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This research distinguishes itself from existing studies on IT governance through its specific focus and scope. It concentrates on two practices of ITIL v4 framework: Value creation and Performance measurement, with a geographical focus on small and medium-sized enterprises (SMEs) in the Southeast of England. The primary objective of IT governance, as identified in the literatures reviewed, is to align an enterprise's IT resources in a manner that accelerates the organization's business priorities. This alignment ensures that IT investments generate business value and that IT performs according to expectations.
The research questions and findings shed light on the challenges surrounding value creation and performance measurement within SMEs. Importantly, they highlight the driving forces behind IT value creation and the benefits derived from measuring IT performance in these organizations. Through semi-structured interviews conducted with three SMEs located in London, the research extracted a wealth of information regarding the challenges, driving forces, benefits, and challenges associated with measuring IT performance. The author analysed the interview data and drew conclusions based on their findings. Additionally, the author provides suggestions for further research and discuss how these findings contribute to the field of IT service delivery.
Overall, this research provides insights into the specific context of SMEs, value creation, and performance measurement within IT governance. Its unique focus and geographic limitation enhance our understanding of these areas and contribute to the broader field of IT service delivery.

Subject terms: IT governance, Value Creation, Performance measurement, SME, IT Governance Frameworks, ITIL, Service Value Chain .
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[bookmark: _Toc142478145]1.0  Introduction
This chapter seeks to provide the readers with a background information to the field of research and where the area of focus lies on. After gaining knowledge on the field of research, the readers will be exposed to the problem discussion and the research questions that arise from it. Further information on the perspective from which the research is conducted, and which limitations apply to this research. The chapter has also included some significant definitions to help the reader with the understanding of the research ecosystem.
[bookmark: _Toc142478146]1.1 Background
As the Chief Information Officer (CIO) of a limited liability company, the author has consistently approached the annual budget season with a sense of trepidation. During this period, the author anticipates the inevitable question from his boss, the Chief Executive Officer (CEO), that all CIOs and heads of Information Technology departments dread: "What are we actually gaining from this continuously expanding IT budget?" Or perhaps, "You have always emphasized that IT is an investment, so why does the budget keep rising?" In essence, the CEO seeks to understand the value that IT brings to our organization. It is a question that leaves many CIOs and heads of IT departments pondering, and one that all IT leaders in every organization should be prepared to answer. This is especially crucial as IT investments continue to grow year after year, often accounting for a significant portion of a company's total revenue, ranging from 1% to more than 20%.
Many of us IT leaders have often found it challenging to answer this question of IT value creation because the systems we develop, support, manage, or maintain are primarily utilized by departments and functional areas throughout the organization. These systems aim to enhance efficiency, effectiveness, and contribute to various goals such as increased sales, reduced expenses, improved efficiency, and enhanced competitiveness in the marketplace. Consequently, when confronted with such inquiries, IT leaders typically rely on their perception of how IT solutions have positively impacted projects across the organization, aligning with corporate strategic objectives. However, we often lack empirical data to substantiate our claims. This begs the question: What should a CIO do in such circumstances?
1.1.1  IT as a business
Many analysts are locked in serious debate on how to answer this question of IT value proposition, one of the areas being considered by many analysts is to treat IT as a business. This means transitioning from a non-charge out environment, where IT absorbs all development costs, to a charge out ecosystem where all IT costs are assigned to the user departments based on their use of the resources. This model will see IT operate as a zero-cost department with no annual budget issues. All the IT department has to do is tell the user departments how much to budget for IT.
However, there are some downsides to this method of approach. First, this model will isolate each individual department or functional unit into a silo rather than centralizing IT and digitalization as a single overall company policy. An example of this would be the development of applications or introduction of cloud. The ramifications of this sort of system would affect all departments. Secondly, with this charge out system model, the IT department will charge each department a monthly bill for a range of products, services, and support, including development costs, IT infrastructure usage costs, and overhead costs. This billing method will present some challenge to the IT department to maintain its relationships with the different departments, especially if the bills are higher than the budget estimates.
The most important challenge with the charge out approach is that the internal IT department might be treated as a business, a system that may sound good at the first look. However, with a closer look, this might force the user department or functional units within the organisation to start considering cheaper alternative systems or suppliers outside the internal IT department of the company. If this happens, it will not only make system maintenance more complicated and drive a wedge through the company and its centralization agenda but will definitely erode the main advantage of enterprise networking system.
1.1.2 IT Governance
One might ask “why should IT be the only department that is immune from governance oversight? The Sales department is routinely measured on whether it is increasing corporate sales, Human Resources is constantly being questioned on how its salary system compares to the industry, manufacturing team is being challenged on its costs of production and if there are alternative methods and locations, while Marketing must assure top management that its brand positioning is the best for the organisation. Therefore, since Information Technology is now parts and parcel of the business and one of the most important business functions, one can argue that the best way to deal or answer the question of IT value proposition is to govern IT like any other enterprise business units or departments by measuring the effectiveness and efficiency of the IT operation through performance monitoring.  This can be achieved by enforcing performance measurement to IT service delivery and requirement that all large scale new or modified system change management  are analysed, after completion, to verify that the objectives were met, and the ROI was proven.
[bookmark: _Hlk141252075]Appropriate governance of information technology (IT) has been proved by many researchers to be critical in harnessing the full benefits of IT investments in organizations. Research by (Weill, 2004) showed that organizations with proper governance of IT will result in at least 20 percent higher returns on assets than organizations with weaker governance. Another study finds that better IT governance practices lead to improved IT outcomes (IT Governance Institute, 2009). Consequently, extensive effort has been made in the development of various standards and frameworks that facilitate effective IT governance (Warland & Ridley, 2005). However, despite all these standards and frameworks such as ITIL, COBIT and ISO38500 for effective IT governance, research has shown that large proportions of organizations especially small and medium size organisations have not adopted any. Winniford et al. (2009) in her survey on US companies found that less than half had implemented any type of IT governance standards or frameworks. Also, a recent survey by IT Governance Institute (ITGI) in 2008 found that the level of adoption of standards and frameworks that facilitate ITG is much lower by small and medium size organizations (IT Governance Institute, 2008).
Given the important role IT plays now and continues to play on growth and survival of SMEs in the current  global and competitive market and  given that research shows enterprises achieving higher performance with their IT investments while others fail to do so, the issue that should be on top of every CIO list are “what are those factors that help organizations to perform better with their IT Investment”. Researchers and practitioners have argued that IT governance (ITG), which “is about the strategic alignment of IT with business strategy”  can make the difference. Therefore, one can argue that the most important information technology challenge faced by enterprises now and in the future is more to do with understanding the value creation of IT and less of the technology itself.
1.1.3 IT Governance Frameworks
Information technology governance frameworks refers to processes that guide the decision-making and management of IT within an organization, by  ensuring that IT activities are aligned with business objectives, risks are managed effectively, and IT resources are used efficiently, while monitoring and measuring performance (IT Governance Institute, 2007). An organization has the option of adopting one or more governance frameworks, large organisations with multiple locations, divisions, and subsidiaries, may deploy more than one framework in order to fulfil diverse IT service delivery requirements, while SME’s may only choose to use one or two options within the framework. Some of the most widely used governance frameworks are:
· Information Technology Infrastructure Library (ITIL) - The most popular IT governance framework within the United Kingdom. It emphasizes the alignment of IT services with business objectives.
· Control Objectives for Information and Related Technologies (COBIT) - COBIT started in the audit space but soon expanded into IT governance. The COBIT framework and toolset is developed by ISACA. ISACA views COBIT as a counterpart framework to ITIL.
· Business Process Framework (or eTOM) – An IT governance framework that has seen widespread adoption in the telecommunications industry.
· Microsoft Operations Framework (MOF) – Provides a mechanism for managing the IT lifecycle. It covers everything from implementation to costs and focuses more on Microsoft technologies.
· ISO/IEC 20000 – This is the first global standard for governance. It was developed in 2005 and revised in 2011 and 2018. Originally built to reflect the best practices in ITIL, it supports other governance frameworks as well. It provides clear specifications for ITSM systems.
These frameworks provide a structure for defining roles, responsibilities, and processes related to IT governance.
1.1.4 Performance Measurement
Performance measurement is the process of assessing and evaluating the performance of individuals, teams, processes, or organizations against predetermined goals, objectives, or benchmarks. It involves collecting and analyzing relevant data and metrics to determine the degree of success in achieving desired outcomes. As it relates to information technology, performance measurement refers to the process of quantitatively evaluating the effectiveness, efficiency, and quality of IT operations and services. This process involves setting performance metrics, collecting data, analyzing, and interpreting the results, and using the insights gained to improve IT performance and deliver value to the organization.
1.1.5 Value Creation
ITIL 4 defines value as the perceived benefits, usefulness, and importance of something. While referring to Value creation as the process of generating value for stakeholders, whether they are customers, shareholders, employees, or the society at large. It involves activities and strategies that increase the worth, utility, or desirability of a product, service, or organization. As it relates to Information technology, value creation refers to the process of using information technology (IT) to enhance the value of a business. This can be achieved by leveraging IT to improve business processes, increase efficiency, reduce costs, improve customer experience, and enable innovation.
1.1.6 Small and Medium Enterprises
Rothwell & Zegveld, 2009 defined small and medium enterprises as businesses whose revenue falls short of certain limits or have a certain profile that is demarcated in terms of number of employees/financial profile. The European standard states three general parameters for SMEs in Europe, the smallest in size are the micro-entities which are the companies with up to 10 employees. Followed by companies that employ up to 50 workers which are termed as small, while the ones that employ up to 250 employees are medium sized (European Commission, 2003). SMEs can also be defined in terms of their financial profiles for instance a turnover of €10-50 million or a balance sheet total of €10-43 million, the company will be considered SME. IT governance is proving to be a necessity in organisations of all sizes, even in the smaller ones but the limitations have to be considered. Most research on IT governance have focused on large organisations, but it is a well-known fact that SMEs are of crucial importance for most economies all over the world, at present, more than 90 percent of all companies in every country fall in SMEs’ category which emphasis on the importance of SMEs for national economies in every country, hence the reason this research wants to highlight the significance of IT governance in SMEs.
[bookmark: _Toc142478147]1.2 Problem discussion
Many Information Technology literatures have argued that Information technology investment comes with both tangible and intangible benefits. Tallon, Kraemer and Gurbaxani (2000) stated that the inability of traditional firm-level economic analysis to account fully for the intangible impacts of IT has led to calls for a more inclusive and comprehensive approach to measuring IT business value. Burtscher, Manwani & Remenyi, 2009 in their own review pointed out that the failure to govern IT adequately can result in insufficient financial return of IT investments, large financial losses, and an increased risk profile of the organization. Mahmood (1993) argued that; Strategic managers clearly need a better understanding of the impact of IT investment on organizational strategic and economic performance. A review of IT performance clearly shows that it has played a significant role in businesses in the last two decades, however, considering the difficulties associated with accounting for IT business value faced by CIO,s and IT leaders, insufficiency of rich data on IT payoffs, and the fact that most research studies done have been made on large companies, I have decided to focus this research on how SMEs can use IT governance through performance measurement to demonstrate value creation and answer the question of “what is the value of IT to this company”. 
[bookmark: _Toc142478148]1.3 Research Objective
Businesses have many reasons for investing in IT solutions (product, services, and processes). These reasons can range from business-IT alignment, integrated enterprise and risk management, IT enablement of business, IT resource management and performance optimisation to regulatory compliance and corporate governance requirements. Large, small, and medium enterprises use different ways to govern their IT, however, since much research has already been conducted on the larger enterprises, this research focuses more on the smaller and medium enterprises. The question that is central in this research is:
How Can SME’s Evaluate Their Information Technology (IT) Investments ?
Answering this research question will help me identify the IT value creation by SMEs through IT governance. To help reach this goal, I need to answer the following sub questions:
· What is IT Value creation and its driving forces in SME ?
· What is IT performance measurement and its benefits to SME? 
· What IT Governance Frameworks are available for SME’s?
Not much academic research has been conducted on IT governance in SMEs; it is rather  a new and undeveloped area, and the author believes that his research will contribute to the academic debate in this area.
[bookmark: _Toc142478149]1.4 Perspective
There are many viewpoints available to any research paper; the reason for this being that each field requires different expertise and/or skills. This research is targeted at the field of Business Management and Information Technology, therefore the perspective from which I have written this research is from the point of view of IT Service Management. By IT Service Management I mean how Information Technology investment in an organisation is managed to deliver value to the business. To get the best possible outcome for my research, the case study has selected leaders that are playing leading role in delivery IT service in their organisations. This group the author believes will provide a better knowledge of understanding based on their knowledge, experience, and insight.
[bookmark: _Toc142478150]1.5 Delimitation
The field of IT governance comprises of five domains: risk management, resource management, strategic alignment, value creation, and performance measurement. One of the biggest challenges IT directors faces in their organisations is how to show the value of IT investments, therefore, the focus of this research is on Performance measurement domain within SMEs in Southeast of England, for the reasons mentioned on the problem discussion section (1.2). The SMEs used for this research has 70-250 employees and an annual turnover of 50 thousand to 2million British pounds. The research identifies the benefits and challenges of measuring IT performance within SMEs , also the value created by proper IT governance. The main reason behind these limitations has to do with the time available for me for this project; focusing on all domains of IT governance will require a lot of time. Therefore, I have chosen to limit myself to the area of Southeast of England because of resources constrain (mainly capital) to travel further away from by base to perform research on a wider area scale.

