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About the 2012 CIO Agenda and Survey 

• Largest Annual Survey of 
CIOs  

• Running since 1999 

• Responding companies: 
2,335 

• Representing 45 countries 
and 37 industries 

• Total CIO IT Budgets 
$321 Billion in IT spend. 

• Average IT budget $137 
million 
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Amplify the Enterprise 

• Business priorities pull 
the CIO in multiple 
directions 

• Strengthen the customer 
experience 

• Eliminate internal 
distortions 

• Build and enterprise 
amplifier. 



Business strategies call for revenue growth, reduced costs 

and new connections with customers. 

 

 
 

 

* Not an option that year 

Business Strategies 

Ranking  2010 2011 

Ranking of business strategies CIOs selected as one of 
their top three in 2012. 

2009 2008 2012 

Increasing enterprise growth       1    1     *    *    * 

Attracting and retaining new customers      2    2    5    4    2 

Reducing enterprise costs       3    3    2    2    5 

Creating new products or services (innovation)     4    4    6    8    3 

Delivering operational results       5    9    *    *    * 

Improving efficiency       6    8    *    *    * 

Improving profitability (margins)      7  21    *    *    * 

Attracting and retaining the workforce      8  12    4    3    6 

Improving marketing and sales effectiveness     9  18    *    *    * 

Expanding into new markets and geographies   10  11  13  10    4 

Improving governance, compliance, risk, security   11  10  11  12  14 

Implementing finance and management controls   12  25    *    *    * 

Improving business processes    13    5    1    1    1 



Government strategies concentrate on 

operational performance, cost and control. 

 

 
 

 

* Not an option that year 

Government 
Business Strategies 

Ranking  2010 2011 

Ranking of business strategies CIOs selected as one of 
their top three in 2012. 

2009 2008 2012 

Manage and deliver operational results      1  14    *    *    * 

Reducing enterprise costs       2    1    2    2    5 

Improving governance, compliance, risk, security     3    8  11  12  14 

Improving efficiency       4    6    *    *    * 

Attracting and retaining customers      5    4    5    4    * 

Implementing finance and management controls     6  10    *    *    * 

Attracting and retaining the workforce      7    9    3    3    3 

Consolidating and standardizing operations     8  15    7    *    2 

Increasing enterprise growth       9    7     *    *    * 

Implementing technology and infrastructure   10    3  11    9    * 

Improving business processes    11    2    1    1    1 



The Customer Experience  

Growth Cost 



CIO IT Budgets do not support ‘investing’ their 

way to success.  

Percentages represent the projected average weighted change in 
the CIO IT budget for the year. 

 

The dollar figure represents the dollar value change in the CIO IT 

budget between years using 2002 as a base year.  

2003 

0.0% 

$100 

2004 

+ 1.2% 

$101.20 

2005 

+ 2.5% 

$103.73 

2006 

+ 2.7% 

$106.53 

2007 

+ 3.1% 

$109.83 

2008 

+ 3.3% 

$113.45 

2009 

- 8.1% 

$104.27 

2010 

- 1.1% 

$103.12 

2011 

+ 1.0% 

$104.15 

2012 

+ 0.5% 

$104.67 



Projected CIO IT Budgets By Size 



CIOs see multiple non-financial barriers 

to gaining value from IT.  

9% Business and IT Alignment  

17% IT budget and resource levels  

6% Business ability to use technology  

7% Change management capacity  

10% Governance, Compliance, & Security  

12% IT skills and capability  

6% Benefits realization and the value of IT  

13% Organizational structure and culture  

6% Business Strategy  

6% Legacy Technology  

4% Leadership Capacity  

Economic conditions  2% 

2% Business Process  

Percentage of Respondents 



Technology is expected to ‘amplify’ the 

enterprise. 
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Enterprise 

Signal = Mobility, Cloud 

Distortion = Cost, Complexity, Duplication 

Feedback = Analytics, Social 

Customers 

& Markets 
The Experience 



Amplify the Enterprise 

• Business Priorities pull the 
CIO in multiple directions 

• Strengthen the customer 
experience 

• Eliminate internal 
distortions 

• Build and enterprise 
amplifier. 



Technology Priorities call for strengthening 

the customer experience. 
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CIO Technologies 

Ranking 2011 2010 2009 2008 

Ranking of technologies CIOs selected as 
one of their top five priorities in 2012.  

