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It’s no secret that IT is vital to the success of today’s businesses, as it allows a company’s workforce to seamlessly 
navigate their day-to-day duties.  According to a new survey by TeamQuest, most organizations of 1,000+ 
employees are not nearly as mature as they could be, leaving plenty of room for improved efficiency.  These 
companies typically tend to be more reactive in nature, allowing less than ten percent of their staff’s time to be spent 
on proactive improvement efforts, like capacity planning and problem prevention.  Instead, IT departments spend 
upwards of 20 hours each week dealing with unexpected IT issues like network slowdowns, equipment failures, 
technology upgrade requests, capacity issues and availability issues, all of which shift their focus away from 
planning.  The survey shows, however, that with the proper planning, capacity management and virtual machine 
management can and will have a positive impact across all IT areas, especially efficiency. 

The Long Road to 
Maturity!
New Survey Reveals That There’s Room for Improvement in 
the Overall IT Efficiency of America’s Corporations 
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No Time for Planning.  Perhaps this is why jjuusstt  eeiigghhtt  ppeerrcceenntt  ooff  
tthheeiirr  ssttaaffff’’ss  ttoottaall  ttiimmee  iiss  aallllootttteedd  ttoo  pprrooaaccttiivvee  iimmpprroovveemmeenntt  eeffffoorrttss,, 
like capacity planning, problem prevention, application tuning, 
server tuning, or data management.!
!
Scrambling for Solutions.  Instead, mmoorree  ttiimmee  iiss  ssppeenntt  oonn  ddaayy--
ttoo--ddaayy  iissssuueess  tthhaatt  rreeqquuiirree  iimmmmeeddiiaattee  aatttteennttiioonn..  In fact,  30 percent 
of IT time is devoted to responding to issues like application quality 
problems, data center problems, performance problems and 
service outages and another 25 percent of time is tied up in the 
management of budgets, vendors, and changes, enhancements, 
and releases. !!

1!

2! 3!

Reactive Efforts 
Take Time!
UUnneexxppeecctteedd  IITT  iissssuueess  mmoonnooppoolliizzee  ssttaaffff  hhoouurrss,,  lleeaavviinngg  lliittttllee  
rroooomm  ffoorr  pprrooaaccttiivvee  ppllaannnniinngg..!

Putting Out the Fires.  On average, IT managers say their 
department ddeeaallss  wwiitthh  2200  uunneexxppeecctteedd  iissssuueess  eeaacchh  wweeeekk. 
That’s about four items that need to be addressed each day 
between Monday and Friday – on top of the other work these 
professionals need to be managing.!
!
How Many Professionals Does it Take?  What’s more is 
that eeaacchh  ooff  tthheessee  iissssuueess  ttaakkeess,,  oonn  aavveerraaggee,,  oonnee  hhoouurr  ttoo  
rreessoollvvee,,  aalloonngg  wwiitthh  fifivvee  ssttaaffff  mmeemmbbeerrss  ttoo  hheellpp  ddoo  iitt..    That 
means that 20 hours each week is spent fire-fighting, rather 
than forecasting. 
!
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SSuuppppllyyiinngg  tthhee  WWoorrkkffoorrccee..    IT managers report that their department 
also ddeeaallss  wwiitthh tteecchhnnoollooggyy  iissssuueess  aatt  lleeaasstt  oonnccee  aa  wweeeekk..  Managing 
equipment failures, such as with the server or the network (38%) or 
fielding requests to update technology for employees, such as 
configuring a mobile device (31%), are weekly occurrences at their 
companies. !
!
MMaajjoorr  IInntteerrrruuppttiioonn..    Perhaps one of the biggest issues IT mangers 
are likely to face is a cclloouudd  oouuttaaggee  ––  aann  eevveenntt  tthhaatt  cclloossee  ttoo  ffoouurr  iinn  
tteenn  ((3388%%))  ooff  tthheemm  hhaavvee  eexxppeerriieenncceedd..    !!
!
AAnn  IInntteerrnnaall  DDiissrruuppttiioonn..    What’s more is that 3399  ppeerrcceenntt  ooff  tthheessee  
oouuttaaggeess  ooccccuurrrreedd  oonn  aa  ccoommppaannyy  cclloouudd, and could possibly have 
been prevented, if the resources were available.!
!

6!