[bookmark: _Toc142478151]                                                            Chapter Two
[bookmark: _Toc142478152]2.0 Literature Review
 The intension of this chapter is to review some existing literature in the field of IT Governance using secondary research resources as a basis for understanding of the topic in question. Secondly, this chapter will Introduce some key concepts relating to IT Governance, such as how different scholars and researchers have tried to define IT Governance, the different domains of IT Governance and its frameworks.  Subsequently, the secondary research will Introduce ITIL and details of ITIL v4. 
[bookmark: _Toc142478153]2.1 Review of Existing Literature
De Haes et al. (2010) in their paper titled “IT Governance and Business­IT Alignment in SMEs” reported results of the research on the level of Business­IT alignment in small and medium enterprises in the Netherlands. The research claimed that, despite the fact that enterprise governance of IT has been identified to be very important for organisations for over many years, no research on how IT governance are done in SME already exist. The research further explains a Strategic Alignment Model and a Strategic Alignment Maturity Assessment Method to measure the Business­IT alignment. After applying the model to 13 small and medium companies in the Netherlands, the conclusion showed that the IT alignment and IT intensity levels are rather low compared to the average score for big companies, furthermore the research revealed that companies with higher level of IT alignment also have less mature set of IT governance practices and vice versa.
 A research paper by Devos et. al (2012) titled “Rethinking IT governance for SMEs” advocated a special approach to IT governance in SME. The authors outline key differences between SME’s and large organisations, these includes different cultural, economic and managerial environment around SMEs. They claimed based on these differences that SMEs are not just  companies of a smaller scale but a completely a separate environment hence, IT  governance practices designed for big companies cannot be applied successfully in SMEs  without crucial rethinking. In addition, they believed that the success of IT governance in SMEs is more reliant on trust rather than on control, to prove this they conducted an extensive case study of 8 companies which recently had an outsourced information project that failed or succeeded, their findings supported the theories by the authors. 
Ajegunma et al. (2012) In his master’s thesis explored IT governance in SMEs in one of the Swedish provinces, his focus was on two domains of COBIT framework, i.e., “Deliver and Support” and “Monitor and Evaluate” in order to answer the question "How can IT governance create value and IT performance be measured in SMEs?".  Ajegunma used four real-world cases studies to answer this question­ Challenges and Driving forces of Value creation and Challenges and Benefits of Performance management. The research identified some challenges of value creation associated with budget approvals for IT investments, defining clear goals for IT departments, following the standards set enterprise­wide and training of employees to ensure the new investments deliver. For the driving forces of value creation, they include leveraging of IT to gain competitive advantage, enhancement of employees’ performance, fluent flow of information, proficient marketing using different IT resources, better knowledge management, increased hierarchical control within the enterprise. The research also identified some benefits of performance measurement, which includes  enabling tracking of systems performance, ii) ensuring balance between IT and business, iii) enhanced efficiency of the business and iv) a follow-up on the systems to ensure that performance is of a high standard. The challenges identified in regard to performance measurement includes estimation the time spent on measuring IT performance between employees and implementation of management techniques and identifying the right data to be used at the right time.
Ayat et al. (2011) in their own research paper titled “Issues in Implementing IT Governance in Small and Medium Enterprises”  identified key issues of implementing IT governance in SMEs this includes no standard or framework for IT governance in SMEs and adoption of frameworks designed for  big companies is difficult in SMEs due to their differences. The research summarised the major differences in SMEs and then showed an application of the ISO/IEC 38500 standard to SMEs. Finally, it concluded that the standard is useful and describes what needs to be done but does not cover how. The  limitations of COBIT, ITIL and standards like ISO/IEC 20000 or ISO/IEC 20000 was also identified.  Inconclusion, Ayat et al. (2011) recommended further research on new framework based on  principles of the ISO/IEC 38500 standard. 
Huang, Zmud and Price (2009) in their own research show their findings in regard to the types of IT governance practices implemented in SMEs and their influence on the enterprise. The team proposed categorization of some of the governance practices ­ decision locus, involvement of senior  management, governance practices communication and measures of success. They further sub­categorise the constructs and analyse the effects of each sub­category on the SMEs participating in their case study. 
Finally, Devos, Van Landeghem and Deschoolmeester (2012) in their own paper, took the perspective of entrepreneurial SMEs and discuss the IT governance practices in that domain. The paper is based on 33 chapters coming from scientists from all over the world (including developing countries) and aimed at shedding light to the issues of IT governance in SMEs. They combine different techniques for data collection ­ case studies, interviews, literature reviews, theoretical models, and surveys, which are leveraged to draw conclusions on specific aspects of interest in the field. They described the specific features that differentiate entrepreneurial SMEs from larger companies including i) independence, ii) personal influence (of CxOs), iii) bigger risk appetite, iv) centralization of authority (specifically in IT governance decision­making) and others, while challenging the questionable assumption that SMEs are inherently innovative and flexible. The research concluded that in the current state of the art, IT governance mechanisms are implemented using a top­down approach to the organization which is unsuitable for SMEs. 
[bookmark: _Toc142478154]2.2 IT Governance
 With information technology changing the landscape of business, it is no surprise how IT governance have become an important issue to organisations. IT governance is considered as a subcategory of Corporate Governance, Brisebois, Boyd & Shadid, 2001 argued that although IT governance is sometimes mistaken as a field of study on its own, it is actually a part of the overall Corporate Governance Strategy of an organization. IT governance was initially defined as the organizational capacity exercised by the board, executive management, and IT management, to control the formulation and implementation of IT strategy and in this way ensure the fusion of business and IT (van Grembergen, 2010).  The subject of IT governance is one of those fields which has been defined in various different manners by different researcher.
2.2.1 Different definitions of IT governance 
There is no consensus by both researchers and industry experts on the definition of IT governance yet. The view has been mixed, some see it as a management tool while others call it an accountability framework or a tool to allocate responsibilities, still others dub it an instrument to creating value (Brisebois, Boyd & Shadid, 2001). A number of different definitions have emerged, within the years,  each of them seems to speak to the subject matter depending on the situation being faced. It will be important to review some of these definitions for the sake of thorough understanding of the reader and for easy explanation of the idea of IT governance as a strategic tool as well as a field of research. Below are some selected definitions:
Van Grembergen (2003: 242) defined IT governance as the organizational management of IT and business processes; but specifically in such a way that IT and business are integrated.
Patel (2002: 3167) agrees that IT governance is the alignment of IT with business objectives, or in other words, the delivering of business opportunities from IT. 
Burn & Szeto (1999: 197) stated that the process of aligning business and IT is ‘critical and increasingly problematic’. 
Peterson & Ribbers (2002: 3143) in their own definition sees IT governance as the fusion of business and IT, 
Parker stated that IT governance is based on ‘lateral decision-making processes’ between the organisation and its IT divisions. 
Hoffman (2003: 14), viewed IT governance as a way to ensure that technological and IT labour costs are disciplined. Koch (2002) supported Hoffman IT governance definition. He states that organizational units must be consistent in their IT governance, in order for business objectives to be aligned. 
Kan (2003: 2) highlights another important IT governance aspect. He states that IT governance is a way of guaranteeing the delivery of the expected benefits of IT. 
Ross & Weill (2004a) agreed that IT governance is a technique used to ensure the expected deliverables of IT, by ensuring the realization of the desirable IT behaviour. 
Finally, the IT Governance Institute (2000) expanded on this definition by adding that IT governance is the delivery of IT, while balancing risks. Risks can be minimized with the correct organizational decision-making structures and the assignment of roles and responsibilities. This research paper drawing from the above defines IT governance as: A framework of IT and business-related processes, designed to deliver maximum business value, through effective performance measurement, while managing risk and resources.
2.2.2 Essential domains of IT Governance
 IT governance as a framework is segmented into 5 domains (Strategic alignment, Value delivery, Risk management, Resource management and Performance management) each playing a vital role in achieving the main goals of IT governance, which is the alignment of the IT resources of an enterprise in a way that fast-tracks the business priorities of the enterprise and assures that the investments in IT generate business value, and making sure that the risks associated with IT activities are dealt with and diminished. Even though this research is focused on the performance measurement domain of IT governance which is the accountability of the Business-IT activities and the monitoring of these activities. I will wish to elaborate upon the idea known as IT governance and for that it is necessary to briefly discuss all five domains of the IT governance.  It must be noted that all the definitions below are according to the IT Governance Institute (2000).
2.2.2.1 Strategic alignment 
Strategic alignment domains of IT governance focus on ensuring that the IT resources of the company are in coherence with the strategic business objectives of the enterprise such as goals, business strategy, intent of the company, etc. The main significance of Strategic alignment domains is to push the enterprise into the right direction and ensuring that the enterprise is better aligned than the rivals.
2.2.2.2 Value delivery 
Value delivery domain of IT governance main objective is to ensure that IT projects and services are delivered efficiently and effectively, providing value to the organization by optimization of the expenditure done. Effective value delivery ensures that IT investments provide the expected benefits to the organization, improving efficiency, reducing costs, and increasing revenue. 
2.2.2.3 Risk management 
Risk management domain of IT governance involves identifying, assessing, and managing IT-related risks to minimize the potential impact on the organization. Risk management has been seen as the highlight of organisational governance by many enterprises. Effective risk management helps organizations to identify and manage potential IT risks, reducing the likelihood and impact of IT-related incidents. 
2.2.2.4 Resource management
Resource management domain of IT governance focused on personnel, infrastructure, and budget, to ensure they are used effectively and efficiently. Effective resource management helps organizations to optimize the utilization of IT resources, ensuring that they are used efficiently and effectively. 
2.2.2.5 Performance measurement 
Performance management within the contest of IT governance is all about monitoring and measuring the performance of IT services, processes, and personnel to ensure that they meet the organization's objectives and deliver value. Performance management helps organizations to ensure that IT services and processes operate efficiently and effectively and delivering the expected benefits to the organization. Furthermore, it provides transparency of IT related costs, which increasingly account for a very significant proportion of most organisations‟ operating expenses. 
[bookmark: _Toc142478155]2.3 Choice of domains 
