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1 Introduction / Literature Review 

Figure 1: IT Value Proposition 
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Figure 2: IT Capability Maturity Framework 

2 Methodology 
2.1 Research Approach 
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2.2 Instrument Development 

 

 

2.3 Operationalization of Constructs 

2.4 Quantitative Data Analysis  

3 Findings and Discussion 

3.1 Profile of SME Respondents 

Figure 3: Respondents by firm size 
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Figure 4: Respondents by sector 

3.2 RQ1, Identify the IT Business 
Challenges facing SMEs 

Figure 5: Key IT business challenges 
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3.3 RQ2, Determine the Key IT Areas 
(Critical Capabilities) for SMEs 

 

Figure 6: Key IT areas / Critical Capabilities 

3.3 Synthesis of Key IT Business 
Challenges & Key Critical Capabilities 

Table 1: Description of CCs selected for inclusion in the SME IT-CMF 

SME IT-CMF  
Critical Capability Current Definition 

Service Provisioning 
(SRP) 

The capability to execute IT services to satisfy business requirements. Services comprise a 
combination of people, processes and technology and are typically defined in a Service Level 
Agreement. 

Strategic Planning 
(SP) 

The capability of formulating a long term vision and translating it into an actionable Strategic 
plan for the IT Organization. 

Business Process 
Management (BPM) 

The capability to identify, design, document, monitor, optimize and assist in the execution of an 
organization‘s processes by specifying and implementing enabling policies, methods, metrics, 
roles and technologies. 

Business Planning 
(BP) 

The capability to produce an approved document that describes tactical objectives and 
operational services to be provided, as well as the financial and non-financial constraints that 
apply to the IT function for the coming planning period.  

Solutions Delivery 
(SD) 

The capability to specify, design, implement, validate and deploy solutions (both hardware and 
software) that effectively address the organization’s IT requirements and opportunities.  

Risk Management 
(RM) 

The capability to assess, monitor and manage the exposure to and the potential impact of IT-
related risks. 

Funding and 
Financing (FF) 

The capability to provide a company-wide understanding of how, why and from where IT is 
funded. 

User Experience 
Design UED) 

The capability to manage the design and evaluation of technology solutions in a way that 
supports the needs of the organization and the end user. 

Sourcing (SRC) The capability to evaluate, select, and integrate providers of IT services according to a defined 
strategy and model. 

Relationship Asset 
Management (RAM) 

The capability to analyse, plan, and enhance the relationship between the IT Organization and 
the Business. 

4 Conclusion / Recommendations 
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