5!

4!
Less Than Stellar Performances.  Many of the issues that IT 
departments deal with are related to performance.  Close to half 
of IT managers say that nneettwwoorrkk  sslloowwddoowwnnss  oorr  oouuttaaggeess  aarree  aa  
wweeeekkllyy  ooccccuurrrreennccee  (46%), along with aapppplliiccaattiioonnss  tthhaatt  aarree  
ppeerrffoorrmmiinngg  ppoooorrllyy,,  such as scalability issues, known problems 
or unexpected usage that impacts capacity (43%).!
!
Busy Schedules.  Other common issues that IT departments 
face at least once a week include uunnaannttiicciippaatteedd  cchhaannggee  
rreeqquueessttss  ((4422%%)),,  cchhaannggee  qquuaalliittyy  iissssuueess  ((3377%%)),,  aanndd  aavvaaiillaabbiilliittyy  
iissssuueess  ((3366%%)).. 
!

NNoonnee  ooff  tthheessee!!

CCaappaacciittyy  iissssuueess!!

MMiisssseedd  ddeeaaddlliinneess!!

TTeecchhnnoollooggyy  uuppggrraaddee  rreeqquueessttss!!

CCaallll  cceenntteerr  iissssuueess!!

TThhiirrdd  ppaarrttyy  sseerrvviicceess//ssooffttwwaarree  iissssuueess!!

AAvvaaiillaabbiilliittyy  iissssuueess!!

CChhaannggee  qquuaalliittyy  iissssuueess!!

EEqquuiippmmeenntt  ffaaiilluurreess!!

UUnnaannttiicciippaatteedd  cchhaannggee  rreeqquueessttss!!

PPoooorr  ppeerrffoorrmmiinngg  aapppplliiccaattiioonnss!!

NNeettwwoorrkk  sslloowwddoowwnnss//oouuttaaggeess!!

99%%!!

2222%%!!

2244%%!!

3311%%!!

3344%%!!

3355%%!!

3366%%!!

3377%%!!

3388%%!!

4422%%!!

4433%%!!

4466%%!!

CCoommmmoonn  iissssuueess  IITT  ddeeppaarrttmmeennttss  ddeeaall  wwiitthh  aatt  lleeaasstt  
oonnccee  aa  wweeeekk!!
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TThhee  QQuuaalliittyy  ooff  tthhee  TTeeaamm..    Many IT managers who see room 
for improvement think that ffooccuussiinngg  oonn  tthheeiirr  ssttaaffff  wwiillll  
ggeenneerraattee  ggrreeaatteerr  eefffificciieennccyy.  More than three in five (61%) 
believe additional employee training can be a solution, while 
47 percent would love for their department to get bigger.!
!
MMaannaaggiinngg  EEvvoolluuttiioonn..    Another way that more than half (54%) 
of IT managers bbeelliieevvee  eefffificciieennccyy  ccaann  iinnccrreeaassee  iiss  bbyy  
iimmpprroovviinngg  ccaappaacciittyy  mmaannaaggeemmeenntt to ensure that both current 
and future needs are met.!
!
!

Room for 
Improvement !
WWiitthh  ssoo  mmaannyy  uunneexxppeecctteedd  iissssuueess  ttoo  ddeeaall  wwiitthh  oonn  aa  rreegguullaarr  
bbaassiiss,,  IITT  mmaannaaggeerrss  aarree  aattttuunneedd  ttoo  wwaayyss  tthheeiirr  ddeeppaarrttmmeenntt  
ccaann  bbee  mmoorree  eefffificciieenntt..!

Seeking Improvement.  An overwhelming majority (90%) of IT 
managers ddoonn’’tt  bbeelliieevvee  tthheeiirr  ddeeppaarrttmmeenntt  iiss  ppeerrffoorrmmiinngg  aatt  
ooppttiimmaall  eefffificciieennccyy and think it can be improved in a variety of 
ways.!
!
Adding and Consolidating.  Close to seven in ten (67%) of 
these improvement-seekers think that aaddddiinngg  oorr  iimmpprroovviinngg  
ddiiaaggnnoossiiss  aanndd  ttrreennddiinngg  ttoooollss  ccaann  bboooosstt  eefffificciieennccyy.  Some believe 
that iimmpprroovviinngg  tthhee  ccoommppaannyy’’ss  rreeaaccttiivvee  pprroocceessssees, such as 
problem management (57%) or ccoonnssoolliiddaattiinngg  sseerrvveerrss  ttoo  rreedduuccee  
iinnffrraassttrruuccttuurree  aaddmmiinniissttrraattiioonn  wwoorrkkllooaadd (57%) can allow the 
quality of IT services to be maintained while minimizing costs in 
the process.!