The choice of performance measurement domain as the area of study was driven by my own experience working in the technology sector over the past two decades. Both as Chief Information Officers (CIO) and Heads of Information Technology departments I have struggled to prove the value of the IT investments to my bosses. My view is that this problem can be addressed by appropriate IT Governance through effective Performance Measurement. Performance measurement provides shines the light on every aspect of IT service management, through performance measurement, organisations can identify which functions are performing, and which is not, where should the focus be, what should be improved. Etc. So with this high level of significance, I see performance measurement as the key to unlocking the question of value of IT investments. The focus on only one domain and not the remaining four domains of IT Governance is not due to the four being less important but due to the lack of time and resources. Choosing one domain which I feel very passionate about will give me more time to go deeper into the understanding of subject matter. 
[bookmark: _Toc142478156]2.4 Performance measurement
2.4.1 What is performance measurement? 
According to the IT Governance Institute (2007), performance measurement is the tracking and monitoring of resource usage, process performance and service delivery, strategy implementation, and project completion. With performance measurement, one can analyse the successfulness of a group, program, or organization's efforts by taking the collected data on what actually happened and seeing if it was what was planned or intended upon from the beginning. The main goal of performance measurement in any organisation according to IT Governance Institute is monitoring resource performance and with the information can then make improvements where necessary. 
2.4.2 Why use performance measurement? 
Peter Drucker quoted  “You can't improve what you don't measure.”, meaning that whatever cannot be measured cannot be valued, we can only improve or make changes to a system for optimal performance if we can identify were we have bottlenecks. Therefore, for any organisation to be able to maximise resources, it must be able to measure its performance. The effectiveness of the performance measurement within an enterprise can be achieved once the necessary considerations have been taken into account and the necessary steps have been taken to ensure it all. With the help of Patricia Lichiello‟s Guidebook for Performance Measurement (1999), I have identified some of these steps : 
· Finding new goals and objectives: When performing measurement, you look at where and what to improve in a particular process, whether it is human interrelated, or technology based. 
· Improve work quality: With performance measurement organisations looks at how efficiently their IT system is performing and if an issue is identified, it can be dealt with immediately, this will help improve the quality of the end result.
· Collaborating: Technology helps a lot in collaboration process. Collaboration between multiple programs might eliminate duplication that a single program can oversee. 
· Keep track of progress: This is more or less what performance measurement is all about, keeping track of what’s going on and optimizing it to its‟ extend. 
· Reporting out: When having all the information, you need to know what to do with it; what aspect to keep the way they are and which aspect to make improvements to. 
· Time and resources: After having identified what and where, an enterprise will have a clear overview on how they will use this process. An outcome can also be that the enterprise does not proceed with performance measurement at a specific moment due to lack of time and/or resources. 
· Knowing how to explain: Communication between the ones working with the performance measurement and upper-level managers and stakeholders is crucial; one has to be able to not only know what he/she is doing, but also be able to explain to the other(s) in a way that they will understand.
· Stakeholders: In the end, an enterprise has to meet the needs of the stakeholders. The stakeholders need to be satisfied with the progress. 
2.4.3 Process steps for measuring performance. 
This section gives a brief description on the steps for measuring performance for SMEs, based on the Continuous Strategic Improvement Process model for SMEs (Hudson, Lean, & Smart, 2001). The steps include the following:
· Name: The first step in measuring performance is to clearly define the goals and expectations for the individual, team, or organization being measured. This involves setting specific, measurable, achievable, relevant, and time-bound (SMART) goals that align with the overall objectives of the organization. 
· Act: Here, the project team that has been selected starts collecting the improvement suggestion and identify the key performance indicators (KPIs) that will be used to measure progress towards those goals. 
· Use: The next step is to collect data on the identified KPIs. Data collected needs to be analysed to determine progress towards goals and identify any areas for improvement. 
· Learn:  Here, SME’s reviews the progress towards the targets, asses the success of improvement, reviews continued appropriateness of the performance measures, and feedback actions from review to relevant staff. 
2.4.4 Summary performance measurement 
Patricia Lichiello‟s Guidebook for Performance Measurement (1999) helped me to identify why performance measurement is of importance based on the following,  finding new goals and objectives; improve work quality; collaborating; keep track of progress, and finally reporting progress. Furthermore, the guidebook illustrates some key elements to be taken into consideration by an SME before measuring performance. These includes time and resources, knowing how to explain, and stakeholders. Also, using Hudson et al., 2001 Continuous Strategic Improvement Process for SMEs, I was able to identify the four stages to illustrate the process SME has to undergo through when it comes to performance measurement, these includes name, act, use, and learn.  
[bookmark: _Toc142478157]2.5 IT Governance framework 
IT Governance Institute, 2007 quoted “For IT to be successful in requirements, management should put an internal control system or framework in place” There are a number of internationally recognised frameworks relating to the IT Governance proposed by scholars such as COBIT, CMMI, ISO/IEC 38500:2015 and ITIL etc.
COBIT- Control Objectives for Information and related Technology is a framework that was created by the Information Systems Audit and Control Association (ISACA) for information technology (IT) management. COBIT provides a set of measures, indicators, processes, and best practices [2]. In its fourth edition, COBIT identified 34 high level objectives that covers 215 control objectives categorized in four domains namely Plan and Organize; Acquire and Implement; Deliver and Support and Monitor and Evaluate.
CMMI Capability Maturity Model Integration (CMMI) was founded by Software Engineering Institute (SEI) at Carnegie Mellon University. CMMI is a process improvement maturity model for the development of products and services. It consists of best practices that address development and maintenance activities that cover the product lifecycle from conception through delivery and maintenance. 
ISO/IEC 38500:2015 provides guiding principles for members of governing bodies of organizations (which can comprise owners, directors, partners, executive managers, or similar) on the effective, efficient, and acceptable use of information technology (IT) within their organizations.
 However, for the purpose of this research, Information Technology Infrastructure Library (ITIL)  framework has been selected as the best practice.
2.5.1 ITIL 
2.5.1.1 ITIL Background and Its Role on It Governance 
ITIL was published in the 1980s, by the Central Computer Telecommunications Agency (now Office of Government Commerce). The first version of ITIL has 31 associated books covering all aspect of IT services. In the year 2000, the second version of ITIL was published as a set of revised books which become universally accepted for effective IT service provision and in 2007, ITIL V2 was enhanced and consolidated to the third version of ITIL which covers IT service lifecycle. ITIL V3 published in 2007 is a library that contains a set of five books and 26 different processes inside different phases of its lifecycle that describes the processes that need to be implemented in an organization and provides a systematic approach in the area of IT Governance, management, operations, and control of IT services. ITIL V3 framework contains five phases: 1. Service Strategy; 2. Service Design; 3. Service Transition; 4. Service Operation; 5. Continual Service Improvement (ItSMF, 2011).
 The current version of ITIL (ITIL v 4) launched in 2019, is the latest evolution of ITIL, which have reshaped the established ITIL practices in the wider context of customer experience, value streams, and digital transformation, while embracing new ways of working, such as Lean, Agile, and DevOps. ITIL 4 provides a holistic framework for best-practice IT service management, it introduced the service value system (SVS) to represent how different components and activities of the organization work together to facilitate value creation through IT-enabled services. The approach elevated the profile of service management in an organization to a more strategic level, focusing on delivering value, while offering a flexible, coordinated, and integrated system for the effective governance and management of IT-enabled services
2.5.1.2 Introduction of the ITIL 4 framework 
According to CompTIA14 and Forbes15 statistics, ITIL is the most widespread and accepted approach to the management of IT services focusing on reconciliation of IT and business. Owned by Axelos, a UK based company that maintains and updates best practices, it provides organisations with the need to address the new challenges of service management while exploiting the potential of modern technologies. In February 2019, ITIL released and published its latest instalment, called ITIL 4. This latest version came with a new structure, a reduction of principles, the addition of new practices, use of modern principles and tools such as Lean, Agile and DevOps. The key elements, together with services, are people and their cooperation across organisations. Equally important is the user experience and the use of Big data Instead of the service life cycle and its phases in ITIL 3, ITIL 4 uses a service value system together with a service value chain and a four-dimensional model. 
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[bookmark: _Hlk141257612]                                 Figure 1:   Introduction to  ITIL Version 4 
2.5.1.3 Service Value System (SVS)
 ITIL v4 reshapes many of established IT service management practices in the context of customer experience, services values system and digital transformation. The Service Value System represents how individual components and activities of the organisation cooperate and facilitate the creation of values through IT based services. They can be combined in a flexible way that requires integration and coordination in order for the organisation to be consistent. It facilitates this integration and coordination and provides the organisation with a strong, unified orientation focused on values. The Service Value System consists of the following parts: Opportunities; Demand ; Outcome ;Guiding Principles ; Governance ; Service Value Chain ; Practices ; Continual Improvement 
   [image: What is the ITIL 4 Service Value System? - IFS Blog]
[bookmark: _Hlk141257654]                                 Figure 2 : ITIL 4 Service Value System 
2.5.1.4 Service Value Chain (SVC) 
In the Service Value System , an embedded Service Value Chain (Figure 5) can be found. This is a set of interconnected activities that, if linked together in the right order, provide a functional model (operating model) for the creation, delivery, and continuous improvement of services. It allows an organisation to define many variations of these links, known as Value Streams. In total, it contains six activities that lead to the creation of a product and service and consequently to the creation of value. The six activities are as follows: Plan ; Improve ; Engage ; Design and Transition ; Obtain/Build  and Deliver and Support 
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[bookmark: _Hlk141257691]Figure 3: ITIL 4 Service Value Chain
2.5.1.5 Four Dimension Model 
ITIL 4 introduces 4 service management dimensions, of which each component of the service value system should be considered this is to ensure a holistic approach to service management, the four are as follows: 1. Organisations and People 2. Information and Technology 3. Partners and Suppliers 4. Value Streams and Processes. By paying appropriate attention to each of the four dimensions the organisation shall ensure that its service value system remains balanced and effective. The four dimensions represent views relevant to the whole service value chain. All of them relate to the management of services and the services themselves.
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[bookmark: _Hlk141257724]                              Figure 4: ITIL 4 visualised Four Dimension
[bookmark: _Toc142478158]2.6 ITIL Relationship with The Five Pillars of IT Governance
2.6.1 ITIL and strategy alignment
The alignment of IT and business strategy plays an essential function in this aspect and very crucial point to creating competitive advantage. According to Chen, Business-IT Alignment can be categorized into three dimensions: Architecture, Governance, and Communication (Chen, 2008). Esmaili et al. in their paper define the role of ITIL in IT and strategy alignment into two different approaches in the context of a business organization (Esmaili, Gardesh and Sikari, 2010). They declare that ITIL uses IT services as an enabler and a potential for new initiatives of business activities and as a supportive mechanism to meet the business strategies and goals to facilitate business maturity. Kashanchi and Toland in their research, declare that ITIL is an effective method of aligning IT and business objectives (Kashanchi and Toland, 2006):
