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Senior Management Expectation Survey
Introduction: How to Use this Tool

This survey is meant for IT leaders who are looking for feedback from the senior management team in their organization about their perceptions of IT performance. This survey will collect data on what senior managers expect of the IT department and how they feel IT is delivering on those expectations. 

Who should do this survey?
All senior managers and members of the executive team within an organization should complete this survey.
What should be done with the results?

Once all applicable persons have completed this survey, the IT leader should gather the results and calculate an average score for every question. 

Survey
Senior managers/members of the executive team: please answer both parts of each question. The answers in the first part of the question should represent the level of expectation you have of IT in the specific areas described. The second part of the question should represent how you feel IT is meeting the expectations you just described.  
Please rate the extent to which you agree that IT meets expectations in the following areas:

	Financial Management

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	IT provides detailed breakdowns of projected and actual IT costs.
	 FORMCHECKBOX 

	1 = No cost reporting
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Report some high level costs
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Report some detailed and high level costs
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Report all costs and chargebacks
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT leader accurately budgets for IT expenditures.
	 FORMCHECKBOX 

	1 = No budget forecasting 
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = High level annual budget forecasting
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Detailed annual budget forecasting
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Detailed multi-year budget forecasting
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	IT is fiscally responsible with the investments it makes.
	 FORMCHECKBOX 

	1 = IT investments are not planned
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = IT investments happen ad hoc
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = IT investments mirror short-term needs
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = IT investments generate good ROI
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The business is sufficiently involved in prioritizing initiatives.
	 FORMCHECKBOX 

	1 = IT initiatives are not prioritized
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Business does not know IT priorities
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = IT informs business of IT priorities
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Business prioritizes IT initiatives
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The investment the business makes in IT results in business value.
	 FORMCHECKBOX 

	1 = No value expected
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Little value expected
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Some value expected
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Significant value expected
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	IT metrics are related to business value.
	 FORMCHECKBOX 

	1 = No metrics reported
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Technical metrics reported
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Metrics reference business value
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Metrics report business value
	 FORMCHECKBOX 

	4 = Meets All Expectations


Please rate the extent to which you agree that IT meets expectations in the following areas:
	Service Delivery

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT department consistently delivers on its commitments.
	 FORMCHECKBOX 

	1 = Projects are always late
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Projects are usually late
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Projects are usually on-time
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Projects are always on-time
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	IT effectively manages the backlog of business requests.
	 FORMCHECKBOX 

	1 = Backlog is very large
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Backlog is somewhat large
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Backlog is somewhat small
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Backlog is very small
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	IT proactively recommends solutions that improve business operations, efficiency, productivity, or revenue generation.
	 FORMCHECKBOX 

	1 = No benefit expected
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Benefit rarely expected
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Benefit usually expected
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Benefit always expected
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT department effectively keeps the technical operations running smoothly.
	 FORMCHECKBOX 

	1 = Frequent problems
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Occasional problems
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Rare problems
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = No problems
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The service offerings provided by IT are communicated to the business.
	 FORMCHECKBOX 

	1 = No services are documented
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Critical services are documented
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Most services are documented
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Full service catalog
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT department understands the service needs of the business.
	 FORMCHECKBOX 

	1 = Services never reviewed
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Critical services reviewed
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Most services reviewed
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = All services regularly reviewed
	 FORMCHECKBOX 

	4 = Meets All Expectations


Please rate the extent to which you agree that IT meets expectations in the following areas:
	Contribution to Corporate Strategy

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT leader contributes to organizational strategy planning.
	 FORMCHECKBOX 

	1 = Does not contribute
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Rarely contributes
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Sometimes contributes
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Significantly contributes
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	IT enables the future direction of the business.
	 FORMCHECKBOX 

	1 = Systems are available and reliable
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Systems are optimized
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Automate business processes
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Provide innovative solutions
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT department understands the organization’s business strategy.
	 FORMCHECKBOX 

	1 = Unaware of business strategy
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Aware of business strategy
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Understands business strategy
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = IT collaborates in business strategy
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT strategy is aligned with the business strategy.
	 FORMCHECKBOX 

	1 = No alignment
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Little alignment
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Significant alignment
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Total alignment
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT strategy is visible to the entire senior management team.
	 FORMCHECKBOX 

	1 = No IT strategy exists
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = IT strategy is documented
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = IT strategy is presented to business
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Business collaborates in IT strategy
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The ideas brought by the IT leader to strategic planning are for improving the business, not just IT.
	 FORMCHECKBOX 

	1 = No improvement expected
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Little improvement expected
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Moderate improvement expected
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Significant improvement expected
	 FORMCHECKBOX 

	4 = Meets All Expectations


Please rate the extent to which you agree that IT meets expectations in the following areas:

	Personal Effectiveness

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT leader has the confidence of the senior management team.
	 FORMCHECKBOX 

	1 = The IT leader is not trusted
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = The IT leader is rarely consulted
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = The IT leader is sometimes consulted
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = The IT leader is a trusted advisor
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT leader understands how the business operates.
	 FORMCHECKBOX 

	1 = The IT leader has no understanding of business operations
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = The IT leader has minimal understanding of business operations
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = The IT leader has a good understanding of business operations
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = The IT leader fully understands business operations
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT leader communicates technical concepts in business terms.
	 FORMCHECKBOX 

	1 = Only communicates in technical terms
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Technical terms with business references
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Illustrates business examples
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Communicates in specific business terms
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT leader keeps the IT department running at an optimal level.
	 FORMCHECKBOX 

	1 = No resource management
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Usually under resourced
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Resourced for steady demand
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Resourced for peak and low demand
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT leader regularly meets with business partners to understand their needs.
	 FORMCHECKBOX 

	1 = Never meets
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = Meets when problems arise
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = Meets to provide status
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = Resourced for peak and low demand
	 FORMCHECKBOX 

	4 = Meets All Expectations

	
	
	
	Senior manager’s expectations of IT
	
	Senior manager’s perception of actual IT performance

	
	The IT leader spends the right amount of time focusing on day to day operations.
	 FORMCHECKBOX 

	1 = 0-20% of time on strategy
	 FORMCHECKBOX 

	1 = Meets No Expectations

	
	
	 FORMCHECKBOX 

	2 = 21-50% of time on strategy
	 FORMCHECKBOX 

	2 = Meets Few Expectations

	
	
	 FORMCHECKBOX 

	3 = 51-79% of time on strategy
	 FORMCHECKBOX 

	3 = Meets Most Expectations

	
	
	 FORMCHECKBOX 

	4 = 80 - 90% of time on strategy
	 FORMCHECKBOX 

	4 = Meets All Expectations
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