*Among IT Managers Who Think Efficiency Can be Increased in Some Way 
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Benefits in 
Abundance !
IITT  mmaannaaggeerrss  rreeccooggnniizzee  tthhaatt  ccaappaacciittyy  mmaannaaggeemmeenntt  iiss  kkeeyy  
ttoo  aa  ssuucccceessssffuull  ddaattaa  cceenntteerr  aanndd  iinnccrreeaasseedd  eefffificciieennccyy..!

Make it or Break It.  Nearly all (97%) IT managers admit that 
the vveerryy  ssuucccceessss  ooff  aa  ddaattaa  cceenntteerr  iiss  rreelliiaanntt  oonn  pprrooppeerr  ccaappaacciittyy  
mmaannaaggeemmeenntt.!
!
!
!!
!
!

!
 
!

Reliant !
net!

97%!
Not reliant     

net!
3%!

HHooww  rreelliiaanntt  oonn  pprrooppeerr  ccaappaacciittyy  mmaannaaggeemmeenntt  iiss  tthhee  
ssuucccceessss  ooff  aa  ddaattaa  cceenntteerr??!!

Benefits Galore.  Not surprisingly, then, many managers who 
use capacity management can ppiinnppooiinntt  aa  nnuummbbeerr  ooff  
aaddvvaannttaaggeess  tthheeiirr  oorrggaanniizzaattiioonn  hhaass  oobbttaaiinneedd  ffrroomm  iitt..  Close to 
seven in ten (68%) of them say that it hhaass  iimmpprroovveedd  IITT  eefffificciieennccyy..!!
!
Running Smoothly. Perhaps this efficiency explains some of 
the other benefits they’ve seen due to capacity management, 
such as ffeewweerr  IITT  oouuttaaggeess  ((5599%%)),,  lleessss  rreessoouurrcceess  ssppeenntt  oonn  
uunneexxppeecctteedd  iissssuueess  ((4477%%)),,  bbeetttteerr  pprroodduuccttiivviittyy  ((4455%%)),,  aanndd  mmoorree  
ttiimmee  bbeettwweeeenn  ffaaiilluurreess  ((3399%%))..  !

Forecasting Success. While most (89%) IT managers rreeccooggnniizzee  
tthhaatt  wwiitthhoouutt  tthhee  pprrooppeerr  ppllaannnniinngg,,  ccaappaacciittyy  mmaannaaggeemmeenntt  iiss  rriisskkyy, the 
benefits of such forecasting could significantly improve many facets 
of the IT process.  !

A Well-Oiled Machine.   In fact,,  cclloossee  ttoo  nniinnee  iinn  tteenn  ((8877%%))  
mmaannaaggeerrss  wwoouulldd  sseeee  aann  iimmpprroovveemmeenntt  iinn  IITT  eefffificciieennccyy  wwiitthh  pprrooppeerr  
ccaappaacciittyy  mmaannaaggeemmeenntt..  If this was the case, they believe that 
efficiency would increase by 24 percent and 77 percent think their 
overall IT risk would shrink.!

PPoossiittiivvee  IImmppaacctt..    IT managers also believe that proper capacity 
management would iimmpprroovvee  bbuussiinneessss  pprroodduuccttiivviittyy  ((8888%%)),,  
ccoonnssoolliiddaattiioonn  aanndd  vviirrttuuaalliizzaattiioonn  pprroojjeeccttss  ((8877%%)),,  aaggiilliittyy  ((8844%%)),,  ccoosstt  
ssaavviinnggss  ((8844%%)),,  wwoorrkkffoorrccee  pprroodduuccttiivviittyy  ((8800%%)),,  aanndd  cclloouudd  
iimmpplleemmeennttaattiioonn  ((6655%%))..!!

!

!

!

!



© 2012 Kelton. Contents are confidential.!6 

1!

2!

3!