2.6.2 ITIL and value creation
Values in the context of business are related to the design and business outcomes. According to Orr et al. values can be expressed in many ways as are presented below (Orr et al., 2016): Achieving service levels from a business outcome perspective; Delivering business metrics supported by IT quality measurements; Measuring IT quality in business/user terms, such as customer achievement of outcomes and customer satisfaction. ITIL can contribute to the value creation by using the Service Strategy phase, with the alignment of IT and business strategy, by increasing effectiveness, competition, and market spaces.
2.6.3 ITIL and performance evaluation
Service capacity management is one of the components which is part of the Service Design phase of the ITIL. This is responsible for ensuring that the performance of IT services is within the parameters which are defined in service level agreements, which defines the performance and expectation between IT and its customers (Moeller, 2013). ITIL is a framework that helps when changes are proposed and after they are implemented to optimize IT performance. The ITIL impact on performance evaluation is described in Moeller book, on availability management process which contains the following objectives: Engage adequate needed resources including updates of the current and future organization needs; Ensure continues oversight of services and guidance to entire areas of organization IT functions; Ensure presence by achieving or at least meeting and eventually exceeding benchmarks by managing services and resources related to the availability performance; Enable on-time diagnosis and problem resolution of availability related of incidents and other related problems; Enable continues assessment of the impact of any changes in the availability, performance including capacity of all services and resources; Proactive measures shall be implemented wherever those actions can be cost-justifiable.
2.6.4 ITIL and information asset management
Asset management purpose is to identify, control, record, report, audit and verify the business service assets, and is responsible to manage and protect the integrity of service assets by ensuring that only authorized components and authorized changes are used. It supports the ITIL processes by providing accurate configuration information to help in the decision-making process, to resolve incidents and problems (UCISA, 2014). According to UCISA, service asset and configuration management principles includes: The framework and main principles are set out against which assets and configurations are developed and maintained; The resources are controlled so assets and configuration management operations are continually in check; Requirements to bring corporate governance, e.g. software asset management; The need for availability, reliability, and cost-effectiveness services are present; Focus change in the transformation from detect and fix into an advanced system by predicting and proactive approach; Establish control level to capture all requirements on time as far as traceability and auditing; Accurate asset and configuration management for business and the process of service management; Introduction of further automation by reducing costs.
2.6.5 ITIL and risk management
ITIL is a framework that helps to identify the need for information security in an organization, it views security not just as an IT issue, but as management issues as well, with a focus to achieve the following goals (Moeller, 2013): 
· Availability objective – timely information availability and usability whenever the need arises. 
· Confidentiality objective – refers to provide access only those authorized in reference to information sharing.
· Integrity objective – Information stays intact, fully complete, accurate and always protected. 
· Authenticity and nonrepudiation objective – All transactions and information sharing between organizations or business partners can be trusted.
According to Hertvik, IT risk management is a continues process that has its lifecycle (Hertvik, 2017). He declares that risk can be identified in the Service Design and Continual Service Improvement phase of ITIL Framework. Also, he declared that ITIL framework with the continual service improvement practice can contribute to follow and update the risk management plan for improvement.
[bookmark: _Toc142478159]                                                       Chapter Three
[bookmark: _Toc142478160]3.0 Methodology
Chapter 3 is focused on the methodology of my research; in this chapter the author will be sharing an in-depth knowledge of how the research will be conducted. The scope covers things like research philosophy and approach and how the data for the research was collected and analysed. Furthermore, I have provided my readers with an explanation on why I choose a particular method and the verification of the credibility. 
[bookmark: _Toc142478161]3.1 Research philosophy
A research philosophy is a framework that guides how research should be conducted based on ideas about reality and the nature of knowledge (Collis and Hussey, 2014, p.43)( Collis, J. and Hussey, R. (2014). Business research. 4th ed. Basingstoke: Palgrave Macmillan).The proposed research philosophy for this paper is from an interpretive perspective, reasons being that the philosophy matches the exploratory studies being conducted, furthermore, it enables accurate insight into the main issues, which is IT governance in SMEs. It must be acknowledged that some organisations especially SME’s might govern IT, not under the name “IT governance” but the fact would remain that in one way or the other except if IT is not used at all, IT must be governed either through certain framework, guidelines, resource management or IT requirement specification etc.
[bookmark: _Toc142478162]3.2 Research Approach
Two standard approaches exist to choose from on this research Inductive and Deductive. According to Saunders, Lewis and Thornhill (2009, pp. 124), it is useful to attach these research approaches to the different research philosophies, deduction owes more to positivism and induction to interpretivism. Both approaches will help me to determine the starting point of my research. The inductive approach begins with the collection of empirical data, which are then used in developing a theory after thorough data analyses have been carried out. While deductive approach starts by developing a hypothesis or using an existing theory, and then employ a suitable strategy to test such a theory or hypothesis.
My decision to combine both inductive and deductive approaches for this research was reached after reviewing both approaches, reason being the exploratory nature of my research topic. The inductive approach will be used to gain in-depth understanding of the subject matter from the collected data, while the deductive approach will be used to compare existing theories to make sure that the data collected is pointing in the right direction. The  ITIL (Information Technology Infrastructure Library)  framework will be used as the guiding principle to inform the formation of theory. The part used in ITIL will be limited to Service Operation and Continual Service Improvement (CSI).
[bookmark: _Toc142478163]3.3 Research design and data collection
3.3.1 Exploratory Studies
The exploratory research is flexible and allows the researcher to change direction on the light of new data (Saunders et al., 2007, p. 133). An exploratory study will be used in this research in other to get better understanding of how SMEs with London and its environment are leveraging IT governance through performance measurement to create value in their IT Investments. 
The two principal ways I carried out this exploratory research. 
I. literature search was conducted. 
II. Carry out interviews with individuals who are enlightened in the subject area.
3.3.2 Research Strategy
A research strategy helps the researcher to devise a means by which their research questions can be answered, and this strategy is normally informed by the nature of the question which it is intended to answer.
3.3.2.1 Case study
Robson (2002, p. 178) defines case study as a strategy for doing research which involves an empirical investigation of a particular contemporary phenomenon within its real-life context using multiple sources of evidence. I have chosen a  case study over the other available strategies because of the authors belief that it will allow for  more in depth understanding of issues, because of the face-to-face interview and discussion with the experts in the study area. Saunders et al.(2009) claims that case studies are often used in explanatory and exploratory research because of the considerable ability of the case study to provide answers to the „why‟, „what‟ and „how‟ questions. A number of small and medium size enterprises were selected within London and South-East of England for this study. A total number of four participating SME’s were involved in this case study, therefore the research strategy used was a multiple case study. An interview technique was used for the case study which provided me the opportunity to further ask to follow up questions related to the research topic. The names of participant companies used as case studies for the research can be found below.
3.3.2.1.1 Selection of participants
The selection of participant organisations was based on five criteria.
1. Company size: Participant organisations must have between 50 to 250 employees.
2. Size of IT architecture and infrastructure within the enterprise.
3. Annual turnover: The organisation will have an annual turnover of between 50 to 500  thousand pounds
4. IT manager or CIO. This is important because I needed to interview an expert with an understand of how IT Performance is measured with the organisation. I did not want to fall into the trap of having to interview management members who barely understand the study area.
5. Location: location of the company must also fall within London and Southeast of England as this research is focused on this area.
3.3.2.2 Data collection
Data will be mainly collected from primary, secondary, and tertiary sources . Primary data will be collected through Semi structured interview, this is due to the open-ended nature of the questions which the author have designed to collect data. Semi structured interview technique  encourages interviewees, in the sense that it gave room for interviewee‟s to share their knowledge and experience about specific open-ended questions. The flexibility of the semi structure interview allowed me to spring up additional questions based on the responses received from the interviewee. This was very helpful in understanding the way that IT governance creates value and IT performance measured in SMEs. In this research four individuals were interviewed from four different companies and all the interviews were non-standardised and face to face. Duration of each interview vary between 30 to 60minutes.Secondary data source used in this thesis came from literatures, scientific journals, and company reports. I used the secondary data collected to structure the frame of reference in chapter 3 of this research, this also helped in formulating the interview questions. 
3.3.2.3 Data Analysis
In this research, data has been collected qualitatively, Elo and Kyngäs (2007) define qualitative data analysis as the process of bringing order, structure and meaning to a mass of collected data. And Saunders et al. (2007) describes qualitative data as all non-numeric data or data that have not been quantified and can be a product of all research strategies. Interviews was the main source of qualitative data in this research and in order to make this data meaningful and useful, data analysis is required. Data which have been collected were sorted into the categories they fit, an example of such category was „The challenges of IT performance measurement‟ and the categories were later reframed to form sub-heading underneath the analysis chapter. Afterwards, analytic induction was used to iteratively examine all the selected cases with the aim of identifying and exploring events. Finally, a narrative analysis was adopted, this helped in outlining and demonstrates what i have understood by the data analysed.
[bookmark: _Toc142478164]3.4 Choice of Method
The method I employed in this research is strictly informed by the nature of my research questions. Firstly, I restate that the research objective is to see “ how proper IT governance can help SME’s create value from their IT Investments and I have also discussed in the problem discussion section that majority of research in the area of IT Governance have been focused on large organisations. Also, it was discussed in section 2.1 that a research philosophy guides the way we view events happening in the world around and after carefully observing the meanings of the numerous philosophies, I decide to adhere to an interpretive perspective. Secondly, I considered quality rather than quantity since I intend to explore and gain a rich insight into the subject matter. Henceforth, I adopted the qualitative method since I will only be using case studies and conducting semi structured interviews with the top management members of companies.
[bookmark: _Toc142478165]3.5 Research Credibility
The research credibility has to do with how accurate or correct the data collected and analysed is, hence, I have taken this very seriously at every point of this research process. In next two sections I try to discuss how reliability and validity  of a research paper is perceived and these would help reduce the possibility of getting the answers wrong.