* Not an option in that year 

2012 

Analytics and Business Intelligence    1    5    5    1    1 

Mobile Technologies     2    3    6  12  12 

Cloud Computing (SaaS, IaaS, PaaS)    3    1    2  16    * 

Collaboration Technologies (workflow)    4    8  10    5    8 

Virtualization      5    2    1    3    3 

Legacy Modernization     6    7  11    4    4 

IT Management      7    4  10    *   * 

Customer Relationship Management    8  18    *    *   * 

ERP Applications      9  13    6    2   2 

Security      10  12    9    8   5 

Social Media/ Web 2.0    11  10    3   15  15 



Government technology priorities see new technologies 

creating new channels and infrastructure. 

Government 
CIO Technologies 

Ranking 2011 2010 2009 

Ranking of technologies CIOs selected as 
one of their top three priorities in 2012.  

* Not an option in that year 

2012 

Mobile Technologies     1    3    7  12 

Cloud Computing (SaaS, IaaS, PaaS)    2    1    2    * 

Virtualization      3    2    3    3 

IT Management      4    5     8    * 

Analytics and Business intelligence    5   10   11    5 

Security       6    8    5    4 

Legacy Modernization     7    9  11    4 

Collaboration Technologies (workflow)    8    7  10    7 

Infrastructure and data center     9    6  17  10 

Document Management   10    *    *    * 



CIOs see customer experience as the greatest 

opportunity for IT innovation. 

How we learn and 
change as a business 

The way we extract 
value from customers 

Customer Experience 
(products, services, etc..) 

Customer Engagement 
Marketing & Sales 

The manufacturing and 
service creation process 

The way we get ideas 
and make decisions  

Distribution of Respondents 

Ranked First Ranked Last 

35% 

32% 

24% 

18% 

15% 

16% 

12% 

6% 

13% 

9% 

10% 

11% 



Mobility looks to be the next competitive 

frontier for technology. 

Wholesale Trade 

70% 60% 50% 40% 30% 20% 10% 0% 
Percent of respondents who identify as a market leader.  

Manufacturing & Resources 

Communications & Media 

Government 

Education 

Current see themselves 
as a mobility market 
leader in 2011 

Planning to be a mobility 
market leader by 2015 

Retail 

Banking & Securities 

Property & Casualty Insurance 

Healthcare Providers 

Healthcare Insurance & Payers 

Transportation 

Utilities 



Amplify the Enterprise 

• Business Priorities pull the 
CIO in multiple directions 

• Strengthen the customer 
experience 

• Eliminate internal 
distortions 

• Build and enterprise 
amplifier. 



Technology is expected to eliminate 

internal distortions. 
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CIO Strategies are focusing on eliminating 

internal distortions. 

CIO IT Strategies 

Ranking 2010 2011 

Ranking of IT strategies CIOs selected as one of their 
top three in 2012. 

2009 2008 2012 

* New response category 

Number = 2,338 

Delivering business solutions       1    2      1      3    1 

Reducing the cost of IT      2    3      3      2  10 

Developing or managing a flexible infrastructure    3    1      8    11   11  

Expanding the use of information and analytics    4      7      7    10    9 

Improving IT management and governance    5    4      6      4    7 

Improving business alignment and relationship    6   10      2      1    2 

Implementing mobility solutions     7  18      *      *    * 

Consolidating IT operations and resources    8    5      9      9  12   

Implementing business process improvements    9    8      4        5    6 

Improving IT organization and workforce   10    6    10      8    3   

Implementing Cloud (SaaS, IaaS, PaaS)  11    9      *      *    * 



Government IT strategies reflect a tight 

connection with the business. 

Government 
CIO IT Strategies 

Ranking 2010 2011 

Ranking of IT strategies CIOs selected as one of their 
top three in 2012. 

2009 2008 2012 

Improving IT management and governance    1   10      1      5    5 

Delivering business solutions      2    3      6    15    8 

Reducing the cost of IT      3    4     5      7  13 

Improving business alignment and relationship    4     2      2      3    3 

Consolidating IT operations and resources    5    6      *      6    7 

Enhancing IT security and recoverability      6    *      *      *    * 

Developing or managing a flexible infrastructure    7    1    11      5   14 

Implementing business process improvements    8    8      3        2    6 

Improving the IT organization and workforce     9    9    10      9   1 

Applying shared services and outsourcing  10    *      *      *    * 

* Not an option that year 



The relative readiness of internal 

enterprise operations. 

Criticality	


R
e
a
d

in
e
s
s
	


LOW	
 HIGH	


HIGH	


LOW	


Accelerators	


Obstacles	


Legal	


Audit	


Sales	


Marketing	


Procurement	


HR	


Communications	


Finance	




Amplify the Enterprise 

• Business Priorities pull the 
CIO in multiple directions 

• Strengthen the customer 
experience 

• Eliminate internal 
distortions 

• Build and enterprise 
amplifier. 