PPrroobblleemm  MMaakkeerr..    Given these struggles, it’s no wonder that an 
oovveerrwwhheellmmiinngg  mmaajjoorriittyy  ((9933%%))  ooff  IITT  mmaannaaggeerrss  tthhiinnkk  tthhaatt  vviirrttuuaall  
mmaacchhiinnee  mmaannaaggeemmeenntt  iiss  rriisskkyy  wwiitthhoouutt  tthhee  pprrooppeerr  ppllaannnniinngg,,  but they 
know about the potential benefits.  !!
!
AAnn  IInntteerrnnaall  DDiissrruuppttiioonn..  Currently, more than three in five (61%) IT 
managers ssaayy  tthheeiirr  oorrggaanniizzaattiioonn  llaacckkss  pprrooppeerr  vviirrttuuaall  mmaacchhiinnee  
mmaannaaggeemmeenntt.  And that if they did have this in place, IT efficiency 
would increase by 25 percent.  More than three-quarters (76%) 
also believe that the company’s overall IT risk would shrink.!
!

Virtually Seamless?!
PPrrooppeerr  vviirrttuuaall  mmaacchhiinnee  mmaannaaggeemmeenntt  iiss  aannootthheerr  wwaayy  tthhaatt  
IITT  mmaannaaggeerrss  bbeelliieevvee  tthheeyy  ccaann  iinnccrreeaassee  eefffificciieennccyy  aanndd  ccuutt  
bbaacckk  oonn  rriisskk..!

PPlleennttyy  ooff  HHuurrddlleess..    Four in five (80%) IT managers who use vviirrttuuaall 
mmaacchhiinneess  ccaann  nnaammee  aatt  lleeaasstt  oonnee  ssttrruuggggllee  tthheeiirr  oorrggaanniizzaattiioonnss  hhaavvee  
ffaacceedd  iinn  tthhee  mmaannaaggeemmeenntt  ooff  tthheessee  mmaacchhiinneess, such as 
understanding what configurations will yield the best possible 
performance (62%), resolving performance problems easily (52%), 
and comparing the cost effectiveness of different solutions (49%). !
!!
TTaakkiinngg  SSttoocckk..    Others say their organization has struggled with 
assessing the performance and workload of virtualization 
applications (45%), evaluating the server sizes that are needed to 
support virtual containers (44%), and management believing the 
hype from virtualization vendors (37%).!

Agree !
net!

93%!

Disagree 
net!
7%!

VViirrttuuaall  mmaacchhiinnee  mmaannaaggeemmeenntt  iiss  !!
rriisskkyy  wwiitthhoouutt  ppllaannnniinngg..!!
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Not Yet Coming 
of Age!
WWiitthh  ssoo  lliittttllee  ttiimmee  ssppeenntt  oonn  ppllaannnniinngg,,  mmoosstt  
ccoommppaanniieess  rraannkk  llooww  oonn  tthhee  ccaappaacciittyy  mmaannaaggeemmeenntt  
mmaattuurriittyy  mmooddeell..!

Immaturity Prevails.  Only 1111  ppeerrcceenntt  ooff  IITT  mmaannaaggeerrss  tthhiinnkk  
tthheeiirr  oorrggaanniizzaattiioonn’’ss  ccuurrrreenntt  ccaappaacciittyy  mmaannaaggeemmeenntt  pprroocceesssseess  
ccaann  bbee  ccoonnssiiddeerreedd  ““mmoosstt  mmaattuurree,,” or at a level where the IT 
department can measure and report on IT in business terms.!
!
Somewhere in Between.  FFaarr  mmoorree  ((6644%%))  ssaayy  tthhaatt  tthheeiirr  
oorrggaanniizzaattiioonn  ffaallllss  iinn  tthhee  mmiiddddllee  ttoo  llooww--eenndd  ooff  tthhee  mmaattuurriittyy  ssccaallee..  
They report that their companies typically learn of performance 
problems after users call to complain, have a fragmented view 
of what’s going on in their environment, and, at best, rely on 
trending for early warnings about future incidents.!

IT Laggards.  Not surprisingly, more than three-quarters (76%) of IT 
managers admit that iinn  rreeggaarrddss  ttoo  ccaappaacciittyy  mmaannaaggeemmeenntt,,  tthheeiirr  
oorrggaanniizzaattiioonn  iiss  ––  aatt  bbeesstt  ––  oonnllyy  aavveerraaggee.!
!
!
!
!