3.5.1 Reliability
Saunders et al. ( 2007), explained research reliability was as the extent to which data collection techniques will yield consistent findings, similar observations would be made, or conclusions reached by other researchers or there is transparency in how sense was made from the raw data. The four threats to reliability as claimed by Robson (2002) namely, subject or participant , subject or participant bias, observer error and observer bias were all taken care of by the authors. 
3.5.2 Validity
The validity of a research is judged by checking that the results of a research are actually what they should be. Validity is concerned about the relationship between variables and whether it is a causal relationship (Saunders et al., 2007). The methodology in this thesis paper was designed to capture answers to the research questions, and empirical data were collected as accurate as possible while the data analysis geared towards the interpretation of the data. Hence, the results are simply a reflection of the analysed data. The frame of reference in this paper was structured to serve exactly this purpose and according to Yin (1988), it is possible to obtain external validity by using replication logic in multiple-case studies. This was the situation in this research as four cases were used during the empirical finding, this type of selection helps to envisage similar results. For these reasons, I am certain that this study satisfies the validity mentioned.
3.5.3 Generalization
In the course of my research, which is limited to SMEs, I did notice that SMEs vary a lot, in terms of size, annual turn-over, business area of concentration etc. I also observed that experiences and abilities of IT managers vary in SMEs, while some SMEs have IT managers other do not. Same applies while some heavily depend on IT resources, some outsource their IT and others don’t subscribe to anything mentioned above. Therefore, this research paper could not be considered for generalisation even though that I have used multiple case studies. Kolberg (2008) discusses the issue of case study approaches in relation to complexity and generality and noted that solving the complexity that surrounds case studies is more valued than its generality.
[bookmark: _Toc142478166]                                                           Chapter Four
[bookmark: _Toc142478167]4.0 Empirical findings
This chapter provides the reader with some knowledge on the interviewed companies and how they responded to the interview questions. The interview questions were formulated based on the theoretical values IT governance claims to deliver to organisations. And the finding summarised on Table 4.1.
[bookmark: _Toc142478168]4.1 The Theoretical Values IT Governance Claims to Deliver
Alignment Between IT and Business Strategies (Parker, Peterson & Ribbers, 2002: 3143) The alignment of IT with business strategies is considered to be the most urgent reason for organizations to implement IT governance. 
Assure Expected IT Benefits (Kan, 2003: 1) As an organization’s IT governance frameworks matures, a secure and established IT environment will help organizations to gain the maximum benefits offered by IT. In other words, IT governance aims to deliver the full potential of IT initiatives. 
Return on Investment (Patel, 2002: 3163) Many organizational initiatives forcefully promote return on investment and IT governance is no exception. For an IT governance framework to be effectively implemented, processes must first become established within the organization. The return on investment by implementing IT governance is a benefit that is only realized over a period of time, and by the successful maintenance of the framework.
Increased Organizational Success (Kan 2003: 2) and Value (Hwang, 2002: 15) Organizational success is the collaboration of various processes, of which IT governance is only one. Effective IT governance does contribute enormously towards the success and value of an organisation. 
Shareholders’ Contentment with the Organization’s Success (Parker, Peterson & Ribbers, 2002: 3143) IT governance aims to increase the satisfaction of the shareholders of an organization, this not only includes financial issues like savings on IT costs but also gives shareholders ease of mind regarding their investments. 
Competitive Advantage (Patel, 2002: 3163) By implementing an IT governance framework, organizations can strengthen their IT processes, which in turn, could give organizations an edge over their competitors. Competitive advantage is one benefit that IT governance offers, which forces organizations to seriously consider the implementation of such a framework.
Decreased Risks (Carroll, Ridley & Young, 2004: 233) Calder & Watkins (2002: 65) divide risks into two sections: speculative risks and non-speculative risks. Speculative risks are closely related to business strategy, i.e., an organization can either gain profit or suffer losses. These types of risks can be predefined abstractly and can, to some extent, be expected to materialize. Non-speculative risks are the risks organizations experience from which only a loss can occur. Non-speculative risks occur unexpectedly, and limited provision can be made for these crises. IT governance aims to reduce speculative risks by ensuring that IT complements the organizational business strategies. Non-speculative risks are also minimized through the processes and standards specified in an IT governance framework. 
Efficiency and Control of IT Functions (Van Grembergen, 2003: 242) An overwhelming 80% of production downtime consists of operator error and application failures, each contributing 40% (Office of government commerce, 2002: 5). Operator errors consist of issues like lack of procedures, backups, and errors. Application failures include untested releases and poor change management, to name but a few. IT governance frameworks like ITIL provide excellent guidelines for sound application and service management.
 Best Practices of IT Functions (Kim, 2003: 13) Frameworks like ITIL provide extensive sets of predefined processes, contributed by various experienced practitioners all over the world. As an IT governance framework matures, processes might be continuously evolving. The implementation of best practices as replacements for ineffective existing processes is a main characteristic and benefit of IT governance frameworks like ITIL. 
Clear Allocation of Roles and Responsibilities for IT Functions (Hwang & Liu, 2003: 11) Roles within an IT governance framework is the behaviour or function that each individual plays which contribute to the IT function within the organization. Responsibilities are the specific actions an individual must be accountable for. IT governance aims to reduce ownerless processes by assigning roles and responsibilities, and in turn appointing people to prevent these processes from failing. 
Effective Management of IT (Schwarz & Hirscheim, 2003: 129) (Hwang & Liu, 2003: 13) CEO, CIO, unit managers and an IT governance committee all have different management responsibilities relating to IT within an organization. IT governance creates a clear and common direction for these executives to work towards and in accordance with. 
Increased IT Control and Standards (Hwang & Liu, 2003: 13) Controls are not only required to detect, prevent, and correct unlawful events, but also to try to ensure that objectives are achieved (IT Governance Institute, 2000: 3). The target of an IT governance framework should be to implement the maximum control with the minimum processes. Standards are the criteria according to which IT functions must be carried out. IT governance raises the need for effective controls and standards within an organisation and is usually implemented using ISO 9000 and / or ISO 19977, to name but a few. 
Improved Product or Service Quality – More Satisfied Clients (Patel, 2002: 3163)  IT governance frameworks like ITIL provide a comprehensive set of processes and standards, which is developed to not only improve an organization’s product, but also to increase customer service. According to the Central Computer and Telecommunications Agency (2002: 27), world-class service can influence the success or failure of organizations to a significant degree and can be considered a competitive advantage. IT governance aims to deliver customer service as a competitive advantage. 
Control (Hoffman, 2004: 6) and Lower (Patel, 2002: 3163) IT-Related Costs One of the main goals of IT governance is to create uniformity and consistency of all IT-related issues within organizations. IT governance aims to manage IT centrally and on a high level, in order to create uniformity, which in turn will improve the control of IT and decrease IT costs. 
Prioritize IT Initiatives (Hoffman, 2004: 6) In a typical organization either business or IT departments can initiate IT projects. IT governance is a mechanism that allows IT projects to be neutrally reviewed and prioritized, without the interference of the organizational politics that usually influence these decisions. 
[bookmark: _Toc142478169]4.2 Participants in The Empirical Study 
The topics presented in the previous sections were discussed with IT leaders  in three organizations identified below with the aim of documenting their general perceptions of IT governance. Each of the topics discussed with the organizations was compared with the literature in order to assist the researchers in formulating an opinion. Owing to the confidentiality of the interviews, the details of the three companies will be limited its acronyms CODUB, Linland and Pinmetrics.  
4.2.1 Overview of Companies Interviewed
4.2.1.1 CODUB 
Codub is an organization based in London, with office located in Liverpool Street London, employing 200 employees and specializes in developing asset management software and foresees a substantial growth in its market segment in the near future. Codub spends about 3% of its annual turnover on IT  investments, although still in the early stages of implementing an IT governance framework (ITIL) internally, the most common practices of ITIL process such as Incident , Problem and Change management is full up and running for the last few years. Thanks to thorough investigations into ITIL framework and the process of customizing a version, Codub was included in this research to ascertain how IT is governed within the organisation and the value believed to have materialised since implementation. The CEO, who also serves as the project manager responsible for the ITIL framework implementation and the Head of IT who manages the day-to-day IT operations were interviewed as part of the research work.
4.2.1.2 Linland UK 
Linland, an ICT service provider, operates from its office on Old Kent Road in London and boasts a total workforce of 150 employees and about 2-3% of the turnover  invested on the IT department. The company serves 500 national clients and supports a network that spans across the UK and Ireland. While Linland offers various services, such as software development and maintenance, its expertise lies in efficiently managing its clients' IT infrastructures through outsourcing. Linland holds the belief that they have achieved near-perfection in IT governance management. Their confidence in successfully implementing IT governance frameworks has led them to establish a dedicated team focused on sharing their knowledge and assisting other organizations in implementing effective ITIL frameworks. The Chief Information Officer (CIO), who serves as the lead project manager for the IT governance framework (ITIL) implementation, was interviewed as part of the research process.
4.2.1.3 Pinmeterics 
Pinmeterics operates as an online financial servicing company and maintains a workforce of approximately 200 employees, with 15 of the employers working in IT department. Their financial services cater to personal, commercial, and corporate clients within the United Kingdom. Pinmeterics heavily relies on the latest information technology to deliver their services across various locations in the UK. The company acknowledges that without IT, their existence would be impossible. In light of this, the Head of IT Strategy at Pinmeterics, who holds the responsibility for IT governance, was interviewed. This individual is highly qualified and has represented Pinmeterics at numerous conferences centred around IT governance, often delivering outstanding presentations. John Smith the head of IT revealed during the interview that the IT department has a budget of about 1-1.5% of the turnover for its investments; and that the department has to fight for it in order to receive more. Furthermore, there has to be some thoughts and motivation behind each decision to be made by the IT department. Finally, the department receives a frame which they have to keep to.
[bookmark: _Toc142478170]4.3 Interview findings
The interview questions were open ended, in order to give the readers a good understanding of how each of the companies interviewed are faring with their IT Governance journey so far, we have categorised our follow up questions into the following: The expected theoretical value; IT Governance relationships; IT governance implementation Strategy; The management of IT governance; Challenge(s) of IT performance measurement. Table 4.1 below provides the  analysis of the emerging themes from your interviews.
Table1 below summarised emerging themes from the three organisations interviewed, and CODUB, Linland and Pinmetrics. The representatives of the organisations interviewed shared the Expected Value (E) based on theoretical values IT Governance claims to deliver and the Actual (A) quantitative and qualitative Value realised so far before the interview.








