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Distribution of Annual Cost per User
Total Cost of Ownership (inU.S.9)

Software 6%, $9,000
$8,000
$7,000

Hardware 1 5%\ 70% $6,000

_$5,000
$4,000
$3,000
$2,000
$1,000

LAN 2% Services & ]

Support ]

Operations

Hardware
& Software

No Best  All Best
Practices Practices

3 o G 4y 2 E godxe

Source: Gartner Group
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O ITIL implementation wasn't
profitable

@ ITIL implementation was
insignificantly profitable

B ITIL implementation was
partly profitable

@ ITIL implementation was
profitable

B ITIL was highly profitable

56%
Base: 331 (German companies)
Source: InformationWeek, Research & Consulting 9/2004
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Potential of ITIL
Higher process transparency /2
Higher process quality 69
Better response time 51 [10
Customer orientation 39 6
Higher customer satisfaction 36 G
Higher process efficiency 35
New potentials to reduce costs 35 2
new business chances 30 2
better possibility for [T-outsourcing 28
0% 20% 40% 60% 80% 100%
‘ B Changed B Levelled off @ Degraded ‘
Base: 331 (German companies)

Source: InformationWeek, Research & Consulting 9/2004
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Efficiency
Transparency

Costs

Customer orientation
Quality

Response time
Customer satisfaction

Outsourcing possibilities

in%

Base: 331 (German companies)
Source: InformationWeek, Research & Consulting 9/2004
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