works with major users to
establish measurable service-level agreements 3.27 1.030 3.16 1.069
IT organization regularly uses metrics to evaluate
performance of IT activities 3.12 1.048 2.81 1.074
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