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Measuring ITAM Success

‘ How Successful is Your IT Asset Management Program?

If management asked you to show the value of the
organization's IT Asset Management (ITAM) program, could
you provide quantifiable results? Your answer to this question
will probably be "no" if a set of key performance indicators
(KPIs) or metrics have not been established and/or tracked on a
regular basis.

This leads to the next question: how do you know if
implemented processes or decisions made are the most
effective if there is no way to measure its success? The answer
to this question is you can't determine their effectiveness.
Think about it. If you have no measurement tools in place to
measure the level of success or failure, it is like running a race
blindfolded. You can be running as fast as possible, but you do
not know if you are running in the right direction or of your
overall performance level in the race.

Gartner states "metrics, critical success factors and KPIs are
essential to understanding the success or failure of an ITAM
program®." ITAM programs can be a valuable asset to any
organization by quantifiably measuring the benefit or
disadvantage of business decisions or projects. When decisions
or projects are measured, the results can be used to show the
affect to the organization's overall bottom line.

Total Cost of Ownership

The most widely used measurement in ITAM programs is the
Total Cost of Ownership (TCO). TCO is a comprehensive
metric which not only accounts for the initial procurement
costs, but also the costs to maintain and later dispose of assets.
TCO should account for the hard and soft costs associated with
assets. The particular depth of the TCO varies by organization.
Some organizations only require a high-level calculation while
other organizations require a very detailed analysis
incorporating costs such as the amount of heat generated by the
assets resulting in an increase in the need for more air
conditioning usage.

Items to consider including into the TCO are
e Depreciated cost of the asset or lease payments,
e Labor cost of imaging/loading of the asset and

deployment,

Cost of maintaining the asset through break/fix labor and
parts,

Labor cost of ordering the equipment,

Help desk support,

Cost off base loaded software,

Training, and

User support.
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Regardless of the depth by which the organization chooses to
go, TCO will provide a centralized picture of what an asset
truly costs the organization. As models or manufacturers
change, tools, processes and projects are implemented; the
costs involved in the TCO will fluctuate to accurately portray
how the change affected the overall cost of an asset. An
example of how TCO could be used to measure the success of
a change is an organization's migration to a new computer
manufacturer. The TCO results of the old manufacturer can be
used as the baseline for the new manufacturer. As TCO
reporting periods go by, the success of the change is measured
against the baseline and all previous reporting periods. From a
support perspective, it can help determine if outsourcing is
truly economical. The same can be done before
implementation as an evaluation of how TCO will change. For
example, a calculation for the additional cost of certification of
technicians or the increase or decrease in cost of vendor repairs

may be used to evaluate whether the TCO will spike and settle of losing sales because that sales person does not have the tools
lower or higher or the TCO will go up long term. This type of to accomplish their job successfully. By tracking up-times and
evaluation is not as precise as ROl or NPV but it does serve as specific hardware malfunctions, trending can be accomplished
a potential point of evaluation for the switch. to identify potential faulty hardware by asset manufacturer and/
or model. These results can be used to proactively correct
Service Levels hardware issues before the issues come to fruition and cause
Another area of measurement for an IT Asset Manager is an potentially disastrous effects.
organization's service levels. The impact on service levels Another area where service levels could affect the
from a Change can have a huge imp]ication’ positive or organization's bottom line is with the impact to the h6|p desk.
negative, to the organization's bottom line. The more time an Some organizations outsource their help desk and pay per call.
end-user is down due to a computer issue, the greater the Ifa Change to an Organization's asset pOfthliO, hardware or
opportunity cost. For example, if a sales person is unable to software occurs, it may have a direct impact on the number of
use their laptop due to a faulty motherboard, there is a high risk calls the help desk receives.

Figure 1 - High-Level KPIs

Strategic KPIs

= How much dothe assets cost?

QOperational KPls

YWhere are the assets?

» How much does it costto suppoart
the assets?

» YWWhat is the value of the hardware/
software inventory spare parts and
paal?

How long does it take to close a
break fix ticket?

How long does it take ta fulfil &
user request for a new asset?

How long was the

userservercerviceli » How much does an outage cost the

bu sness?

Source: Gartner (November 2008)
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Other Possible Measurement Tools Whichever level of detail your ITAM program chooses,
The list of possible measurement tools and performance tracking KPIs and metrics on a regular basis can provide an
indicators is infinite and really is dependant on the organization a better depiction on what effect costs have on IT
organization's internal and external environmental factors. and the entire organization.

However, some areas an IT Asset Manager can explore to
identify possible items to measure are:

o Level of compliancy with software licensing,

e Cost avoidance for acquisition through redeployment,
e  Physical Inventory,

! Adams, Patricia. "Key Elements of a Mature IT Asset
Management Program.” Gartner. November 26, 2008.

e Labor cost trending, _ 2 Bona, Alexa and Frank DeSalvo. "Key Issues for IT Asset
e Number of problem tickets, and Management and Procurement, 2009." Gartner, February 25,
e  Cost of software maintenance programs. 2009.

Key Performance Indicators Marjorie Hobe
Key Performance Indicators are industry and organization Asset Management Professional

specific. It is recommended that IT Asset Managers work with

fellow managers and upper management to ensure KPIs align

with the organizational objectives and overall organizational Taylor Herschleb

KPIs, if available. KPIs can be detail-level Operational KPIs, Asset Management Professional

high-level Strategic KPIs or a combination of both (see Figure

1).

KEYS TO NEGOTIATING BETTER =
SOFTWARE AGREEMENTS

% “One of the best seminars on software licensing | have ever attended." B.C., CIO, Major Midwest Insurance Company

VHY SHOULD | ATTEND THIS SEMINAR?

Changing technology. Dynamic terms and conditions. An evolving legal landscape. New methods for software development and distribution. These are but
a few of the challenges that all individuals who license software must face every business day. Negotiating software licenses is a high stakes, intricate
process that takes knowledge and skill.

WHO SHOULD ATTEND THIS SEMINAR?
If you are involved in the acquisition or contracting of computer software, hardware or maintenance, you need to attend: ClOs « CTOs « CFOs « Contract
negotiators + In-house counsel « Attorneys « IT/IS/MIS managers and directors « Contract managers « Contract administrators « Purchasing agents.

YOU WILL LEARN HOW TO:

Analyze hidden traps in vendor form license agreements = Review real-world licensing cases and learn from past mistakes = Discover the advantages of
using your own form contracts in negotiations = Learn how to negotiate agreements that won't come back to haunt you = Find out how to minimize your
risks and maximize your rights = Avoid potential conflict and litigation scenarios = Find hidden prohibitions on certain uses including outsourcing,
integration and development «+ Understand software license agreements and their legal background « Draft software license agreements Determine
which terms are absolutely necessary and which are negotiable.

FOUR (4) DATES & LOCATIONS TO CHOOSE FROM

October 28 - 30, 2009  January 27 - 29, 2010 March 24 - 26, 2010 May 24 - 26, 2010
The Westin Hotel The Hilton San Francisco Hotel  The Hilton at Walt Disney World  The New York Marriott Marquis Hotel
Chicago, IL San Francisco, CA Lake Buena Vista, FL New York, NY

REGISTER ONLINE AT WWW.BUDDLARNER.COM

Budd Larner, PC 150 John F. Kennedy Parkway, Short Hills, NJ 07078 973.379.4800 info@buddlarner.com