Which Strategy Behaviours Matter? 

Amplifying IT starts with amplifying the IT 

strategy. 

Leader Late Follower 



CIOs recognize the need for new and 

better skills. 

Percent of Respondents 

10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 0% 

Vendor Management. 

Sourcing Management 

Security and Risk Mgmt. 

Program and Project Mgmt. 

IT Strategy and Planning 

IT Human Resources 

IT Finance 

Infrastructure & Operations 

Enterprise Architecture 

Customer Service (help desk) 

Business Relationship Mgmt. 

Business Process Improvement 

Business Intelligence & Data Mgmt. 

Application Development & Mgmt. 

Current skills adequate Currently over skilled Significant Improvement 



Leaders apply external metrics to 

demonstrate their contribution. 
Top 

Performers 
Average 

Performers 
Below Average 

Performers 
All Respondents 

Service Availability Metrics 

(e.g. Uptime) 
Always – 77% Often – 62%  Often – 50% Often – 61% 

Performance against Service 

Level Agreements (SLA’s) 
Often – 67%  Common – 39%  Common – 30% Common – 40%  

Performance against project 

and program schedule 
Often – 71%  Often – 55%  Common – 45% Often – 55%  

Performance against budget 

and cost 
Always – 76%  Often – 64%  Often – 60% Often – 64% 

IT cost as a percent of 

revenue 
Common – 40% Common – 32%  Rarely – 19% Common – 30% 

IT cost per employee or user Common – 31% Rarely -- 24%  Rarely – 12% Rarely – 22% 

Contribution to business 

value or business outcome 
Often – 56% Rarely – 21% Rarely – 9% Rarely – 22% 

Comparison or benchmarking 

against others 
Common – 39% Rarely – 16% Rarely – 8% Rarely– 17% 

Adoption or deployment rates 

for new technology 
Common – 29% Rarely – 8% Rarely – 5% Rarely – 10% 

Reducing Risk frequency 

and/or impact 
Often – 52% Rarely – 22% Rarely – 18% Common– 25% 

IT portfolio allocation across 

Run / Grow / Transform 
Often – 58% Common – 41% Common – 25% Common – 41% 

Metrics Type 

Percentage of respondents indicating that metrics is always used or is mandatory 

C
o

re
 

In
te

rn
a
l 

E
x

te
rn

a
l 

Always  100% - 75%  Often       74% - 50% 

Common 49% - 25%  Rarely      24% -  0% 



Suggestions and recommendations 

• Adopt the mindset that your organization is 
about technology, not just IT. 

• Think of how technologies can combine to 
amplify enterprise performance and the 
business model. 

• Connect growth and cost via the customer 
experience. 

• Act on mobility strategies and plans to 
become your industry’s leader. 

• Continue to remove internal distortions 
across processes, operations, systems and 
IT. 

• Embrace amplification through new IT 
strategies, skills, and metrics. 
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Gartner CIO Leadership Forum  

February 27 – 28, Dubai, U.A.E. 

March 5 – 7, London, U.K. 

March 25 – 27, Scottsdale, AZ 

CIO & IT Executive Summit 

October 9 – 11, Mexico 

 

Experience live analyst expertise plus much more at a Gartner event. 

Visit gartner.com/events



Gartner Symposium/ITxpo: The world's most important 

gathering of CIOs and senior IT executives 
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• Hundreds of analyst-led sessions, workshops, how-to clinics and more 

• Role-based tracks designed to address your key priorities and challenges 

• Immediately actionable take-aways—a clear action plan for the next three, six and 12 months 

• Mastermind Interview Keynotes with industry leaders 

• ITxpo exhibit floor with hundreds of top solution providers and exciting startups 

 

October 29 – 31 São Paulo, Brazil 

November 5 – 8 Barcelona, Spain 

November 12 – 15 Gold Coast, Australia 

August 28 – 30, Cape Town, Africa 

October 3 – 5 Tokyo, Japan 

October 10 – 12 Goa, India 

October 21 – 25 Orlando, FL 

Visit gartner.com/events



• Visit gartner.com/webinars 

– Today's presentation will be available in  

24 hours 

– Check out the schedule of upcoming Gartner 

webinars (plus on-demand webinars) and don't  

forget to share these resources with your 

colleagues 

• Contact your Gartner account executive with any 

additional questions, comments or for a 

complimentary copy of today's presentation 

Simple steps for increasing the value 

of today's webinar experience 

 34 

http://www.gartner.com/webinars
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