!
 
!

AAhheeaadd  ooff  tthhee  ccuurrvvee!!

AAbboouutt  aavveerraaggee!!

BBeehhiinndd  tthhee  ccuurrvvee!!

2244%%!!

6644%%!!

1111%%!!

WWhheenn  iitt  ccoommeess  ttoo  ccaappaacciittyy  mmaannaaggeemmeenntt,,  mmyy  oorrggaanniizzaattiioonn  iiss……!!
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RReeaaccttiivvee  WWoorrkkflflooww..     Much of what happens in the IT department 
can also be considered reactive.  For instance, close to ffoouurr  iinn  tteenn  
((3366%%))  aaddmmiitt  tthhaatt  nnoott  eevveerryy  iinncciiddeenntt  iiss  mmaannaaggeedd  iinn  ccoonnffoorrmmaannccee  
wwiitthh  tthhee  pprroocceedduurree  ddooccuummeenntteedd.  Twenty-seven percent say that 
critical servers don’t have adequate tools in place to monitor for 
performance and raise exception alarms. !
!
SSttiillll  aa  LLoonngg  WWaayy  ttoo  GGoo..    Not surprisingly, 37 percent admit they 
llaacckk  aa  ccoommpprreehheennssiivvee  vviieeww  ooff  tthhee  sseerrvviicceess  because they don’t have 
a capacity tool set that is standardized across their environment.  
About the same amount have yet to implement procedures for 
measuring usage of shared resources (38%), nor do they have 
regular reports that show how IT is supporting business goals 
(36%) or an established a process for getting predictions of future 
demand from business units (31%).!

5!

4!

3! Putting it to the Test.  According to TeamQuest’s Capacity 
Management Maturity Model, tthhrreeee  iinn  fifivvee  ((6600%%))  IITT  mmaannaaggeerrss  
wwoorrkk  aatt  oorrggaanniizzaattiioonnss  tthhaatt  rraannkk  llooww  ((00--11))  oonn  tthhee  aasssseessssmmeenntt.  
Less than a third (31%) are operating at the most mature (4) 
level.!
!
Chaotic Environments.  This lack of maturity isn’t surprising 
given that a majority (82%) admit there are times when their 
ddeeppaarrttmmeenntt  ddooeess  nnoott  ddiissccoovveerr  aanndd  rreeccooggnniizzee  ppeerrffoorrmmaannccee  
pprroobblleemmss before users call in to complain.  Close to half say that 
in the event of incidents, they often llaacckk  nneeeeddeedd  iinnffoorrmmaattiioonn 
about the activities that led up to it (49%) or frequently find that 
it is uunncclleeaarr  wwhhaatt  ttoooollss  aanndd  pprroocceesssseess  ttoo  uussee  ttoo  ssoollvvee  tthhee  
pprroobblleemmss  (47%).!

VVaalluuee  ((44))!!

SSeerrvviiccee  ((33))!!

PPrrooaaccttiivvee  ((22))!!

RReeaaccttiivvee  ((11))!!

CChhaaoottiicc  ((00))!!

3311%%!!

22%%!!

77%%!!

11%%!!

5599%%!!

AAccccoorrddiinngg  ttoo  TTeeaammQQuueesstt’’ss  CCaappaacciittyy  MMaannaaggeemmeenntt  
MMaattuurriittyy  MMooddeell,,  IITT  mmaannaaggeerrss  aarree  wwoorrkkiinngg  aatt  

oorrggaanniizzaattiioonnss  tthhaatt  aarree……!!
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More Mature 
Organizations Excel!
BBaasseedd  oonn  tthhee  TTeeaammQQuueesstt  CCaappaacciittyy  MMaannaaggeemmeenntt  MMaattuurriittyy  
MMooddeell,,  iitt’’ss  cclleeaarr  tthhaatt  mmoorree  mmaattuurree  oorrggaanniizzaattiioonnss  aarree  aahheeaadd  
ooff  tthhee  ccuurrvvee..!