	Emerging themes from your interviews 

	REASONS FOR IMPLEMENTING IT 
GOVERNANCE 
	ORGANISATION

	
	CODUB
	LINLAND
	PINMETRICS
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	Efficiency and control of IT functions 
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	*
	*
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	Clear allocation of roles and responsibilities for IT functions 
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	Control and lower IT-related costs 
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	Prioritize IT initiatives 
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	Ensure expected IT benefits 
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[bookmark: _Hlk142477536][bookmark: _Hlk141257801]                      Table 1 Analysis of the emerging themes from your interviews

4.3.1 The Expected theoretical Value  
Codub holds ambitious and theoretical expectations regarding the outcomes of IT governance. This inclination is unsurprising, considering the extensive research conducted by the company on IT governance and their intention to implement a framework aligned with the principles advocated in the literature. Their objective is to achieve 67% of the benefits highlighted in the literature. According to the CEO, Codub's primary motivation for implementing an IT governance framework is to safeguard shareholder interests by adopting best practices that minimize IT-related risks. Interestingly, while the interview touched upon the importance of aligning IT with business strategy, it is not considered a significant reason for implementing IT governance at Codub. Another compelling motivation for Codub to embrace an IT governance framework is the requirement imposed by their clients. Moreover, Codub believes that adopting the framework could provide them with advantages in their marketing campaign.
Linland's primary motivations for implementing IT governance, as stated by its Chief Information Officer (CIO) during the interview, are the establishment of standards, cost prevention, and the attainment of expected IT objectives through the adoption of best practices. Additionally, Linland recognizes the dual advantages it can gain from implementing IT governance. Not only does the organization anticipate significant internal benefits, but it also identifies a business opportunity in outsourcing its expertise to other organizations. Prior to implementation, Linland expected 77% of the theoretical benefits to materialize. According to the CIO, a satisfactory 81% of these benefits were achieved, with 49% of them being unanticipated before implementation. The actual benefits obtained by Linland after implementation are roughly in line with the expectations set beforehand, with the notable exception of costs. Linland reports that their IT-related costs did not experience a significant decrease, if any. One benefit that exceeded Linland's expectations was the impact on their marketing efforts. This encompasses the assurance clients feel regarding their investments in Linland, as well as the market share the company has gained by delivering these services to clients.
Pinmetrics had highly business-oriented expectations prior to implementing IT governance, setting it apart from the two previously discussed organizations. The alignment of IT and business strategy stood as the foremost motivation for Pinmetrics to adopt a framework. Unlike Codub and Linland, Pinmetrics heavily relies on IT to fulfil their business goals. Therefore, the organization's primary objectives revolve around business outcomes rather than IT-centric goals. Even after almost five years since the initial implementation of their IT governance framework, Pinmetrics is still in the process of aligning IT to effectively complement their business strategies. While Pinmetrics acknowledges that they haven't reached a point of complete satisfaction, their progress, considering the size of the organization, is deemed more than satisfactory. Pinmetrics admits to hoping for more confident IT decisions made by business representatives, a benefit that IT governance has yet to fully deliver. Similar to Codub and Linland, Pinmetrics also experienced limitations in significantly reducing IT costs through the implementation of IT governance. Nevertheless, Pinmetrics did achieve several key benefits through the adoption of an IT governance framework, including increased value from IT investments, secure shareholder investments, and the prioritization of IT projects by business representatives. Overall, Pinmetrics claims to have accomplished an impressive 91% of the theoretical benefits identified before the implementation of IT governance.
[bookmark: _Hlk138115497]4.3.2 IT Governance Relationships 
During the interview with Codub, both the CEO and Head of IT concurred that IT governance is a component of corporate governance. However, their viewpoints diverged regarding the relationship between IT governance and IT management. The CEO of Codub believed that IT governance encompasses IT management but extends beyond it. On the other hand, the IT manager argued that IT governance and IT management are synonymous and inseparable. Linland CIO interviewed also affirmed that IT governance is one element within the broader scope of corporate governance. According to Linland, IT governance involves implementing the processes defined by IT management, indicating that IT management is encompassed by IT governance. Pinmetrics held the perspective that corporate governance encompasses IT governance, and in turn, IT governance encompasses IT management. Both the existing literature and empirical studies agree that IT governance is a subset of corporate governance. However, the inconsistent perspectives observed among organizations regarding the relationship between IT governance and IT management reinforce the researchers' alignment with the literature: IT management is one aspect of IT governance.
[bookmark: _Hlk138115521]4.3.3 IT Governance Implementation Strategy
The managers interviewed at Codub holds the belief that IT governance should emerge as an initiative derived from corporate governance, with the processes being defined at the business unit level. Similarly, Linland supports the notion that IT governance should be implemented as a hybrid approach, combining elements of both top-down and bottom-up strategies. In contrast, Pinmetrics (CIO) argues that IT governance should be primarily designed at the top level, employing a top-down approach for its implementation. The literature survey reveals that the implementation process of an IT governance framework is closely intertwined with the organizational culture. Organizations with strong top management may benefit from a centralized top-down approach, which can effectively implement IT governance. Conversely, organizations with influential representatives in various business units may prefer a more decentralized, bottom-up approach. Consequently, the researchers acknowledge that there is no one-size-fits-all solution.
However, the researchers contend that IT governance should be centrally implemented as a hybrid approach, incorporating elements of both top-down and bottom-up methods. The process should be initiated by top management, as they bear the responsibility for corporate governance, and IT governance aligns with this overarching goal. Hence, the origin of IT governance should stem from a top-down approach. Nevertheless, in order to ensure a comprehensive framework, active participation from business units is vital. By employing a bottom-up approach, initiated, and supported by top management, the involvement of business units can be secured. When the requirements of top management align with the inputs from the business units, a well-balanced IT governance framework can be developed and sustained.
[bookmark: _Hlk138115546]4.3.4 The Management of IT Governance 
According to Codub, the CEO assumes the ultimate responsibility for IT governance, while the day-to-day operations are primarily managed by the head of IT department. Codub also emphasizes the importance of establishing an IT governance committee, ideally comprised of the CEO, CIO, CFO, representatives from business units, internal auditors, and external auditors serving in an advisory capacity. Linland aligns with Codub's perspective that the CEO bears the ultimate responsibility for IT governance. However, as Linland’s board of directors does not include the CIO, an IT governance committee consisting of a team of experts, led by a specific IT manager, manages the IT governance operations. This committee is responsible for overseeing IT governance management. Pinmetrics, on the other hand, has a comprehensive and business-oriented committee dedicated to managing IT governance. The primary leadership of this committee falls upon the CIO, with the participation of eight business representatives and two IT experts as committee members. A vital role within the committee is that of the secretary, responsible for the logistics of IT governance. Pinmetrics acknowledges that the secretary's contribution is critical to the success of their IT governance efforts. The researchers assert that the management of IT governance is closely intertwined with its implementation and is contingent upon the unique culture of each organization. The specific structures and compositions of IT governance committees may vary accordingly.
[bookmark: _Hlk138115589]4.3.5 Challenge(s) of IT performance measurement 
Codub has encountered a significant challenge when it comes to measuring IT performance, and that challenge is time. According to the CEO, time is of utmost importance, yet it proves to be difficult to measure accurately. On the other hand, both Linland and Pinmetrics emphasized the need to be wary of confusion as a visible threat. They acknowledged that people and machines have distinct roles, with employees handling jobs and machines carrying out tasks. It is crucial for employees to understand how to respond to critical situations effectively, ensuring they are not repeated in the future. All three companies interviewed agreed that the primary challenge in measuring IT performance lies in identifying the appropriate data to be used at the right time, which can be a complex issue. When questioned about challenges faced in value creation and performance measurement, all the individual managers interviewed were firm in their stance that they had not encountered any major hurdles. They attributed this to the company's small size, explaining that their IT activities were relatively small and straightforward, making them easier to execute.
4.3.6 Reasons for and benefits of IT performance measurement 
The managers interviewed from the three companies unanimously agreed on the reasons for measuring IT performance. These reasons include enhancing the efficiency of the IT department and evaluating the value of IT resources to the company. Additionally, the IT leaders highlighted other important objectives of performance measurement, such as improving task completion times, reducing production cycle times, increasing customer satisfaction, and ensuring user satisfaction. They emphasized the importance of keeping track of ongoing activities and conducting check-ups before and after projects. However, they noted that this practice is more commonly implemented for large projects and is not as prevalent for smaller projects.
Furthermore, they all agreed that the benefit that arises from having the mentioned IT performance measurements is to keep track of what is going on and help address a situation if it occurs again in the future. The IT leaders admitted that IT helps their company in all aspects and that without IT, their business processes would be disrupted. Furthermore, it was noted that the three companies don’t make use or deem it necessary to use any advance methods in creating IT value and measuring IT performance. IT is being used to maintain customer relations, communication and also for invoice processing. Delivery of IT value is being leveraged in production planning and purchasing business process. These are believed to be the ways IT creates value. The company also make use of best practises in creating value.
[bookmark: _Toc142478171]4.4 Conclusion of Research Findings  
All the three companies interviewed have successfully implemented an IT governance framework (ITIL) within the last two years, only five benefits were expected and achieved by three organizations. These benefits are: 
· Decreased risk management 
· Effective management of IT
· Best practice of IT functions 
· Clear allocation of roles and responsibilities for IT functions. 
· Shareholders’ contentment
Two other benefits which was highly expected by the CIO’s failed to materialize, these were control and lowering of IT costs and Return on investment. All the organizations indicated that their IT related costs did not drastically decrease, if at all. Another interesting observation is the fact that all the three organizations, CODUB, Linland and Pinmetrics, did not convincingly recognize the ’Alignment between IT and business strategies’ as a prime expected benefit resulting from the implementation of an IT governance framework. 
The percentage of theoretical benefits expected by companies interviewed, that have materialized. On average the research analysis showed that only 85% of the theoretical benefits promoted by the literature, were recognized by organizations as benefits they expected, which makes it reasonable to state that organizations do not implement IT governance for the diverse benefits promoted by the literature. However, only 35% of the benefits the organizations did anticipate, have materialized.

[bookmark: _Toc142478172]                                                            Chapter Five
[bookmark: _Toc142478173]5.0 Analysis
Creating and delivering business value from IT is the main concerns of IT governance as it refers to the variety of mechanisms that any organization would implement and institutionalize to guarantee that business value is derived from IT investments (Korac-Kakabadse and Kakabadse 2001, IT Governance Institute 2001). The main question that we tried to find an answer for in our research is how organisation can evaluate value created from IT investments. Here the author tries to shed light, analyse, and answer the main research question by answering the three sub questions. This section is grouped into three parts based on the research questions posed in the thesis. This is done in order to be able to analyse the main research question (How can SME’s Evaluate Their Information Technology Investment?). The sub section (5.1, 5.2 and 5.3) is directly related to the thesis sub questions which are “What is IT Value creation and its driving forces in SME”; What is IT performance measurement and its benefits to SME and  What IT Governance Frameworks are available for SME’s‟ respectively. Table 5.1 below summarises the research analysis outcome .
	
	

	· Organizations are uncertain about the management of IT governance.
	The empirical study indicated that the perspectives organizations have on the management of IT governance are inconsistent with the literature. This conclusion is supported by the fact that the three organizations interviewed have clearly identified management-related factors as possible threats to the success of an IT governance framework.

	· Organizations implement an IT governance framework to achieve only a limited or specific number of benefits as promoted by the literature.
	The literature propagates a lengthy list of possible benefits organizations can achieve by implementing an IT governance framework. The research found that in practice, organizations only identified a few benefits as the motivation to implement a framework. The interview revealed that organizations implement IT governance with the main objective of solving specific problems within their organizations, rather than preventing future IT-related failures. Even though organizations do implement IT governance to prevent future IT-related failures, it is not their main motivation.

	· The majority of benefits anticipated by organizations before the implementation of an IT governance framework, eventually materialized.
	Even though the list of expected benefits by organizations is relatively limited compared to the list propagated by the literature, most of the expected benefits eventually materialized. The time period for organizations to achieve these benefits is unique to each organization. The empirical study suggested at least one year for an implemented IT governance framework to deliver its first benefits.

	· Organizations do not experience a drastic decrease in IT-related costs by implementing an IT governance framework.
	This benefit is strongly promoted by the literature, but in practice fails to materialize. However, our research shows that even though organizations’ IT costs remain much the same after the implementation of an IT governance framework, they now achieve much more value from IT initiatives than previously. Value, for example, includes more IT projects within the same budget as well as better IT management with less effort.

