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Alberta Health Services

ñTop 5 most integrated health care system into the worldò

5th largest employer in Canada 

Support 4.2M Albertans

Physician Offices................2,165
Chiropractor Sites.................840
Dental Offices ......................798
Practitioner Offices...............635
Community tƘŀǊƳŀŎƛŜǎΧΧΧ1365
Diagnostic Imaging Clinics ΧΧΦΦ21

https://www.albertahealthservices.ca/news/Page14471.aspx


The Art of IT Performance 
Measurement (for CIO and 
CFOs)

Jesse Tutt



IT Analytics

In August 2017, the IT Analytics team was created to measure the performance of the:

ÅInformation Technology Department ($0.5B annual spend & 2,000 IT Staff) and 

ÅCare Program ($1.5B) ïimplementing EPIC across the province

The goals of the team are to:

ÅReduce Costs

ÅImprove Service Delivery

ÅIncrease Risk Transparency
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Maturity in Three Dimensions

Future

Data Management Excellence

Analytics 
Excellence

Reporting

Business Intelligence

Advanced Analytics 
(Predictive, 

Prescriptive)

Basic Analytics 
(Descriptive, 
Diagnostic)

Data Science
(Cognitive, Context-Aware)

August 2007

Today

Enabling Advanced Business 
and Life Outcomes 
(Data-Driven Culture, 
Digital Ecosystems and Business 
Moments, Data Literacy) 

Augmented Analytics
(Pervasive, Automation, 
Algorithm Marketplaces)

Leading Change
for Impact

https:// www.gartner.com/document/3884502

https://www.gartner.com/document/3884502


The Value of Analytics

Data for Discovery 

ñOpen Mindò

New Approaches to Analytics. Dell. 2016.

TIME
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BUSINESS VALUE

Business 
Intelligence

Data Science

Data for Reporting 

ñEnd in Mindò



Gartner / CEB CIO Metrics Framework

https:// www.cebglobal.com/content/dam/cebglobal/us/EN/best-practices-decision-
support/information-technology/pdfs/cio4282615syn%20mr%20unbalanced%20scorecard.pdf

Operational Performance
ÅKey applications and systems availability Help-desk first-call resolution

ÅPercentage of applications with global licenses

ÅPercentage of key suppliers with regular (monthly. quarterly. semi-annual) review sessions

ÅPercentage of infrastructure service requests closed within service-level agreements

ÅNumber of applications used by more than one line of business

ÅPercentage of standardization by infrastructure tower or application 

Talent Management
ωRatio of IT headcount (number of full-time IT staff) versus all employees 

ωRatio of contractor headcount versus full-time IT staff headcount 

ωEmployee morale/satisfaction (multiple-point scale. low to high) 

ωIT staff turnover rate 

ωIT staff absentee rate 

ωAverage days to fill a seat 

ωShare of IT training spent in business units 

User Satisfaction
ωPercentage Of returned satisfaction surveys 

ωHelp-desk client satisfactionτpercentage dissatisfied 

ωSatisfaction with individual operational services, network, infrastructure. etc.) 

ωPerceived quality Of communication about available service and new technologies 

ωAverage end-user satisfaction rating 

ωAverage executive satisfaction rating 

Financial Performance
ÅTotal IT budget as percentage of revenue

ÅTotal IT spending by region or business unit

ÅPercentage of IT expenditure delivering functionality

ÅPercentage of "lights-on" operating costs (Including break/fix, depreciation) from total IT 
spend

ÅPercentage reduction in maintenance cost (YOY) Dollars saved through vendor reviews 
and negotiations

ÅPercentage of budget allocated to unplanned projects

ÅPercentage of year-over-year cost reduction per service

ÅActual spend versus planned spend (YOY)

ÅCentral IT spend as percentage of total IT spend

ÅIT cost per user

Information Security
ÅPercentage of systems compliant with IT security standards 

ÅNumber Of security incidents in operational systems or infrastructure which led to 
material loss 

ÅPercentage Of external partners in compliance with security standards 

ÅPercentage of high-level security breaches dealt with n agreed time 

ÅPercentage Of new initiatives that receive security and compliance sign-off 

ÅNumber of high-impact incidents per month identified and prevented 

Project Performance
ÅPercentage of projects on time. on budget. within scope& Percentage of projects 
compliant with architectural standards

ÅPercentage of project requirements fulfilled via reuse

ÅPercentage of infrastructure standardization projects of total project pool

ÅPercentage of projects aligned with corporate strategic goals

ÅPercentage of projects initiated with cost-benefit analysis

ÅPercentage of applications deployed on a global basis 

https://www.cebglobal.com/content/dam/cebglobal/us/EN/best-practices-decision-support/information-technology/pdfs/cio4282615syn mr unbalanced scorecard.pdf
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Challenges

We face challenges with:

ÅThe amount of data we have (+15 PB),

ÅThe number of stakeholders (100s),

ÅThe number of systems (1,600),

ÅMaster data (E.g. 20 different names for the 
same building),

ÅGetting access to data (E.g. cloud), and 

ÅResistance (E.g. data siloes, worries about 
transparency, etc.). 



Dashboard of Dashboards

Use Case

ÅExecutive team is 
looking for an 
important report

Measureable Impact

ÅA single favorite / 
URL enables 
reporting to be 
found quickly



Sample Visualization:

Financial Performance
Use Case

ÅA department, team or 
service is looking for 
more resources

Measureable Impact

ÅA benchmark from 
Gartner or comparable 
organization increases 
adds valuable context 
credibility and to 
staffing financial 
reporting



Sample Visualizations: 

Operational Performance

Use Case

ÅWithout context, 
KPIs are 
ineffective.

Measureable 
Impact

ÅCommunicating 
the trigger and 
trend is 
necessary to 
drive action

Trigger

Trend

KPI



Sample Visualization:

Read Me

Use Case

ÅViewers tend to jump to 
/ seek óthe answerô to 
the strategic question, 
rather than the next 
óquestionô.

Measureable Impact

ÅAdd a ñRead meò noting 
the purpose, definitions, 
usage, data sources, 
limitations, and contact 
information




