	
	Goal
	 Measures
	Targets
	Initiatives

	Corporate 

	· Cut costs 

	· Budget analysis

	· 20%

	· Re-evaluate IT org structure, systems, applications and processes

	Customer

	· Improve problem resolution time
· Improve system uptime 
	· Customer satisfaction ratings
	· 30%
	· [bookmark: _GoBack]New customer satisfaction system

	Internal
	· Streamline internal processes 
· Implement fundamental IT controls
· Clearly define roles
· Improve internal skills
· Limit vendor roles
	· System uptime
· C-Sat ratings
· Project monitoring and reporting
· Reliance on contactor support
	· 10%
· 30%
· 100%
· 40% decrease
	· Improved project planning (PPM)
· Centralization of operations, infrastructure, security and support
· Re-evaluate the need for all outsourced services and functions
· Staff training and development

	Future
	· Continue to improve processes
· Process documentation

	· Documentation database growth
	· 100%
	· Internal/external auditing and constant evaluation 
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