	· IT organizations do not implement IT governance frameworks with the aim of aligning business strategies with IT initiatives.
	This result is unexpected, as the main definition of IT governance is to aim and align business and IT strategies. The researchers concluded that, for IT organizations, information technology is the business they conduct with clients and therefore their business and IT would automatically be aligned. In other words, because IT organizations’ prime product or service offered to clients is information technology (e.g., development of software), and not a means of complementing a non-IT-related product or service (e.g., financial services), their IT and business is integrated by default


[bookmark: _Hlk142477503][bookmark: _Hlk141257850]                                           Table 2 Research analysis outcome
[bookmark: _Toc142478174]5.1 IT Value creation in SMEs
Information Technology (IT) value creation according to ITIL 4 refers to the process of maximizing the value delivered by IT services and IT investments to an organization and its stakeholders. Furthermore, it explains that the main focus of IT value creation is aligning IT activities with business objectives and ensuring that IT investments generate tangible benefits and outcomes. 
5.1.1 Driving forces for IT Value Creation According to Organisation Interviewed
The driving factors behind an SME's pursuit of value creation through IT governance can be linked to the five core goals of IT governance, one of which is value delivery. According to the theoretical framework, the concept of value creation/delivery highlights the potential influence of competitive advantage derived from IT. This notion was affirmed when the IT manager of CODUB acknowledged the evolving nature of the internet and its positive impact on the company's market involvement. This observation aligns with the third paragraph in section 3.2.2, which emphasizes how information systems enhance access to information and knowledge, leading to task accomplishment, goal attainment, and business value realization. In CODUB's case, adherence to industry best practices and established standards govern the delivery of IT value, as opposed to the company attempting to define its own standards for IT value creation—an approach that proved unsuccessful in the past.
LInland's CIO during our interview emphasized that the utilization of enterprise-wide systems, such as enterprise resource program (ERP) and the SharePoint portal for cloud computing, played a significant role in driving value creation and realization. Considering the substantial investment in these systems, effective governance becomes necessary to ensure value optimization. Furthermore, LInland ecosystem is a demanding environment where high standards and credibility are crucial. Maintaining strong customer relationships emerged as a common driver across all participating companies.
For Pinmetrics, the internet served as a vital IT resource, enabling communication with clients, customers, and facilitating online transactions such as bill payments. The CIO of Pinmetrics mentioned a wish list representing employee demands for specific IT resources. The board then evaluates this list to identify the resources that provide immediate value to the enterprise. Supporting business processes also emerged as a value creation driver through IT governance in SMEs. Pinmetrics relies on ERP systems and software applications like "Oracle database" to effectively manage the company's client knowledge.
[bookmark: _Toc142478175]5.2 IT Performance measurement in SMEs
IT performance measurement according to ITIL 4 refers to the process of assessing and evaluating the effectiveness and efficiency of IT services and IT service management practices within an organization. This involves measuring key performance indicators (KPIs) to monitor the performance and success of IT processes, services, and activities. IT performance measurement in ITIL 4 focuses on both internal and external perspectives. Internal measurements assess the performance of IT processes, functions, and activities within the IT organization, while external measurements evaluate the impact and value of IT services to the business and its customers.
5.2.1 Reasons for IT Performance Measurement According to Organizations Interviewed
Our Literature review identified five reasons why a small and medium sized enterprise would measure the performance of IT ; these reasons are based on Patricia Lichiello‟s Guidebook for Performance Measurement (1999). These reasons include the following:
· Finding new goals and objectives
· Improve work quality.
· Collaborating
· Keep track of progress
· Reporting out
For CODUB the main reason behind their IT performance measurement is to keep track of what is going on. This is mostly done before and after a medium and large size projects according to it CEO.
Linland uses IT performance measurement to make improvements and ensure efficiency and to increase productivity. It was very clear that they depend so much on feedback from the users of IT. The reason why the company is so much dependable on feedback from the users of IT is to ensure efficiency.
Linland was not alone in using IT performance measurement to ensure efficiency; Pinmetrics uses IT performance measurement for the same reason. Furthermore, the organisation uses IT performance measurement also to improve task times, to improve reduce times for production cycle, customer satisfaction, satisfaction of the users, etc. We can see many clear correlations between the reasons provided to us by the three interviewed SMEs and Patricia Lichiello‟s Guidebook for Performance Measurement. 
In summary, CODUB uses IT performance measurement to keep track of the progress, and both Linland and Pinmetrics use it to ensure efficiency; to improve work quality. The points that were not mentioned by the interviewed SMEs were finding new goals and objectives, collaborating, and reporting out. However, in return, based on the empirical findings of Pinmetrics, we could include improve task times, improve reduce times for production cycle, customer satisfaction, satisfaction of the users to the list of reasons why a SME would measure IT performance.
5.2.2 Tools Used by Organisations Interviewed
In the empirical findings we have used the Continuous Strategic Improvement Processes for SMEs (Hudson et al., 2001) to illustrate the process steps for measuring performance for SMEs. However, all the three companies interviewed identified different steps and tools for measuring performance of their IT value creation.
CODUB CEO explained how the company uses ITIL 4 Continual improvement model measure the performance of its IT value creation. The following 7 steps are:
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[bookmark: _Hlk141257884]             Figure 7 ITIL v4 Continual improvement seven-step
· What is the vision? – Improvement should always be focused on supporting the organization’s goals and objectives. Stakeholders will also want it to be linked to their strategic vision, or they may not consider it an ‘improvement’.
· Where are they now? – Assessing the current situation from technical, user, and human resource perspectives can help guide your efforts and avoid having to start from scratch.
· Where do we want to be? – Now, it’s time to visualize the results of your improvement initiative. Set your key performance objectives and start defining tangible objectives for your initiative.
· How do we get there? – This step is about planning how to get from A to B. The SVS Continual Improvement Model advises an Agile approach, with practitioners working towards iterative goals. However, this rule is not set in stone as it may be unsuitable for certain initiatives and businesses.
· Take action – Now, it’s time to execute your plan. You will need clear metrics as well as a tracking process in place to keep you focused. You can use whatever approach best fits the situation, whether you prefer waterfall management, Agile, or anything else.
· Did we get there? – Take a look at the progress you’ve made and how much value was created by your improvement initiative. If your ideal results were not achieved, does any additional action need to be taken? Will you be creating a new improvement project?
· How do we keep the momentum going? – A successful initiative can help build momentum and support for future work. Remember, the process is continual, so keeping teams and stakeholders happy is essential. Even a failed initiative can leave you with value-creating lessons to use later on.
Linland uses different tools to measure its‟ IT performance. One of tools used by the enterprise is the balance scorecard to keep track on how well or perhaps not so well, the IT is performing. Another measurement which the enterprise uses is a fault reporting system; this reflects on the quality aspect of the IT. For the fault reporting system, the enterprise uses a system called HP Quality Centre. 
Pinmetrics CIO confirmed that the tools that are used by the company to measure the performance of IT are namely HP insight manager, watch guard for firewalls, fault and error logs, error mails generated automatically and other standard windows tools.
Looking at the empirical findings of the three SME companies interviewed, we can see that CODUB is the only enterprise that resembles a bit to the Continuous Strategic Improvement Processes of Hudson et al., (2001). The other enterprises use mainly (in house) software to measure IT performance.
5.2.3 Benefits Archived by Organisations Interviewed
In today's world, IT plays a pivotal role, offering numerous benefits, particularly in the realm of performance measurement. As highlighted in the literature review, one of the primary objectives of performance measurement in an enterprise is to monitor the effectiveness of IT investments within the organization. This valuable information allows enterprises to identify areas for improvement and make necessary enhancements to optimize performance.
When looking at CODUB, we can see that one of the benefits of measuring performance of IT, within the enterprise, has been that the opportunity to follow up on the systems and compare how and where progress needs to take place.
Linland shared the same vision on the benefits arising from measuring IT performance as CODUB; keep track of what is going on and help address a situation if it occurs again in the future. 
For Pinmetrics, IT is very crucial, the CIO, went as far to say that without IT, the business processes would be disrupted. IT brings balance to the enterprise. Furthermore, the IT of Pinmetrics is being used to maintain customer relations, communication and also provide offering to customers. If the organisation wishes to keep this the way it is, it needs to measure the performance to ensure that the balance remain intact. 
The significant value of IT performance measurement lies in its ability to provide a clear understanding of the current state of affairs within an SME. By actively tracking and monitoring IT performance, organizations can make informed decisions that shape the future of the enterprise. Our research findings support this notion, as both CODUB and Linland utilize IT performance measurement to stay informed and drive improvements. Additionally, our research uncovered another noteworthy benefit of IT in achieving balance within an enterprise, as reported by Pinmetrics. We concur with this observation, as IT has the potential to enhance relationships with both customers and employees. This is evident in the research findings of Pinmetrics, highlighting the positive impact of IT on customer relations and employee satisfaction.
5.2.4 Challenges Identified by Organisations Interviewed
Besides reasons to use IT performance measurement, Patricia Lichiello‟s Guidebook for Performance Measurement (1999) highlights 3 matters to keep an eye out for; matters that could face a challenge to a SME. These are as follows:
· Time and resources
· Knowing how to explain
· Stakeholders
Upon examining the challenges identified in the interviewed SMEs, it becomes apparent that time management and ensuring effective communication are key areas of concern. Pinmetrics, a small and medium enterprise, faces the challenge of selecting the right data for IT performance measurement at the appropriate time. Similarly, CODUB emphasizes the importance of time as a challenge, with the IT head acknowledging the difficulty of measuring it accurately. This leads us to another challenge identified during our interviews: confusion, which was observed within Linland.
Both Pinmetrics and CODUB encounter challenges related to time, aligning with the considerations raised by Patricia Lichiello's Guidebook for Performance Measurement (1999), which emphasizes the significance of time and resource allocation. Linland introduces an additional matter worthy of attention: confusion. This challenge highlights the importance of ensuring clear understanding and alignment among all stakeholders. Furthermore, we believe that this challenge corresponds with the concept of "knowing how to explain" outlined in Patricia Lichiello's Guidebook for Performance Measurement (1999).
[bookmark: _Toc142478176]5.3 Examining a Best Practice framework for SMEs using ITIL 4
This research referred to ITIL V4 in the theoretical frame as a framework to be used for analysis in order to be able to suggest a similar framework for SMEs. The five components of the ITIL 4 Service Value System (SVS); the guiding principle, governance, Service value chain, practices and continual improvement offer a blueprint for delivering value to the business through IT services. Organizations, with the oversight of corporate governance and the insight of the seven guiding principles, execute on the six components of the service value chain while leveraging the 34 practices and seeking continual improvement of all service management and value delivery activities. The components selected to be used from the Service values system are “ Service Value Chain” and “Continuous Improvement”.

[image: ITIL4 FAQs | Global Knowledge]                     
[bookmark: _Hlk141257997]                                Figure 8 ITIL Service Value System (ITIL v4)

5.3.1 Service Value Chain (Deliver and Support)
The domain of delivery and support focuses on providing crucial services such as data management, operational facilities, security and continuity, and user support. Throughout this research, data collected from all the interview sessions consistently demonstrates the relevance of the delivery and support domain in the context of SMEs. This validity can be illustrated by utilizing the recommended management questions from the IT Governance Institute, such as "Are IT services being delivered in alignment with business priorities?"
In all the investigated cases, the answer is generally affirmative. It was observed that all the three SMEs had one or two individuals in their IT departments, and the decisions regarding IT investments primarily stemmed from the business areas. CODUB and Linland base their criteria for IT investments on calculations determining the necessity and focus strongly on achieving a return on investment. On the other hand, Pinmetrics adopts a different approach by utilizing a "wish list" compiled by various departments within the company to identify IT service needs. This wish list is then reviewed by management for approval. However, it is important to note that these IT investment wish lists remain aligned with business priorities, while also considering factors such as work efficiency, reduced cycles, and cost optimization. This leads us to the next question: Is IT cost optimized?
Pinmetrics CIO mentioned that before making IT investment decisions, all departments and hierarchies would be on board and then decision is taken by considering the capital required for the investment and the value expected from the particular investment. That is considered cost optimization, in addition he also said that the criteria for the new investment also involve the fact that it should be compatible with the partners and the clients and that the investments made would help the company to meet future demands.
Lastly, we address another question: Is the workforce capable of utilizing IT systems in a productive and secure manner? The initiation of IT investments by different departments within the interviewed SMEs highlights the need to enhance workforce capabilities for improved productivity. Additionally, it was observed that all the SMEs interviewed have implemented performance mechanisms to identify instances where the use of IT systems may be unproductive or unsafe. For instance, Linland employs a seven-step cycle as an example of such a performance mechanism, indirectly assessing system performance.
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[bookmark: _Hlk141258035]                                        Figure 9 Service Value Chain (ITIL v4)

5.3.2 Continual Improvement (Monitor and Evaluate)
[bookmark: _Hlk139234100]Continual improvement is central to ITIL 4’s ‘Service Value System (SVS)’. This practice focuses on regularly assessing the quality of IT processes and ensuring compliance with established control requirements. It is continually applied in all areas used to create or manage services, ensuring they can continue to evolve however possible while remaining fully aligned with business priorities. The applicability of this practice to SMEs can be validated by considering the recommended management questions from the IT Governance Institute, such as "Is IT's performance measured to detect problems before it is too late? 
        [image: ITIL v4 (SVS) - Continual improvement - MooMetric.com]   
[bookmark: _Hlk141258072]                                        Figure 10 Continual improvement Model (ITIL v4)   
      
Earlier, we addressed this question by discussing CODUB's seven-step performance monitoring and the CEO's response emphasizing the importance of monitoring IT performance. Measuring IT performance within CODUB has enabled the company to stay informed and compare current systems with desired benchmarks for future improvements. Similar sentiments were echoed by Linland, which employs performance management tools like the balanced scorecard to evaluate the health of their IT systems. Through other performance measurement mechanisms and a fault reporting system, they also maintain quality control. The CEO of Linland highlighted that measuring IT performance is crucial for driving improvements and enhancing efficiency and productivity.