Fanning the Fires.  Organizations that fall into the proactive, 
service, or value categories ddeeaall  wwiitthh  hhaallff  aass  mmaannyy  uunneexxppeecctteedd  
IITT  iissssuueess  eeaacchh  wweeeekk than those in the chaotic or reactive levels 
(12 issues vs. 25 issues).!
!
On the Clock.  Similarly, the more mature organizations ssppeenndd  
lleessss  ttiimmee  (47 minutes vs. 68 minutes)  aanndd  rreeqquuiirree  tthhee  ttiimmee  ooff  
ffeewweerr  ssttaaffff  mmeemmbbeerrss  (4 vs. 6) to address these issues than 
those in the chaotic or reactive categories.!
!
Eating up Their Time.  This means that organizations that are 
chaotic or reactive ssppeenndd  tthhrreeee  ttiimmeess  aass  mmuucchh  ttiimmee  eeaacchh  wweeeekk  
ppuuttttiinngg  oouutt  fifirreess than their more mature counterparts (28 hours 
vs. 9 hours).!

Problems with the Cloud.  What’s more, organizations 
operating on a proactive, service, or value level have also  
eexxppeerriieenncceedd  ffeewweerr  cclloouudd  oouuttaaggeess  tthhaann  lleessss  mmaattuurree  
oorrggaanniizzaattiioonnss (32% vs. 43%).!!
!
Always a Place for Improvement.  Not surprisingly, more IT 
managers from organizations that are chaotic or reactive than 
those from the more mature organizations (95% vs. 82%) ddoonn’’tt  
bbeelliieevvee  tthheeiirr  ddeeppaarrttmmeenntt  iiss  ppeerrffoorrmmiinngg  aatt  ooppttiimmaall  eefffificciieennccyy  aanndd  
tthhiinnkk  tthheerree’’ss  aatt  lleeaasstt  oonnee  aarreeaa  tthhaatt  ccaann  bbee  iimmpprroovveedd..!
 
!

Virtually Impossible.  One area of focus could be their virtual 
machine management.  A wwhhooppppiinngg  91 percent ooff  IITT  mmaannaaggeerrss  aatt  
cchhaaoottiicc  oorr  rreeaaccttiivvee  oorrggaanniizzaattiioonnss  ccaann  nnaammee  aatt  lleeaasstt  oonnee  ssttrruuggggllee  tthhee  
bbuussiinneessss  hhaass  ffaacceedd  iinn  tthhee  mmaannaaggeemmeenntt  ooff  ssuucchh  mmaacchhiinneess.  In sharp 
contrast, less than two-thirds (62%) of managers at more mature 
organizations say the same.  !

Making Improvements.   Perhaps this is why more than four in five 
(81%) IT managers working at chaotic or reactive organizations think 
tthhaatt  iiff  tthheeyy  hhaadd  pprrooppeerr  vviirrttuuaall  mmaacchhiinnee  mmaannaaggeemmeenntt  tthheeiirr  oovveerraallll  IITT  
rriisskk  wwoouulldd  ddeeccrreeaassee  aanndd  oonn  aavveerraaggee,,  tthheeiirr  IITT  eefffificciieennccyy  wwoouulldd  
iinnccrreeaassee  bbyy  27 percent.  Fewer (68%) managers  at more mature 
organizations think risk would decrease; these more mature 
managers also believe that efficiency would increase by just 19 
percent.!
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About The Survey The TeamQuest Capacity Management Survey was conducted between September 24th and October 5th 
among 214 IT managers or higher at companies with 1,000+ employees, using an email invitation and an online survey.  !
!
Results of any sample are subject to sampling variation. The magnitude of the variation is measurable and is affected by the 
number of interviews and the level of the percentages expressing the results.  !
!
In this particular study, the chances are 95 in 100 that a survey result does not vary, plus or minus, by more than 6.7 
percentage points from the result that would be obtained if interviews had been conducted with all persons in the universe 
represented by the sample.  The margin of error for any subgroups will be slightly higher.!
!
Kelton is a leading global insights firm serving as a partner to more than 100 of the Fortune 500 and thousands of smaller 
companies and organizations. Utilizing a wide range of customized, innovative research techniques and staff expertise in 
marketing, branding, PR, media, and business strategy; Kelton helps drive our clients' businesses forward.!
!
For more information about Kelton please call 1.888.8.KELTON or visit"www.keltonglobal.com."!
 

Margin of Error = 6.7 Percent!
Sample  = 214 IT Managers+ At Companies With 1,000+ Employees!