[bookmark: _Toc142478177][bookmark: _Hlk140015210]5.4 Conclusion of Analysis  
5.4.2  Value creation
All the IT leaders we interviewed expressed a clear understanding of the need for IT resources and emphasized the essential role of the IT department in the company's operations. One manager “ Linland CIO” even stated, "IT is necessary for the business and all other departments to function." Given the small size of the companies, it was evident that the percentage of the total budget allocated to IT resources was relatively minimal, typically ranging between 1.5% to 2.5% the company’s annual budget.
In most cases, the managers were content with the amount allocated to IT as it met the requirements without exceeding the needs of larger enterprises. In SMEs, the role of the IT department primarily revolves around maintenance and support functions, with fewer aspects requiring governance compared to larger organizations. Consequently, the decision-making authority and influence over investments are not as significant. New investment decisions predominantly rely on the wish lists submitted by different departments within the company. It was evident that IT has played a crucial role in enhancing employee efficiency, facilitating the smooth flow of information, enabling effective marketing, supporting knowledge management, strengthening hierarchical control, and enabling various other business functions within the enterprises. Therefore, it would be accurate to assert that IT is not just a necessity but also acts as a competitive advantage for enterprises, enabling them to create value.
5.2.2 Performance Measurement
[bookmark: _Hlk140015422]There is a clear correlation between the benefits experienced by CODUB and Linland and one of the reasons outlined in Patricia Lichiello's Guidebook for Performance Measurement (1999): keeping track of progress. Similarly, a connection can be drawn between Patricia Lichiello's guidebook and Pinmetrics, focusing on the aspect of efficiency and improving work quality. Regarding the challenges associated with measuring IT performance, Patricia Lichiello's Guidebook (1999) identifies three key areas: time and resource management, knowing how to explain, and engaging stakeholders. Among these challenges, time and resource management emerge prominently in our research findings, with both Pinmetrics and CODUB grappling with time-related challenges. In contrast, Linland faces challenges related to confusion, emphasizing the importance of clear guidelines and effective communication, which aligns with the concept of "knowing how to explain" in Patricia Lichiello's guidebook. Interestingly, our research findings did not reveal stakeholder-related challenges among the interviewed SMEs. In summary, based on the outcomes of our interviews, Patricia Lichiello's Guidebook for Performance Measurement can serve as a valuable blueprint for measuring IT performance.                                                      
                                           
[bookmark: _Toc142478178]                                                           Chapter Six

[bookmark: _Toc142478179]6.0 Conclusions, Recommendations and Further Work
In this section, answers to the research questions posed in section 1.3 is summarised in a simple tabular format in table 3 below. After which the authors present his recommendations , suggestions for further work and the contribution of the research to the field of IT Governance and Service Delivery. 
The main question that we tried to find an answer for in our research is “How organisation can evaluate their IT investments”. The research tried to answer this question by answering the following sub questions which are: 
· What is IT Value creation and its driving forces in SME? 
· What is IT performance measurement and its benefits to SME ?
· What IT Governance Frameworks are available for SME’s?
	




Value Creation
	Driving Forces
	Challenges

	
	· Leveraging IT to gain competitive advantage. 
· Delivery of promised value
· Enhancement of employee performance 
· Fluent flow of information Proficient marketing using different IT resources
· Better knowledge management 
· Increased hierarchical control within the enterprise
	· To receive budget approval for future investments 
· To set clear goals for the IT department and deduce methods to realize them. 
· Scrutinizing the investments and choosing the best one 
· Following standards set by the enterprise.
· Training of employees to ensure the new investments deliver

	Performance Measurement
	Benefits
	Challenges

	
	· To keep track on how the system performs
· To ensure the balance between IT and business
· To enhance the efficiency of the business
· Follow up on the systems to ensure that the performance is of high standards
	· Estimation of the time spent on measuring IT performance. 
· Confusion between employees and management about how to measure the IT performance. 
·  Identifying the right data to be used at the right time

	
	Benefits
	Challenges

	






IT Governance Best Practice (ITIL v4)
	· Improved service delivery
· Risk management/reduction
· Alignment of IT and Business goals
· Cost savings
· Better communication with stakeholders
· Improved vendor management
· Predictable service levels
· Enhanced ability to adapt to change.
· Better decision making
· Professional development of teams and individuals
· Meeting expectation of current/potential customers

	· Resistance to change.
· Lack of support from management
· Misalignment between ITIL and culture of organisation
· Inadequate training
· Lack of understanding
· Resource intensive
· High startup costs
· Inappropriate implementation
· Overemphasis on processes and procedures
· Incorrect or inadequate metrics collected.
· Lack of Continual Improvement



[bookmark: _Hlk141258103]
           Table 3  Summary of research findings during the interview
[bookmark: _Toc142478180]6.1 Conclusions and Recommendations
IT governance plays a pivotal role in the three SMEs interviewed during this research, emphasizing its significance in their operations. The findings highlight that effective governance of IT can generate value by focusing on the driving forces that shape IT initiatives. Through IT governance, SMEs can ensure the attainment of desired outcomes and identify areas that require further development or improvement. Additionally, the research emphasizes the importance of performance measurement in IT governance. By tracking and monitoring IT progress, SMEs can evaluate IT performance against predefined expectations. This enables the organization to enhance overall business efficiency, as continuous monitoring and assessment contribute to aligning IT operations with strategic objectives.
In conclusion, this research underscores the crucial role of IT governance in SMEs. By governing IT effectively, SMEs can create value by aligning IT initiatives with organizational goals and ensuring optimal performance. The utilization of performance measurement within IT governance enhances business efficiency and supports the achievement of desired outcomes.
[bookmark: _Toc142478181][bookmark: _Hlk140111624]6.2 Suggestions for further work
Based on a thorough examination of the empirical data obtained during this research, it is considered appropriate to provide recommendations for areas that warrant improvement or further investigation by fellow researchers who have an interest in this subject matter.
First and foremost, attention should be given to the challenge of identifying a suitable IT governance framework for small and medium-sized enterprises (SMEs). Considering the size and complexity of SMEs, it becomes questionable whether a framework like ITIL is applicable in their context. Throughout this research, specific components of the ITIL framework were examined to determine if any elements could be relevant to SMEs or already in practice within their operations. Surprisingly, the findings indicated that SMEs unintentionally comply with certain elements within the examined domains, namely "Incident management, Problem management and Change management." This discovery has sparked further curiosity regarding the possibility of similar findings within other domains of ITIL. Since this research did not extensively explore the application of ITIL in SMEs, we recommend conducting a more comprehensive investigation into the development of an IT governance framework specifically tailored for SMEs, utilizing frameworks such as ITIL or similar ones as a theoretical foundation.
In addition, it is important to note that IT governance encompasses five domains: Strategic Alignment, Value Delivery, Risk Management, Resource Management, and Performance Measurement. However, this research has only addressed two of these domains (Performance Measurement and Value Delivery). To gain a comprehensive understanding of how IT is governed in SMEs, it would be beneficial to conduct a more extensive study that encompasses all the domains, providing a clearer and more holistic perspective.
Lastly, it is recommended to conduct further research on the roles played by IT management within SMEs. This aspect can be regarded as a significant stride for SMEs in determining the most effective utilization of IT to generate value. By exploring the specific responsibilities and functions of IT management in the context of SMEs, valuable insights can be gained on optimizing the strategic use of IT to drive business growth and enhance overall performance.
[bookmark: _Toc142478182]6.3 Contribution to the field of informatics
This thesis makes significant contributions in multiple areas as outlined below. It is worth noting that previous research in the field of IT governance has predominantly focused on large-scale enterprises, leaving a knowledge gap regarding the governance practices and value creation in SMEs. Therefore, this thesis offers valuable insights into how SMEs govern IT and leverage its potential to generate value while ensuring the fulfilment of promised benefits.
Furthermore, the research has highlighted the challenges faced by SMEs in value creation and measuring IT performance and also the motivating factors that drive SMEs to adopt IT governance practices to enhance value creation. Additionally, this thesis adds to the existing body of knowledge by exploring the benefits of measuring IT performance and value creation specifically in the context of SMEs.
Moreover, the thesis suggests an interesting finding regarding an unintentional correlation between the components of ITIL and the operational practices of SMEs concerning performance measurement and value creation. This sheds light on how SMEs align with certain aspects of ITIL, potentially leading to insights on how SMEs can enhance their IT governance practices using recognized frameworks.
Overall, this thesis significantly contributes to the understanding of IT governance, value creation, and performance measurement in SMEs, addressing the existing research gap and providing valuable insights for both academia and practitioners in the field.
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                                           Interview questions
General information
1. Can you tell us about your position and role in this company?
2. How many employees do you currently have in your company?
3. What was the last annual Turnover of your company?
4. What is your idea of IT governance? (we give our definition first)
5. Does your organisation use IT governance?
6. In percentage, how much does your company reserve as IT budget?
7. Do you consider this sufficient, relative to the size of the company?
Value creation
1. How does IT add value to your company?
2. Do you make use of any best practices in creating value?
3. How is the decision-making process for IT investment?
4. What are the criteria’s considered when making IT investment?
5. What challenges do you encounter creating IT value?
6. How do you ensure IT delivers the promised value?
7. What challenges do you face in order to ensure that IT delivers the promised value? 
Performance measurement
1. How do you know that IT is performing to your expected standard?
2. Are there any reasons why you keep track of IT performance? (we can give examples)
3. What do you think are the essential consideration to be taken before measuring IT 
performance?(section 3.3.2)
4. Are there any tools used in measuring IT performance? Could you specify them?
a. What are the reasons behind using this specific tool to measure IT performance?
b. How does this tool help measure IT performance?
5. What have been the challenges that you faced when performing measurement? And 
how did you handle this?
Summarization Question
6. In what way has IT performance measurement and value creation (delivery) contributed to your company
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